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Call Reference PC0153009 Call Logger Gerald Barnes --_Deleted Team 

Release Proposed For -- T80 Top Ref 
...

96082

Call Type Cloned call Priority C -- Progress restricted ` 

Contact Gerald Barnes Call Status Closed -- Administrative Response

Target Date 20/01/2008 Effort (Man Days) 2.00 

^~ Summary FAD 226242 unable to roll over 

All References Type Value 

TRIOLE for Service 96082 

SSC OCR OCR 17725 

Clone Master PCO152828 

Progress Narrative 

DaLe:15-Jan-2008 12:19:52 User:Gerald Barnes 

CALL PC0153009 opened 

Details entered are:-

Summary:FAD 226242 unable to roll over 

Call Type:C 

Call Priority:C ~
k,•alS:`ah1z+. '~sL,̀a t~~u.~a i~ 

l~'0' \
Target Release:T70

.4  Routed Lo.EPOSS-Raised Gerald Bar `2es:_:., • . 

z . 'i ~., ,ak ' ' 7R , ~ ¢' , "'~,re . ~,i - :'~k.`' x '~-t~a~ ic  ^~~ ̂  a• a t  '~TA.,sv ~.w... '°eT"" ~sR <£ ..a `'~ i ~ ~a '~ ~ x\ . k~;  '~ ~,. ., tit :8"',,~*• ..~.. ^? '..z: ,;~..... ~~,~. ., _....° '...' '.. ;~...~;,.:~:~.,,~.~ '~~~'~~i :`;: ~ ...~.: '~ ~~ 

Date:10-Jan-2008 11:33:06 User: Customer Call_ 

CALL PC0152828 opened 

Details entered are:-

Summary:Please advise when branch last rolled over for bot 

Call Type:L 

Call Priority:C 

Target Release:T70 

Routed to:EDSC - _Unassigned_ 

Date/Time Raised: Jan 10 2008 11:30AM 

Priority: C 

Contact Name: Denise Miller 

Contact PN  GRO_,_,_._,_,_._._,f 
Originator: XXXXXX@TFSO1 

riginator's reference: 96082 

Product Serial No: 

Product Site: 226242 

Please advise when branch last rolled over for both Office and SD and whether this branch is at risk of archive thanks 

Incident History: 

2008-01-10 11:30:45 [ Miller, Denise] 

INIT : create a new request/incident/problem/change/issue 

Date:10-Jan-2008 11:38:15 User:Lorraine Guiblin 

The call summary has been changed from:-

Please advise when branch last rolled over for bot 

The call summary is now:- ~"' ""~~~`i~~ ,  x1 id1"R~ v1~x s a~~Rrs~p ,̀ ' `+zingNe.~Y 'a1~y~As~t 

FAD 226242 advise when branch last rolled over Vic. :~~ '. ~~ ; . ~ ,,. •-,~~.,', s::;>.,a-. ;,, m,.'a :,.3, .,- ......:. ,,,..,:. :.•~T.,.> ~....... _~ ,.~ca'^*,;, "'.v~.,.;:.'•g,.:, . :A. ...,k'*~. .,.::°4<:;.\w : "~k..>"r ._.... ~~..`,:. .,.~~s . .~..`~v'.n'~v, 

, 
~ ~.. ~., .c•~ 'c;~, ~;,...~ ~l.\p'A yep ~ .,~~'t,. ;'~~a ~. ..i. ek F., .n a: "x,. Y 1. .:e. Ac.. s +, w ~. .. ,... . ......». ...~ ,...+' ...... ... . .. .. >. :..:..-~.c.'''a. ,'l, ^1 ..s..<. .."n.; ..,.:n. _a,?Cc~.....~.... b. .,x?..~.~..a 

Date:10-Jan-2008 11:38:22 User:Lorraine Guiblin 

Product EPOSS & DeskTop -- EPOSS (version unspecified) added. 

Date:10-Jan-2008 11:38:29 User:Lorraine Guiblin 

The Call record has been assigned to the Team Member: Lina Kiang
Progress was delivered to Provider .   ... a ` 

k89? t,A ~,ru i n k mu '~y&e x~~' ;~'> xm,~.;~1; wS' 3 S,,r 
G~A`i1• ,r... 

Date:10-Jan-2008 15:40:39 User:Lina Kiang 

(Start of Response] 

The last RTS was for TP 08 on 28/11/07; the first stock unit. (AP) rolled int.o TP 09 on the same day (43 days ago). 

DisableArchiving is switched on at the counters so the msgs will not be archived nonetheless the Branch is at risk if it does not 

roll soon (e.g. if there is a fire). 

[End of Response] 

Response code to call type L as Category 68 -- Final -- Administrative Response 
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Hooting to Call Logger following Final Progress update. 

