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Peak Incident Management System 
Call Reference PCO130275 Cal e _i cn Customer Call -- EDSC 

Release Targeted At -- T20 Thp Rc FSTK_2 0 WP24106 

Call Typo Live Incidents/Defects Priority B -- Business restricted

Contact EDSC Call Status Closed -- S/W Fix Available to Call Logger 

Target Date 02/06/2006 )MffoIt (Man Days) 1.00 

Summary FAD147136 - stock unit balance report all zeros 

All References Type Value 

Release PinICL PC0132674 

SSCKE
... ... :m»
L KE L CCard525

,
M 

Fast Track 
Fix.. ~,... ,...:»,...: ...: .:: 

FSTK20WP2410
6:.. ,..:~,...:

, ~,....~.»...~,,...~»......... ::;'PC0135486::.:~»...~».,.~»....~,....~»...,~,...~,,....»»,. ..~».. ::.
reference Call 

~»...~»....~,....~.,...~»,..~»...~»....m 

. .,. . . 
Powerhelp Powerhelp 

.~ . ... . 
. 

0512210763:. » . ,. 
E E 5.

. . . .. . » . .~ .~ . . . .» ., . .... 

:. .. :. .. 
Release PinICL 

. . 
PC0137357 

Fast Track Fix iFSTK2Owp23673 

Call reference ipC0128969

;Work Package PWY WP 23673

Release PinICL PC0133131 
Call rcfcrcn -c iP(:Ri q(lAcr, 

................ 

Release PinICL 

Work Package
,.._::

PWY WF 

Procre_. t~aarrat a % is 

ibato:21-Dec-2005 17:36:17 User: Customer Call 

JCAL-. ?2013027' opened — —

ipD~etails e--eyed are:-

E5umm-:. 1 :1nc: statse final balance of stock unit rollover con 

ali T•_:~ze:L 
all Priority:B 

Tar -. I a:BI_3S82R 
Routed to:EDSC Unassigned

te:21-Dec-2005 17:36:17 User: Customer Call 

to/Time Raised: Dec 21 2005 4:46PM 

iority: B 

ntact Narne: l.o_ui. se 
ntact
iginator:

lying r:n-`>, rc-crence: E-0512210763 

oduct T~^e: Riposte 

oduct Serial 1,0: 

oduct Site: 1.471.36 

/12/05 16:46 pm statse final balance of stock unit rollover contains all zeros 

/12/05 1/:05 tk955547 

L Ref P,- . : U' ..25m 
/12/05 l%:;0 1 4 

ntacted: c~nta.~ting err - does not accpet incoming calls 

/1?; / ll i w , ,547 
ts-ae1 pm using bat phone - number busy 

59'_5547 

n - r..;-,;{ rm- em statse rolling over tp with no items, 0 

gure. r_ow J nq out al_ d -o roll :-rer and on the next 

11w _re was a £18000 discrpancy gain 
/12i':i5 17r . . i i:k9 5547 
form ci:; i s St, -: k unit : b 
errage: rr ur-001 
Se : 15/12/05 

ne: 08.20 

de 2 

lc/OS 17:2'9 1k955547 

formstiori: dcr.nlcaded ps standard log file id : 701747 

-.:-4 i:k95554% 

commend: Please i.:V tiq_ate into PM's zero value- see led for details 

/12/05 17:34 SYS?sP~ 
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en OTT: Automatic Open OTT 

*r_ipdatec_ by Akram Ali at 21/12/05 17:34:56 

4 uk955547 

~Ss7 : "all E-0512210763 was Reassigned from Akram Ali_, Group 

H2 to Croup EDSC1 

te:22-Dec-2005 08:13:42 Use.r:Cheryl Card 

ference Added: SSCi "C'ai SM 

te:22-Dec-2005 08:20:18 User:Cheryl Card 

oduct EPOSS & DeskTop -- Balancing added. 

................................................................................................................................................................................................................................................................................................................ 

te:22-Dec-2005 08:20:29 User.:Cheryl Card 

o Call record has been assigned to the Team Member: Cheryl Card 

ogress was delivered to Powerhelp 

...................................................................................................................................................................................................................................................................................................... 

te:22-Dec-2005 09:23:18 User.:Cheryl Card 

e call sumrrar: has Caen changed from: -

statse Ii  bala: u,,it rollover con 

e call sum : is

D14/136 -- stock unit balance report all zeros 

)ate:22-Dec-2005 09:23:45 User:Cheryl Card 

Reference Added: Call reference P00128969 

Jate:22-Dec-2005 16:05:15 User.:Cheryl Card 

[Start of Response] 

Phe following is a copy of an email sent to ':lie 1/ I cr, and Jez Murray, who will contact an appropriate person in POL so that 

a decision can be made on the course of action -.o de taken. 

