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| Sandra Clegg

Informatlon voiced SMC fo this call
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Repeat Call asked pm to check flgures on : 1al bal pm says she cannot
flnd ‘th;Ls : asked tQ pr}nt ‘a bal snapshot 1t shows all m:musif m 3

: are stock, then‘st mps
XXX then to transfer 3
over office. pm Qkf

Repeat Call Caller has rung back in- agaln ~:She.
vith all. the stock missuxg from the clerks SU. th s ls the
lncorrect Caller should never have been ad\usec\t‘o do thlS- =

flgures 3 show:mg as a minus from CAPQSJJ: will now roll
CAP 06 f;gures. If anyth:\.ng, they should never have added

has got CAPOG
SiALL SU are in CAP 6. Asked caller to go to. office .

John S:meklns at E ‘for hlS adv1ce. he a&vn_ssed to create\:
another SU, and put 1n ‘the dlfference between the correction SU -
a.nd the actual Stock in DD e agaiiif DD had\ 100 first class it :
| tamps in CAPOS and sold 20, the balance snapshot would v i
i inus 20. The XXX SU would have shown 20 first class

so the other correctlonal SU \would have to show 80)

engaged._ ; A
28/04/00 14: 00 uk061537 }t‘r =

Informatlon‘
[pumber and it 1§ :
8/04/00115;17 uk@

flnal balance fIDm SU XXX Compare the two and work\ out
shat is left.\ S e

|p8/04/00 15:34 uk061537 e
IAdvice: Caller adv1 es she declared i
gadv1sed her to do a trial CA and see
[Spoke her through d@lng a trial CA.
g 8/04/00 15:44 uk061537 NN
P?
i
]

gvz.ce.‘ The trial balance
aymentS\ \It ds show1ng the stock but none of the recelpts
and paymentSA :
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28/04/00 15:53 uk061537 : . : ; CRITIERD S
Informatlon* SU DD user name 13 CSTOOl there is no set pOSlthH. The
[balance report was carrled out and was rolled over yesterday =
Caller is trying ta do ~the flnal CA from p051t10n o
Please inve tigate why the SU DD recelpts and payments are
Inot on the trial CA.. = = s = x
Advised caller not to. roll
[28/04700 15:57 uk059130° Sl e

; i I have dowloaded the event logs for‘th;s eoggter which can
‘the web page. S - :
|Passing call to SSC for further 1nvest1gatlon. RO
F} Call detalls = S : S

EE‘} Response:ﬁ
IThe openingstock flgures fromethe roll CAP4 BP2 to CAP5 BPl had Ak 1ot of
stock items. However T can not find a Stock Declaratlon DrawerIItemId 2 s
’(stock) anywhere‘ I also cannot flnd a lot of DDNs that Would match thls.i:
lcannot find a lot of SANs to ‘remove the stock I belleve that the mapplngfk
Imust ‘somehow be 1ncorrect locatlng the CAP5 openlnq flgures.‘ g
wrll attache the message store extract for SU DD. 3
EI w1ll route thlS back to the maln stack to be re—assrgned whlle I‘am on

;Responded to call type L as. Category 40 -Incldent Under Investlgatlon L
Ithe response was dellvered to: Powerﬂelp : :
|The Call - record has been: transferred to the Team- EDSC

fHours spent since call recelved 0 hqurs

[Date:29-Apr-2000 09:24:00 User:John Simpkins
|Please route to EPOSS Dev. i
IThe Call. record has‘been transferred to the Team.:}
tHours spent s;nge call recelved~ O hours

‘Date OZ-May~2000‘09 16:00 User-Llonel ngman ; £
IThe call record has been assrgned to the Team Member 3
fHours Spent 51nce call recelved 0 hours

Date: 02—May—2000 13 08 OO‘User. Customer Call S NS
|EMPTY. 02/05/00 12:43 uk080109 HSHl Repeat Call’ P rang back cha51ng, v01ced
3rd line who said somebody
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EDate 03-May—2000 08 07: 00 User:Barbara Longley e s =
[the Call record has been assigned to the Team Member: John Simpkins =
ngpre‘spent‘51n§e gall\rece;ved 0 QOHKS\ = St

OF REFERENCE 17783656] SR T =
ded to call type ‘Li-as Category 40 —Inc1dent Under Investlgatlon