Service Response was delivered to Consumer 

DaLe:10-Jan 2008 15:40:39 U er:Lina Kiang 

CALL PC01a2020 dosed Category 68 Typo L e 3 a \ s sn~ a 4  u~ Ar1C "a~ ka3 ~  Swso-h d0)
*z`Z to , 5:: ,-~::. , .... a . x„` e,•+~ '`.~ . k., , a .: `i x, `~_ 

F , ̂ w • ". a, `:: u ,¢~ ~'.*p,,~r y ~' ?. =tT`r'~S•..= .: ~: , a `; "i•, 
a"*r 'n' '>e:•e i •i ':'+ ~;a 'ta,,  ~r%+3"^=A?\ '.~ ~v ~•1a~>,: ..~,.~ ..,.?; .:.> . ... ..1`1. ,, z;:.ir _ x ~,::..a. a. . .=:•m ..~s.,..>r. >..~:. a::.da ~..,. . . .4.~~i. s;?~,. .. ~~`,~.... ~:4~,~,'\...._ .n,:.1.. ..,?~'' re1~ , a ~`•~4%... , "~'~~.. . x' >. ..m. c .. ..aw._ .1'o.€'Cs~?. ~. .+ .. c. _k~,' ~''h,. '.hi _:•'~'`a~, ~a.-.s*._~,.a~'°~.,a"a'~.. 

tc:10-Jan-2008 15:40:39 Uscr:Lina Kiang 

I  --[ect cause updated to 99 -- Genera] - Unknown 

Date:10-Jan-2008 16:12:49 lJs : Customer Call_ 

Consumer XXXXXX@TFS01 has acknowledged the call closure 4 l . .st8t 'e qnP  ,y: r r h 

~ nF. 
1,r.±'°`a~~> .a1 .°a5= a S:Bi: ;>` :; .1 ~", im'E ;~~? ~.`~~'•dS'.~~~'...6.. ...~~....x. ...~,'~.. "~. x~.'L>. rc~ -..~ .~. ,..... .... ltv>~,. 

DaLe:10-Jan-2008 16:28:24 User: _Customer Call_ 

CALL PCO152828 reopened by _Customer Call_ 

Please advise when branch last rolled over for both Office and SO and whether this branch is at risk of archive thanks 

Incident History: 

2008-01-10 11:30:45 [ Miller, Denise] 

INIT : create a new request/incident/problem/change/issue 

2008-01-10 11:32:10 [ OTI] 

TIACKINFO : Provider Ref: PCO152828 

2008-01-10 11:37:14 [ OTI] 
TISTU : 

Detail:Update by Lorraine Elliott:Call routed to Team:EDSC Member:Lina Kiang 

2008-01-10 15:39:40 [ OTI] 

TIRES : 

Provider Ref: PCO152828 

Resolution Details: Update by Lina Kiang:Category 68 -- Final -- Administrative Response:The last BTS was for TP 08 on 28/11/07; 

the first stock unit (AA) rolled into TP 09 on the same day (43 days ago). 

DisableArchiving is switched on at the counter:: so the msgs will not be archived nonetheless the Branch is at risk if it does nol. 

roll soon (e.g. if there is a fire). 

2008-01-10 15:39:40 [ POWebService, 01] 

RE : SLaLus changed from 'New' Lo 'Resolved' 

2008-01-10 16:10:28 [ Vincent, Niall] 

TR : Transfer 'group' from 'PEAK' to 'OBC HOLD 1 ' 

2008-01-10 16:26:44 [ Miller, Denise] 

TR : @@BIM I have contacted the Post Master as per previous calls he has been having difficulty rolling over tor a while. He 

says that is using the Gateway for the rollover but after rebooting and attempting to start the rollover the system busy timer is 

displayed and ''please wait''. He attempted 2/1/08, 5/01/08 and 9/1/08 with the same result. Whilst talking he says that his line 

tanager Sue Spicer has advised that an engineer will be coming out to fix his problem and that he should ring horizon for the 

eta. I have explained that we have no open call for an engineer and that he is well behind on rolling over (43 days). I have left. 

a message for Sue Spicer to call me back. Could SSC check this branch out incase there is a software issue preventing completion 

of rollover from the Gateway. Thanks. 

Date:10-Jan-2008 16:29:59 User:Anne Chambers 

The call summary has been changed from:-

FAD 226242 advise when branch last rolled over..

The call summary is now 

FAD 226242 unable to roll over   a s s 

Date:10-Jan-2008 16:30:24 User:Anne Chambers 

The Call record has been assigned to the Team Member: Lina Kiang 

Progress was delivered to Provider 

Date:11-Jan-2008 11:59:49 User:Lina Kiang 

[Start of Response] 

This appears to be a software problem: PM has been informed that he will not be able to rollover until we figure out what's 

rong. I will be retrieving evidence from node 1 today and asked the PM to phone in if trading becomes unbearable to get me to 

stop (I have given the PM this TfS 96082) but this will mean that Development will be delayed starting investigations. 

[End of Response] 

Response code to call type L as Category 40 -- Pending -- Incident Under Investigation

Response was delivered to Consumer 

Date:11-Jan-2008 13:12:53 User:Lina Kiang 

[Start of Response] 

Evidence from counter 1 has now been retrieved. 