FAD 147136 is a 5-counter site with 7 stock units. on 14/12/05 the PM started the process of rolling over stock unit BB. He 

act as far as previewing the Trial Balance, made a few adjustments, then left it logged in until the following day. 

In 15,12/C5, '.2e ere vi ed the Trial Bato again but it contained only zero values. He rolled over the stock unit regardless, 

and later_ r_har_ Clay rolled. tt,a Cclice into 7  I  Branch Trading Statement also shows zero values for stock unit BB and a non-

zero Trading Position. 

Stock unit BB was rolled over in an effe -r_1}' ei: state. The PM then declared the correct amount of cash, and adjusted the 

stock levels up to the correct volumes. TOis has res,lted in a gain of approximately £18000. 

7e are unable to correct the system figures safely. Be can however provide accurate figures for what should have been in the 

Final Balance for BB, to enable POL to make the correction perhaps by using a Transaction Correction. 

POL reed to make a decision on whether they are able to correct the problem in this way, however we do not see any other. 

alternative. Corrective action should be taken before 11th January when the branch is due to roll into 1510. 

Uhe cause of the problem is unknown and is under investigation. 

[End of Response] 

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

Response was delivered to Powerhelp 

.tours spent since call received: 0 hours 

........................................................................................................................................................................................................................................................................................................................................................................... 

)ate:22-Dec-2005 16:58:19 User:Cheryl Card 

3vidence Added Nu ss estore, loos. BP and BTS reports 

)ate:22-Dec-2005 16:59:39 user:Cheryl Card 

Evidence Added - subscriv_io arouxrs 

Date:22-Dec-2005 17:02:56 User:Chervl Card 

[Start of Response] 

rhis has occurred before - see PC0128969. Development were unable to reproduce the problem, so call was closed. Problem needs 

to be re-investigated as it has happened again. 

Please route to EPOSS-Dev. 

[End of Response] 

Response code to ;:all type L as Category 40 -- Pending -- Incident Under Investigation 

Response was delivered to Powerhelp 

lours spent since call received: 0 hours 

te:22-Dec-2005 17:03:17 User:Cheryl Card 

o Call record has been transferred to the team: QFP 

ogress was delivered to Powerhelp 

te:23-Dec-2005 10:02:33 rJser:John Simpkins 

e Call record has been transferred to the team: EPOSS-Dev 

e Call record has been assigned to the Team Member• Mark Scardifield 
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was delivered to Powerhelp 

Date:03-Jan-2006 11:33:05 User:David Seddon

[Start of Response] 

Problem has occurred again at another office (See PC0130461). Single counter office, node disconnection during balancing, final 

Salarce contained all zeros and on next rollover discrepancy of over £20,000. 

[End of Response] 

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

Response was delivered to Powerhelp 

,lours spent since call received: 0 hours 

Date:03-Jan-2006 12:00:25 User:David Seddon

[Start of Response] 

Raising call to an 'A' priority as we have now had at least three instances of the problem. 

If we get to the problem before the office is rolled we are able to change objects in the messagestore to reset the stockunit 

Sack to the CAP (TP) rollover trailer. The PM can then rollover. PM should get a large shortage which cancels out the large 

lain. 

7e don't want to be having to do this as making manual changes to the messagestore is open to error and each time we have to 

seek authorisation from POL to make the changes. 

If we get to the problem after the office is rolled (as in this call) then we are unable to correct the system figures safely. 

Its not been decided how we get the PM sorted out. 

X11 in all, we want this fixed asap. 

[End of Response] 

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

Response was delivered to Powerhelp 

lours spent since call received: 0 hours 

:03-Jan-2006 12:00:31 User:David Seddon

call Priority has been changed from B 

call Priority is now A 

:03-Jan-2006 17:18:58 User-:Mark Scardifield 

Call record has been assigned to the Team Member: Gerald Barnes 

ress was delivered to Powerhelp 

:03-Jan-2006 17:19:09 User-:Mark Scardifield 

Call record has been assigned to the Team Member: Gerald Barnes 

ress was delivered to Powerhelp 

e:05-Jan-2006 11:45:06 User:Tyrone Cozens 

call Target Release has been moved to Targeted At --- BI 3S82R 

Date:05-Jan-2006 11:45:43 User:Tyrone Cozens 

[Start ::f 3casponse] 
PCOl2/O/0, PCD1l02 5 and ?C01301_16 all authorised for S82R after discussion in Prayers and advised by Graham welsh. Lionel, 

Sled.,;; ., a correct team, thanks. 