’08 OO Userr Custamer Call

ley for
callback

y-2000 12:53:00 User Customer Call
i PTY 08/05/00 13 20 ukOSOllI‘HSHl Repeat Call'
Longley as pm. needs to know what lS\: 2
| ar pening. A development team are- 1nvest1gat1ng thlS. Pm
11frts that this has ha pended again with ph;s weeks CA on the;

Date 09-May—2000 16 23 00 User Les Ong

Target Release updated to CSR*CI3 2R

IF} Response '+ =
;Petentlal target release\updated to. CIS~2R SlnC 1

:Date\OS-May—2ODQ T6:34:00 User'Barbara Longley L :
The Call record has been transferred to the Team EPOSS FP
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bate: 11—May*2000 13 22 00 User Barbara Longley
F} Response‘:‘ S .
HSH have chased pall agaln Call 15 Stlll belng progressed by EPOSS FP Have 2
prompted team 3 I R 3 S =
[END OF REFERENCE 17995831]

cDate 16—May—2000 15:12: 00 User{ Customer Call & ‘ 3 g
{EMPTY 16/05/00 16:16 uk079680 HSHI Repeat Call the rnm 13 cha51nq thlS call
;she‘yould 1lke someane. to cali\ SR & = S S

Date 17—May-2000 13 27 DO User Steve Warw;ck S : 2 g .
i s Response\ SmEnE SRS = S 3 = R Shiii e SLaein
Looklng at the message Sters it seems that\stock Unlt D has falled to“ X 3 G : Sl
lbalance properly. Thé rollover records for the stock unit on 27th Aprll = ~5 . .
lnclude iny records for Cash, Stamps (Product 21) and Discrepancies. (Product SEaas ST
1145) . These records are present only | because they were the values of the G
declaratlons used prlor to balanc1ng, all other stock recelpts and payments f>
values are\mJSSLHg from the rollover egords At the ti e:of declaratl@n,;ﬁ =
the values declared for Cash and Stamps were converted to dlscrepan01es, 5 i
presumably because the system had failed to accumulate any current stock -~
lholding for ‘either product St
|The call needs to be looked at ln‘detall by the EPOSS team in order to
lestablish why the system\appears to have failed to locate any transactlonS\
J£or this stocknnit in i CAP B s e e 3 3
[END OF REFERENCE 181773921 S e s
Respohded to call type ‘Loas Category 38 —Potentlal Problem Identlfled =
The response has bee ‘flagged to the ‘gateway team for valldatlon :
[rhe call record has been assrgned to the Team Member- Walter erght
[Hours. spent ~since call ‘received: 1 hours ESeas e e

11’1{‘@ f‘all 1’(3(‘9'!Ved' f.l hours




[Fat=26-7an=2000 07:56700 Ueer Walter Weight
|The Call\record has been transferred ~to the Team' EPOSS Pre—Dev
Hours spent 51nce call recelved' .1 ‘hours S 2 & : i

logs thatﬁﬂ

flnlshed

£Defect cause updated te 99:General ~ Unknown
Hours spent since cgll‘rece}ved L hQurs‘

EDateJ26 Jun—2000 12:55:00 User: Martln McConnell = - S

[After my first run through, the StockBalanclng process has worked R

’successfully as of 27—Apr~2000 BEFQRE PASSING THIS BACK WITH THE EVENT: LOG
- THE MESSAGESTORE FOR NODE 1 IS RETRIEVED DIRECTLY FROM IT.

L suspect there ls a serious problem (Rlpostew1se°?) w1th thlS as opposed to‘i :

fthe correspondance view of it.
JL shall still contlnue lgoklng at. subsequent weeks to see why the 51tuatlon
never recovered 1tself. :

‘rlght back up to the user to retry the balanc1ng process. Instances
h = can potentlally occur is for example HE the\Rlposte service has

gDefect cause updated to . 14: Development\—\Code
hehf since call recelved. 20 hours -~‘;1
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nstead‘of 4)\should return ::
Ipstances;

the data tree rebulld is mlnlmlsed to 2 attempts

lan: abortjrlght back up to the ‘user to retry the balan€1ng process.

s oped/falled/unable to complete an IO request lssed etc
In early May . (01~

Iriposte querys we te destroyed as a result ThlS would have caused the
descrlbed errors. Unfortunately the event logs do\not go back to lnclude

1nvest1gatlon.
END OF REFERENCE 19669955] e =
esponded tQ call type T as C tegory 74