[End of Response] 

Response code to call type L as Category 40 -- Pending -- I icn

Response was delivered to Consumer 
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te:11-Jan-2008 13:20:57 User:Lina Kiang 
nn Added - F'AD226242-mstore from code 1. event loci and audit 

DaLe:ll-Jan-2008 13:22:32 tine, :Lina Kiang 

[Start of Response] 

The attempt by the PM to rollover on 05/01/08 (on node 1) was left running overnight and failed. The Audit log shows a "General 
Failure (This key is already associated with an element of this collection)" and points to msg 1-1425636 then it continues 
looping overnight until the PM rebooted. The PM has also attempted to rollover using node 2 on 02/01/08 overnight and that failed 
with thesan:e errors. 

Mstore has been retrieved from node 1 and attached as evidence.

Routing call to Development for investigation - please note that this FAD is overdue for a rollover so is at risk. 
[End of Response] 
Response code to call type L as Category 40 -- Pending -- Incident Under Investigation 
Response was delivered to Consumer 

:11-Jan-2008 13:22:48 U:;r;r:Lina Kiang 

Call record has been transferred to the team: QFP 
ress was delivered to Provider 

to:11-Jan-2008 14:16:08 User:Lionel Higman 
e Call record has been assigned I  t; 7•-,i in Member _ .:, :_ •. I: :.: L.I 

ogress was delivered to Provider 

Date:14-Jan-2008 09:30:50 User:Mark Scardifield 

The Call record has been transferred to the team: EPOSS-Dev 
The Call record has been assigned to the Team l4em}ert Gerald Bz 
Progress was delivered to Provider

 
' 7.

Date:14-Jan-2008 09:50:08 l:.'.'> -:Gerald Barnes 

[Start of Response] 

I wish to import the message store and attempt a rollover myself to find out what is going wrong. To do this I need in addi t i ra• 

the subscription groups. I have emailed Lina to ask her to attach these. 
[End of Response] 
Response code to call type L as Category 40 -- Pending -- Incident Under Investigation 

:14-Jan-2008 10:42:41 tlunt:David Seddon 
=nc, . Added - 

Le:14-Jan-2008 11:40:11 U:er: Customer Call
LL PCO152828 reopened by Customer Call 

Date:14-Jan-2008 11:40:11 User: Customer Call_ 

Please advise when branch last rolled over for both Office and SO and whether this branch is at risk of archive Lhro:ks 

Incident History: 

2008-01-10 11:30: 

INIT : create a t 

2008-01-10 11:32: 
OTIACKINFO : Pro` 

2008-01-10 11:37:14 [ OTI] 

OT I STU 
a. , ' v ...: ̀ ' . ~ cti' cw , :,{ '' ` r - s, U~,xti" ~S~ u; `~','~ a : ~~ P i b"'; ay p~"•r`.r~~ ~''~ a" 

Detail: Update by Lorraine Elliott: Call routed to Team:EDSC Member Lina Kiang enxu a: $~..$)( r
20- 

.a<~ _ evx r ,>t;..a,~, x ~ ~x&.. ..fin ,,,~::,. . ~:. ~~~. , ~ ~,.. , ~ .. :✓s~,\.~,.... :.,::,..,`~.A:~`c.}t,.S.\.....: ....t:,.1 k..,. ..:nL.~...•">.35?. ,R...v~...'~..z .̂...:.•~?R?s::2008-01-10 15:39:40 [ OTI] ~. s ~' ~ ~
OTIRES 

Provider Ref: PCO152828 
Resolution Details: Update by Lina Kiang:Cateyory 60 -- Final -- Administrative Response:The last BTS was. fur TF 00 on 28/11/07; 

the first stock unit (AA) rolled into TP 09 on the same day (43 days ago). 

DisableArchiving is switched on at the counters so the msgs will not be archived nonetheless. he Branch Is at risk if it does not 
roll soon (e.g. if there is a fire). 

•:. 
2008-01 10 15:39:40 POWebService 01] `:. t,~. ;.._.:.. ...~. .:.,:.. _. "~i...',1~.~,..: ~~.>rs:~~.~~>~.z~~~: `~~. ~ :..a : `.4~... ~"r~l €*,~.: .~:&: `F~•._~~~=>xa.:~.~_'~'.+ .'~~?~< 

RE : Status changed from 'New' to Resolved

2002-01-10 06 10 22 [ ihnrent Niall]
TR Transfer group from PEAK to OBC HOLD 1 .............................

~i  ~^,';t ~  ~  ~-r ~  ~~.  r ~ ric>.     aas  ~ ti 
2008-0110 l6: 6:44 j 7 1 - 
TR : @@BIM - I have contacted the Post Master as per previous calls he has been having difficulty rolling over for a while. He 

says that is using the Gateway for the rollover but after rebooting and attempting to start the rollover the system busy timer is 
displayed and ''please wait''. He attempted 2/1/08, 5/01/08 and 9/1/08 with the same result. Whilst talking he says that his line 
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anager Sue Spi cer has advised that an engineer wi 11 he coming out to fix his problem and that, he should ring horizon for the 

eta. I have explained that we have no open call for an engineer and that he is well behind on rolling over (43 days). I have left 

a message for Sue Spicer to call me back. Could SSC check this branch out incase there is a software issue preventing completion 
of rollover from the Gateway. Thanks -. 