[End. o- ROspcis&] 

Response code to call type L as Category 56 --- Pending -- Live Fix Authorised 

Sours spent since call received: 0 hours 

te:05-Jan-2006 11:46:11 User:Tyrone Cozens 

ologies, already with correct team. 

te:05-Jan-2006 11:49:43 User:Tyrone Cozens 

ease igr_ore isv update, this should not have been authorised as yet, only PCO127070 and PCO130216 should have been authorised 

r S82R. 

:05-Jan-2006 11:50:05 User:Tyrone Cozens 

call Target Release has been moved to Reported In -- BI 3S82R 

)ate:09-Jan-2006 09:45:05 User:Cheryl Card

[Start of Response] 

Setting status back to Under Investigation 

[End of Response] 

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

Response was delivered to Powerhelp 

lours spent since call received: 0 hours 

te:11-Jan-2006 15:38:49 User:Cheryl Card

idence Added Corrected final balance for stock unit BB and cor_rec-ions -o T-18 RIO 
.........................................................................................................................................................................................................................................................
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Datr :11-Jan-2006 15:45:28 User:Cheryl Card 

[Start of Resooisel 
;toot: -,iii- or tins been rolled over successfully on an SSC test counter. 

201, 1-,ac-r ?,. . - advised that the exact value of the gain is ?18238.90, made up of: 

(ash ? 3.c1 

Dther r -age t'-ms ?615.28 

Stock -.'ra value of ?4365.01. 

the brand-- will settle the gain as an 'Emergency Payment'. 

the new rin:,1 balance for BB, corrections to the BTS, and detailed calculations for determining the exact figure for the gain, 

are at*-aC:_ed. 

[End o- Response] 

3espr:,n;=;c r:r,d; t,;, call type L as Category 40 -- Pending -- Incident Under Investigation 

3espon:.a '-s delivered to Powerhelp 

lours sp iii_e ,_all received: 0 hours 

te:12-Jan-2006 11:17:01 User:Cheryl Card 

ock unit BB has now been successfully rolled over into TP10. 

L are asking for the root cause of this error, has any progress been made? 

Date:12-Jan-2006 12:06:21 Jser:Gerald Barnes 

[Start oT _.c 2or_se] 

I impoi t -1prli -3 nes,am store to +, date and time of 14-Dec-2005 18:53:32, added an extra bit of s.ibsr.rinti,;r group 

3ata nc d r.o a) rolIDv S (no subscription: groups are supplied), brought up the Desktop, went into Stocr it balancing and 

left the screen no T then ran end of day and advanced my system clock to 08:00 the next morning without logging nut-

I then ;.uplicatc-d t - 're  r  c i The proolem ir cry case w-- t: at tan E~OSSEalance ar meter object (<vle.. -a1_:<Gxoupld:147136> 

(Id: n: 1 , 1 -c: l'itr..,r , l :i: `;r Ixpiry:  1 1 i : EPOS:SEalaa:;e> 

(ObjectCri-ra: ai netor. Of <E-er - Da- : 19" '!:i  i t '  - 'rd la t <RC..Cn - 1 *- a <S- .,rk=. . 1', '"91 r.><StockRootNodeLevel:4> 

(BalzI r t d_:301 xr n_:osh C - . l _ )1><H a t .IoceJ e: , e1:5 <Cashv.ri._ s h 1:1 

cBal-n: Dy-iay. i ; --veiRc ,iT x1 a 0>=_i3 i ,u , f r-t b'.,r ,. _1 dr1 i iy1,a1 i - _-_I L: .><L2:><L3:> l 1 rin< 3(I I :epend:False><Version:2> 

(CRC:68294487» ) was after the time or my import and, no doubt due to scavenging before the message a ore was supplied to me, 

,ras the only one present. 

I think there must have been a drop of that object that evening &#8211; there would have been an earlier one before that. 

I do notice that for the cross referenced PEAK P00130461 this object was dropped the evening of the problem as well; however 

it was not the case for PEAK P00128969. 

I car not help taelinrr that this reference data drop must have been the problem for at least two of the PEAKS; but I can not 

yet figure t o rreCl.anisin as to exactly how. 

[End of Response] 

3esponse ccde tc call type _ as Ca-egrry 40 -- Pending -- Incident Under Investigation 

3ours spent srno:e call r,, dived: .1 hours 

te:12-Jan-2006 14:32:54 User:Cheryl Card 

ference Added: Call reference P00130855 
-------------------------------------

Date:12-Jan-2006 14:35:49 User:Cheryl Card 

[Start o.f Response] 

Snother occurrence, see P00130855. 