--- ~~ ~~'u'n1A'"'~"~'~L~~Pa~~\~' (.~04~a'f^'~~>F'~,'~'~~e~ x~~nro'ts̀.`'~'{A#- c~1 +Nn~~yg' t}~"~,̂~~ ~ V iau~, ~r ia ' ~t'j1'~w•nn ~~y.~''.~, r̀oz.~~x;'`eu,~,{d,;. 
2008-01-10 16:27:59 [ OTI) ,~=: ~;, `••• .` .a ._..,"..,:`a•. ~`_.,. .......,... ..:..ao-..... ...:.., . . .... ........:s... .. ..:.. -. >..To,. . ..max... ..~. .. 

'11ACK1NP'O Provider Ref: PLO 152828 ::: :~... . .. .~~.. "":.moo ... .......... ..:...~.~.... .. -..'4' ...'~ ..~ .~i`~ti:.,`. .~. 
....:::._.. . . ... .. .. . .... . .. ... . . s....... . .-... . ..- ... ...-..... ... ! .:.....,..,-:a.::-`a:e ~:~.:_:,,..~ :.. s':~'t;^ỳ \ate,• 

~ z ~ ~# 'M.~~Y ~'~,,,'0: ̀jai `ra;:r.=..., . ~ 
^G  '.e °'2v̀",~ , ' ti:. "; <>.n~'-=rte Fl` '~;•~:_.' 'v=, uc w ' 'fit ~ 'k' T ' <~: ~ wa Via.>r;  

..~z,. 3 
2008-01-10 16.29.21 [ OTI]
OTISTU 
Detail:Update by Anne Chambers:Call routed to Team:EDSC Member:Lina Kianq 

2008-01-11 10:46:54 [ Miller, Denise] 
LOG : @@him - I left a voice message for Sue Spicer last night advising that until our 3rd line have investigate the possible 

software issue at this branch we would not be senc]rng an @ngzneer 1 klave emalled )ttcg. Machin to ~ngure no-:base tanit 
/Pinpads are swapped in the interim 'z" T1y4i n,~^" ~S '~ 

~y ~n .~ ' `~ ''r ' t htiaa wW ,  \ q~ 

»: i], -~ .~ yGa•~k• , e:~ ; „, .  _.~. \5 3n,  x•:; :"•' i. S, xf '.•;2 '.".:. 
- r .~ cl' - . . . :" 'n". e ..!gym '*l. ... ...._. `fi.. 1`1: . ~+6t?~A,i.,,.e a. 2., x,'~`-',~",,a.....~• tQ`.~~ ,,.. .'?;f4.' ". .?, i .. 2°n, .' -...~1~+l~:.. ...: Lk~. xl....1 '.~4. .cw..

----------------
2008-01-11 11. 9.06 OTI .. .. . ... .. . -..•. ..,..:.:.... .~...:..~,.::.._,a>,_>^~.".'2..:'~..-. ....._.~.. ....>.: ....... .:.:; .....~.~ ...... .y...? ..''nL. ...e. 
OTISTU 
Detail:Update by Lina Kiang:Category 40 -- Pending -- Incident Under lnvestigation:'l'his appears to be a software problem: PM has 

men informed that he will not be able to rollover until we figure out what's wrong. I will be retrieving evidence from node 1 
today and asked the PM to phone in if trading becomes unbearable to get me to stop (I have given the PM this TfS 96082) but this 
ill mean that Development will be delayed starting investigations 

'a *~r4ga'b*, 

2008-01-11 13 11 47 [ OTI] ~¢ c•.3.~,.^~ ';i]0. , "kl~ "• ti . ̀+nrn~ m *:r ` `.,~~;' ''.' ;' ",,
`. . ,~, 

%A" x~ a- 
• ;N  ̀ . \ .x" ~y /i.. 'S*°' '4^'.: ':f

;':

Detail:Update by Lina Kiang:Category 40 -- Pending -- Incident Under Investigation_Evidence from counter 1 has now been 

retrieved. 

2008-01-11 13:21:23 [ OTI] 
OTISTU : 
Detail:Update by Lina Kiang:Category 40 -- Pending -- Incident Under Investigation:The attempt by the PM to rollover on 05/01/08 
(on node 1) was left running overnight and tailed. The Audit log shows a "General Failure (This key is already associated with an 

element of this collection)" and points to msg 1-1425636 then it continues looping overnight until the PM rebooted. The PM has 
also attempted to rollover using node 2 on 02/01/08 overnight and that failed with the same errors. 

store has been retrieved from node 1 and attached as evidence. 
Routing call to Development for investigation - please note that this FAD is overdue for a rollover so is at ri:a:. 

2008-01-11 13:21:58 [ OTI]   ---
TISTU 

` 
~:..sts S~' k n4~ii~'~ ~wstca~. ?` ' kl~~ a. '{(P' yir~R•, ,w~'.xs*Z,~Gis~. fi "xr ' ,q, '~'` x .*~. 

.:`~'. .q• ,:, `.'+mss" ~~ •- •~ - ..'c :, •n. 1.. .' ẑ̂  :K3. Detail :U date by Lina Slang:Call routed to Tears. FP < ..~........ .....:. ... ,~,.> ... ...... .... ... ....:... ..,.. . -.. ..^s,...- P :~ ~i.:, .~. x ~. ,~.. ~c a ~,.n .\ . i:;~s:..~ ~ 8'r'..•e °Sd+, _ •Fes ~a~*~^.~~ i';t;~.~~~x~s ~t =2 ~ ~• ' ~a, 'ntsa~ .,,> ~~~~^,t is ;~u~`t '~s~r ~',; cs ~~~' ~~ ~ e x' 
-- '~ as,. r•,~ ~~.~~`: ~'~ hz~,~'~n;~T+,1,2~;.~t..aia" ~?-~_~°,. . n;.,. ^ „* e°~ .'~Se~ `:1 ; ;'~ az~ k 

2008-01-11 14:15:15 [ OTI] ~ . s a:~ ~.a-'~~ ~: ~:}~':",'~"mt,:- ,+a; `~~`:3 -~~~~tii,`"a~x~s,'~~~'?tip;Paz`~a ,,>k$,~~~smn.~•o~`s q`~rF> ~; 'rr~• 'Maw'\~~ap- 

Detail:Update by Lionel Higman:Call routed to Team:QFP Member Mark Scardifield ' Z` •' a .' "-.,,4 ":•'"_'.'" °`̀`~ ~ -c 

2008-01-12 00:51:34 [ Rainbow, Mary] :: •,a 4t S ` 1 rr ~V" ~'te~rsq"„'::';i~TR Transfmr rou from PEAK to RMGA BIM ;;,:-,~.~°.,.,.. ::.:,.>.,:.~:.x"~'...,::...: .: ..,.>....;. .:.'•`r.^.,.:,:^P-;x,...,tifi.... .; :.~...`~v>"',.. .. ::: ;g>t~,~".~»,_c> ..:'. ':. .,t&,.~hZ ..~., x.;,~\.>::. 

:;°A~"`s"~~ '~~Fric~t?"~:''~.e~,ap~ki~i:•=~va~,`'e~sa?s~&~;:R ' t,*+l :i „^r, 'iF1i;•`~`~!"~j: ~Fa: ~,n ,t;  . a.~.,~'%a~>~(& ..a~xtt'~~1t:2`~~""._ ~..~ ~. ~,. a ?w.` ~ ~~.;;`-- ; : A~;~:  ~  ~ 
..:.. ...... ..... ..... ..... .a .... .. ,> ...~ .... ... - ._... . _.. ....., v., . .- ... ..,.. :..: . y A` 'v`~,mih 2008-01-14 11:43:14 Chambers, Anne ~ ~' 'kr~?~ ~~~'"> `~•Y~~ `-•^ ~ ~? 

ST Status changed from Resolved to Work In Progresso~- ,•~~:;~ -: ; - -F•~= ~ ~,-~,,.~~~;,~; ;,s' ~~1„~ ^~'~~,.~,~~~F1~;•;~.;:,;~' ,, . h~t- a ~:;- 

2008-01-14 11:43:15 Chambers Anne] , :a-..,..:.,<~ ~'`~.'• ~:~'..,;. ..< r'`3`;~,iExi^ V??' @ .:~~' ? 4"' _ :.:xMc:~~. l:'rM [ 
TR Transfer 'group' from 'RMGA BIM' to 'PEAK' re -er ,,. _,. -: . . ;. ,,, . . _ .  err,_ , ., . .~ rr'r' r5 err are

Date:14-Jan-2008 11:46:58 User:Lorraine Guiblin 
The Call record has been assigned to the Team Member: Lina Kianq 

Progress was delivered to Provider 

Date:14-Jan-2008 11:49:15 User:David Seddon 

The Call record has been transfer red 1.(, the team: EPOSS-Dev 
The Call record has been assigned 

r
to the Team Member Gerald Barney x " " o a 

Progress was delivered to Provide
S Rails t u a, 4W 9 vt ,zlcf \r l  1 ia xF ~Y3 la ,s* IS x"`'T°h`~`Z,~'a ~`k' ~' "x*n\a, ~ 4 W' tSfl iS zs'̀  ^V1

Date:14-Jan-2008 13:27:06 User-:Gerald Barnes 
[Start of Response] 

The problem is that transaction <[;rr,ui,1,1:7?F242><Td:l><Nnm:1425636> has corrupt primary mappings which do not align and this 
causes DataServer to fail. 

I notice that relevant product 21126 has correct mappings but was start dated after the failing transaction was written. 