[End of Response] 

3esponse code to call type L as Category 40 -- Pending -- Incident Under Investigation 

3esponse was delivered to Powerhelp 

lours spent since call received: 0 hours 

Date:17-Jan-2006 14:53:19 Usex::Gerald Barnes 

[Start of Response] 

I triad t nroduae the scenario in PEAK PC0130855. I set up c: -s l co~.nter system. I imported the supplied message store to 

a data an, tiro of <D:-.-:09-=an-2006><Ti.rs:.-8 15:93>. I reran -.he Ct:;ck rJC - C Lal ,.;, as f_.y as t,e =i' 1 screen on counter 1. 

I rat ll -__, -.; ur__e rs. _. lye' ce1 m_v s ct=~r clocks until ?:u a  Ii -_ax a-ra iz-o message store. I advanced 

ny sys rn lc ka ii-il 04:00 1 ., rsrr l ti:9 ,1. Not r - w t u-c q -his r . T r -,s- .igrifi an-. difference that I 

lots  `:_at in -he mcrni-ng cn cho nc r:n : .> -_ ,e-J s macc i,nmccI -cly b fol:^ zc pro:ru '.i c-r c- t-c iro-,t sct of Opening 

E'igttxe:. mr_creaa in the taiii_:g run cne was. 1.,=r war,. ini-i 1 o00  5riq~r_- .:ter_ pi.,:it:: c-u- i w run tti_n the failing 

run. T t been C.  to fiT-nr.-, out the n. -.-~a .- i n. bt, w.aoh the rxtra i .. itial r j bi:- l think this may be a 

ccn.-on Mead in all these prob_~ms S will at.rdy agar c:he of the other Case to Cry and give so'1 i pira-ion. 

[End ,.- e,.

3esponse code to call type L as Category 40 -- Pending -- Incident Under Investigation 

Sours spent since call received: 14 hours 

Date:18-Jan-2006 16:09:03 User:Gerald Barnes 

[Start of Fcsprse] 
I tr3ed. c r-eprcduce the scenario in PEAK 00130 Cl 1u i_-_nporting the massage store to the time <Date:14- 'Dec -2005> 

(Ti iie: 1 /: 5:14>. '1 c -es- ecair.ple gave pro_lei-s c.:c -o yersis-e j is w :h had been rep la _d -nu their predecessors 

arc iv f :n- example EL'OSSBalance Parameters and EPOSSNodes 2570 01 and so was not convenient to study. I shall go back to 

sduddir_3 =00128459. -- -

[End ~r-
3esponse code to call type L as Category 40 -- Pending -- Incident Under Investigation 

-lours spent since call received: 8 hours 
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Oat :20-Jan-2006 12:32:40 User:Gerald Barnes 

[Start of Response] 

I wen_- sack rc look at PCO1289i9. This had me very puzzled initially. I could not understand how you get Node Disconnection 

see n a si'rglr c:,nr-car Caine. However the explanation is that the office has a node 1 and a node 31 and so from the 

?Dint of view of EPOSSlatchDog is not a single counter office. I suspect that node 31 is a mirror disk. 

I set up a dual counter system with nodes 1 and 31 and imported the supplied message store to a date and time of <Date:09-Nov-

2005><Time:13:09:20>. I added the AccountinaPeriods persistent object since no subscription groups had been supplied. 

I then went through the rollover process for stock unit AA but pulled out the network cable whilst previewing the trial 

salarce. After the ^review had been dismissed a disconnection. message appeared on the counter. After a few seconds I 

reconnected the conrrt, i . l ar ki ,::wlcdged t 1i.. r,:-- . — lc a ..:cry .. t=:c, n the connection message that appeared underneath it 
and continued the balancing process. Nothing went. wrong. 

I repeated this experiment but deliberately tried double clicking the buttons that appeared after the network messages had been: 

acknowledged. I could still get nothing to go wrong. 

fence I am starting to run out of ideas on this PEAK. 

the common thread on all of them is that node disconnection and connection messages would have appeared on the balancing 

screen and after that point you can see -non the audit log that a tree build occurs (additional to the ones that occur in my 

attempr_ -_; d:plicate the problem) and after that things go wrong. 

[End of Rest. rse] 

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

-lours spent since call received: 14 hours 

Jate:09-Feb-2006 11:37:51 User:Gerald Barnes 

[Start of Response] 

I have almost certainly now found the mechanism for this problem; though one minor detail needs further work. 