Perhaps there was a corrupt EPOSSProducts in existence at the time of the transaction? 
[End of Response] 

Response code to call type L as Category 40 -- Pending -- Incident Under Investigation 

Date:14-Jan-2008 13:57:08 liser:Gerald Barnes 
[Start of Response] 

The product 21126 has been transacted seconds before and after the failing transaction with no problem So i a corrupt 
POSSProducts existed it must have been for verya short time \ \ \ \ 

r 
<Grou Id:226242><Id:l><Num:1425636> was the only example with corrupt mappings. ` '?;- k,-d?''>,.,i.,;F,? , '?~,:,,",~,,̀1?°' 1? 7? a?--s". iii? ex, '• e..~~...1? 1?; -31?~,,x,,E"., P  P P
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[ F, nd of Response] 

I? •sponse code to call type L as Category 40 -- Pending -- Incident Under Investigation 

DoLe:14-Jan-2008 17:00:09 'loot :Gerald Barnes 

[Start of Response] 

y response "Date:2008-01-14 13:27:06 User:Gerald Barnes" had a mistake. The EPOSSProducts with the correct mappings was 

introduced 10 days before Lhe failing transaction. 

It now looks more difficult to explain this PEAK as a temporary fault in the EPOSSProducts Data. 

[End of Response] 

Response code to call type L as Category 40 -- Pending -- Incident Under Investigation 

Date:15-Jan-2008 10:33:56 User:Gerald Barnes 

[Start o` Response] 

The transaction <Groupld:226242><Id:l><Num:1425636> has an incorrect L4 primary mapping. All other transactions of product 21126 

(even those written just seconds before and seconds ater) have the correct primary mappings. It appears very difficult La 

explain this by the temporary introduction of a faulty EPOSSProduct 21126. 

[End of Response] 

Response code to call type L as Category 40 Pending Incident Under:Investgation 

.-fa ea?nwaM1 p'~ , m~a\~'*iiu**a +~W €xzat• eP~n .is`v. nti N'  a A . l rt $~""`a Ga„"F~ ., ''-( a br :b1m.t- -m'r.~.

Date:15-Jan-2008 11:57:38 User:Lina Kiang 

Evidenr:-; Added - FAD226242-partial mstore from node 1 with corrected rngg to be imported onto counter 2 

Date:15-Jan-2008 12:09:54 It oi_:Lina Kiang 

Reference Added: SSC C.R 17 25 

Date:15-Jan-2008 12:18:58 U :Gerald Barnes 

[Start of Response] 

I ran a patched DataServer to correct the faulty transaction <Groupld:226242><Id:l><Num:1425636> and it was then possible to 

rollover Lhe stock unit. I attach Lhe patch as evidence labelled "Patch DataServer". If the faulty message can be corrected ant 

reimported that will work as well. 

[End of Response] 

Response code to call type L as Category 40 -- Pending -- Incident Under Investigation 

llate:15-Jan-2008 12:19:37 U. :ai.:Gerald Barnes 

Evidence Added - R' '~~rZrm, ; v,~ r w' aaa.~ ~t, mc~ ~S'alwekrvgx is 'c A''^`~~N t ea'etfia -  ̀ v l~x~s 'ware eatz ., tom"

Date:15-Jan-2008 12:19:52 User:Gerald Barnes 

Call cloned from original call:PC0152828 by User:Gerald Barnes 

Date:15-Jan-2008 12:21:11 ''.a , :Gerald Barnes 

[Start of Response] 

I am cloning this PEAK so that the correct team can investigate how the corrupt mails message <Groupld:226242><Id:l><Num:1425636> 

can be produced. 

[End of Response] 

Response code to call type C as Category 38 -- Pending -- Potential Problem Identified 

Date:15-Jan-2008 12:21:22 User:Gerald Barnes 

The Call record has been transferred to the team: APS-Ctr-Dev 

Date:15-Jan-2008 13:18:48 User:Adrian Goodwin 

The Call record has been cosigned to the 'team Member: Richard O'Neill 

Date:15-Jan-2008 14:49:01 User:Richard O'Neill 

[Start of Response] 

It is a complete mystery as to how this erroneous value of the <L4:> attribute within the Primary Mapping (<PM:>) attribute could 

e set for this one occurrence of this transaction, smart post merely copies the entire <PM:> attribute from the appropriate 

product data to the transaction message. It has no interest in its contents. It does not manipulate individual attributes within 

this attribute. 

There are no products within the entire message store, including out-of-date products, that have the erroneous value of <L4:> 

that has appeared in this one transaction message. So, the hypothesis that somehow the wrong product has been used can be 

di srrn]nted. 

This may be a RetailBroker or Escher Mails problem that has somehow corrupted the data. 

Can the rollover process be changed to simply flag the problem for manual fixing and then complete the rollover? This would then 

avoid the dire consequences, suggested in the PEAK, for a delay in making the rollover. 

[End of Response] 

Response code to, call type C as Category 40 -- Pending -- Incident Under, Investigation 

Date:15-Jan-2008 14:49:16 lser:Richard O'Neill 

The Call record ha. be_>n transferred to the team: QFI 
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Date:15-Jan-2008 16:12:22 User  :Lionel Higman 

[Start of Response] 

Sec suggestion from Richard. 

[End of Response] 

Response code to call type C as Category 70 -- Final -- Avoidance Action Suppliel 

Routing to Call Longer following Final Progress update. 

Date:15-Jan-2008 17:10:39 User:Gerald Barnes 

Development Cost updated: new co:;; i .e 1 (Man Days) 

[Start of Response] 

With regards to Richard's suggestion. 

The problem was in fact already flagged. A message in the audit log pin pointed the precise message that caused the problem. 

The error handling of balancing is deficient in some ways. In most cases an error is just logged and the code bludc:: on 

regardless leaving the system locked. What should happen is that the error should be logged, the process cleanly aborted, an 

error message displayed to the user and the system left so that he can do something else. I hope the HNGx version is much better. 

I am not sure it is worth while spending time improving the EPOSS version which is shortly to be replaced; it would be better 

spending the same effort making the HNGx version better. I had already requested that this be advised to the MNGx team in 

PC0152376. 

At the moment, under the original YC0152828, attempts are being made to import a corrected

<Groupld:226242><Id:l><Num:1425636> to allow the balancing to proceed  hA
~ s s tiff > rw , 

It is too early to say whether this process will succeed d F~.3°~Fi'` ~'Nt~' •': ,"Ni~'?:: a'~'" "̀;rn.'r x`. ~:~ ':M.k' - - .: e :> <- ; ;~Z ; ,a . 

I have already got the stock unit roll by running a patched DataServer which corrects the corrupted transaction. 

propose a cheap general solution to the problem. 

new version of DataServer be written which 
w collection the CorruetCorrectian collect 

object will con 

....<MessNum: 

...............<ld:X> 

...............<Num:Y> 

....> 

....<Correction:Comole 

As DataServer runs it will check each message read in to see whether it matches anyt 
(which of course will usually not exist) and if it does it will correct the message. 

FIX IMPACT ;~ a. 
Complete Forecast Date and Development (man days) fields below this, text box " c )̀ '' ' 
Include a brief statement for each of the headings below these instructions. u •Z 
On return to Details window Set Target Release Type to "Proposea for" and Target Release to that propost3t Y< 

To the Developer: 
(1) Put yourself in the shoes of people downstream and provide information that they are likely to need to process this fix. ea 
the testing and rollout costs may add significantly to the COST of the fix 

(2) Check that the statements are still accurate post-implementation 

IMPACT ON DEVELOPMENT ~* rz n» +c a 5n@1 *  "k Y g r aF~ h *~t $
Effort in manda s..,.... i.. .:.. .. ~.. ~. .. a . „~ .. c 

?.` e~'~§~}"~a~ +~? o>~la~`k: ~~ ~y~~~4,''~'n'~{p;~'ea..~~~`aR~~:~~. ~~~ 1~a U t k~~\~'`~i'Yn. w+~~~~t ;,~~mas^'.~`~, ;;v's11,~++lYi~'~1 " a~ ~v`feat,cr',c~l>3'3~1.1~`vs~,',~_,ei

There will be an expectation at RMF that this approximates to the timescale for delivery so if there are reasons why this might. 
not be the case please note them here. 

PACT ON i i' S i : 

at independent test coverage does development recommend 
is will often be about the level of regression testing 

few tests to make sure that balancing works with the ne 
llection and confirming the changes are used by balanci 

PACT ON USER: 
nefit of making the fix. 

rrecting corrupted messages which stop stock units rolling will be much eas 

at does the user have to do to get this problem?  ~v s 

e Richard's comments - basically we do not know! '"'" `.' i,>.~. :' lt 

w does it affect them when it occur

e user is unable t 

PACT ON OPERATIONS 

nefit of fix that 

fice roll informat 
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RTSKS (of releasing and of not. releasing proposed fix)

hat live problems will there be if we do not issue this fix? 

Just the occasional problem as this one.

that are the risks of this fix having unexpected interactions with other areas

one 
6 rzi k as sx x e` s~ a ~l :tiu~ ~wxnm ~3C~ ~~k- 

Is this a"high-risk area in which changes have caused problems in the past? 

It is but this fix is very self contained and should be fine. 

Should we consider a pilot rollout and of what sort?  

very simple pilot should be used. Issue the software to a small number of Offices and make sure balancing works OK for at least. 

one Office Rollover. Then release it everywhere. 

LIST OF LIKELY DELIVERABLES: 

EPOSSDataServer 

LIST OF THE ABOVE ALREADY DELIVERED FOR THE PROPOSEb RELEASE ~~ c 

?~ ~~ Wi
z.• , A `~ ~~ 

?~ 
t ` 

~ `"a, ~ ;'.~;~<~•`"%~`~tit~ ~ ~. k~..,, 
`n• 

iV 

Tone . ~_ ~ - -'^-  ~ ~Cy`A„ \ ~ $n'• .%"~,•'~• ? ~^~'•~P.-u 

LIST OF THE ABOVE ALREADY DELIVERED TO A RELEASE 'LATER THAN THAT PROPOSED

one. 

LIST OF THE ABOVE LIKELY TO BE REDELIVERED INTO THE PROPOSED OR A LATER RELEASE: 

one a a a & ab " a sy» i 

YTHING ELSE THAT SHOULD BE KNOWN ABOUT THIS CHANGE k 4~"•+~ 9`.a~`•;~~~

?r- ~. `~ s,'L ~' p~.:r, ? ;H C? ,i3•.• '>̀h.L3~.` w^"4 ;'.s"}a:.y"~1?C`c,'• " ,', .: c+":"n ? :. 

[End of Response]
Response code to call type C as Category 55 -- Pending -- hive Fix Impact Supplied 

Date:15-Jan-2008 17:11:15 User:Gerald Barnes 
The call Target Release has been moved to Proposed For -- T80 

Date:15-Jan-2008 17:11:36 User:Gerald Barnes 

The Call record has been transferred to the team: RelMngmntForum 

Date:16-Jan-2008 09:24:46 User:Gerald Barnes 

[Start of Response] 

Having thought about this some more the CorruptCorrection collection will need the FAD code as a suff ix. 

Hence the collection of corrections will be CorruptCorrection XXX where XXX is the FAD code. 
[End of Response] 

Response code to call type C as Category 55 -- Pending -- Live Fix Impact Supplied 

Date:17-Jan-2008 11:12:13 User:Lina Kiang 

Gerald, just to let you know th,i t ! ,:. t the PM successfully rolled over (for details see original call PC0153009). 

Dale:17-Jan-2008 12:06:25 :Gerald Barnes 

[Stmt o_ kcsponse] 

I see from the comment "Date:2008-01-17 11:12:13 User:Lina Kiang" that she was able to fix the corrupted message by reimported a 
corrected one. 

Hence my proposed Lix will only be required it the volume or corrupt messages produced gets too great lot the SSC to easily

If it is required I have thought of an improvement which would help in this case. The correction collection should change t„ 

<Data: 

. . . <MessNurr: 

...............<Id:X> 

...............<Num:Y> 

..> 

..<Cor_ectFromEPOSSProduct.:Z> 

...<Correction:Complete Corrected Message> 

here Z is either True or Em lee. 

If False (or the attribute is omitted) behaviour is as described betora.. 

If True the Correction attribute is not required and instead the transaction is automatically corrected from data ir. the correct 

EPOSSProducts collection object. 

[End of Response] 

Response code to call type C as Category 55 -- Pending -- Live Fix Impact Supplied 
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Date:21-Jan-2008 09:42:07 User:Gerald Barnes

[Start of Response] 

I add a few further thoughts on this.

Richard in his comment "Date:2008-01-15 14:49:01 User:Richard O'Neill" states "Can the rollover process be changed to simply flag 
Lhe problem for mai:ual fixing and then complete the rollover?". 

Che rollover process already flagged the failing transaction to the audit log but left the system locked. I think the ideal 
)ehaviou- would be to flag the problem but leave the system in a useable state. In my opinion it would have been a mistake to 
allow the rollover process to continue because you would end up with a balance report with incorrect figures. The whole point of 
accounting is to end up with correct figures! .._.,: _ . , w ... _,. •.. .> 

I believe the existing behaviour of the error handling g in thik case is nOt do very diffdreOt to the idea iddal behaViour and 
not worth fixing because of its imminent replacement by HNG-X. 

Ef we want to do anything to balancing it is what I propose - simplify supplying the corrected input. 

If this problem crops up again we really want to raise a PEAK on the fact that corrupt transactions are being produced. This was 
Lhe original point of Lhis clone but Richard has diverLed iL back Lo balancing again! JusL because we do noL know Lhe reason for 
the corrupt transaction being produced does not stop it being a bug! Maybe the problem needs analysing a little more and sending 
to Escher. 

[End of Response] 

Response code to 

Date:24-Jan-2008 15:49:04 User:Tyrone Cozens 

[Start of Response] 
Fix not required. This has already got a KEL raised against it (PC0152376). Routing to call logger for closure. 
[End of Response] 

Response code to call type C as Category 68 -- Final -- Administrative Response 

Routing to Call Logger following Final Progress update. 

te:24-Jan-2008 15:50:58 User:Gerald Barnes
fect cause updated to 42: Gen - Outside Pathway Control 

e:24-Jan-2008 15:51:03 User:Gerald Barnes
I, PCO153009 closed: Category 68 Type C 

Root Cause 
Logger 
Subject Product 
Assignee 
Last Progress 

Gen - Outside Program Conti 
Gerald Barnes -- Deleted Tea 
EPOSS & DeskTop -- EPOS 
Gerald Barnes -- Deleted Tea 
24-Jan-2008 15:51 -- Gerald 