In A401 t -ic it r_.I. -t-.,--kUnit is a rriothod Pr .,~- ~:~ . -I- its : ar:.l -.1-  since S80, is ca11 : ; wh:"n -he clerl acki'i , l „qo - the 
recor_n r cc an-. _'his c'-d  certain circ'rrr_cta.cPE r-b.ilas t__e -re-. However in ba1ar_oir_q `2e tree his bee-_- t zen and so 

if it -s _gib-_ii- o I i - o. es t 5 :r.lr in ir is ll c.ac_: i r e<", i a lint ran_ place 

within ea.;h o:;j t within the data tree than usual (ohclueC..c - P ii Ft litTi I Liar_ i i lit. It; exarrt 1 1 -,--, that when 
the tree is accessed later zeros are returned. 

911 the observed facts are fitted by this explanation; the pro c,-r ;-1y i. r r rection, there is always an ein. ra 

tree build which appears to be populated from the audit lob and zeros are retrieved from the milt tree. I have duplicated the 

?roblem by forcing code down the rebuild path in these circumstances. 

I am now trying to figure out how the test done on reconnection is fooled into thinking a tree build is required; it is not 

when I rerun with imported messages stores. 

[End of Response] 

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

-lours spent since call received: 20 hours 

Date:10-Feb-2006 13:01:39 User:Gerald Barnes 

[Start of Response] 

I have only found one possibility for how this problem would come about and that is the bit of code 

'Stocklnit attachment has not changed whilst disconnected 

If ob-; .7o krr-it. int^AP <> iLoca_lr'P.' Or _ 
DbtStockO,-it.in-3P <> iLocal3P Or

DbjStocl nit. -F;IsCurrentL Ic <> bLocalSUInTPMode Then 
'Locally --it of sync with message store - refresh local. state 

E acre:" kJni _  r P kGnit 
tRe-rc:,l i i -r- t qr. - c -. ckh: i t 
lIpd.-eDesktonldleIerrs objS-.ocP nit, sCurrentUser 

If objStockUnit.fbIsCurrentInTPMode <> bLocalSUInTPMode Then 

'TP mode has changed so refresh desktop buttons 

DRefreshButtons = True 

ind If 

and If 

within ProcessReConnection of EPOSSStock-_nit is being executed within the balancing process. It is the case that the outer 

test is hit in all 4 cas ry '. -Jowever i-- lact the inner block (which would give rise to all the symptoms observed 

&(8211; the extra tree build apparently populated but returning Os) is not hit in my reruns. 

I therefore propose a new release of EPOSSStockUnit with extra audit lines within the if test to print out all relevant 

=omparison variables to see whether this is genuinely the cause of the problem and to give some idea as to how the problem 

same about if it is. 

the effect on performance of these trace lines would be negligible because they would only be output on network 

iisconr_ec-i %r ec-ion. 

It would only take 1 man day to code and test this extra diagnostic. 

[End of Response] 

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

Sours spent since call received: 7 hours 
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:10-Feb-2006 13:02:37 User:Gerald Barnes 
Call record has been transferred to the team: RelMnamntForum 
ress was delivered to Powerhelp 

te:10-Feb-2006 17:07:06 User:John Budworth 
is needs to be discussed at prayers on Moods: 12th Feb. 
-Lis "diacnostic" a suitable candidate to jcir. the existing 2 PEARS currently planned for delivery within a COUNTER EPOSS 
op to the whole of the live estate in S90-1 timescales. (P AKs 1271:9 and 121172. refer). 

te:13-Feb-2006 09:18:34 User:John Budworth 
rning Prayers of Feb 13th confirmed this is to be a diagnostic only and is to go in the first COUNTER EPOSS drop post 590 to 
e whole estate. 
AK should remain open and be returned to development to capture diagnostic information. 

:13-Feb-2006 09:20:54 User:Tyrone Cozens 
call Target Release has been moved to Targeted At -- BI 3S90R 

Date:13-Feb-2006 09:22:24 User:Tyrone Cozens 
[Start r,f  cr-.se] 

3M authorise a fix for S90R (1st drop for COUNTER EPOSS)

[End of S sp..nse] 

Response code to call type L as Category 56 --- Pending -- Live Fix Authorised 
lours spent since call received: 0 hours 

:13-Feb-2006 09:22:57 User:Tyrone Cozens 

Call record has been transferred to the team: EPOSS-Dev 

ress was delivered to Powerhelp 

=::13-Feb-2006 12:05:17 User:Gerald Barnes 
Call record has been assigned to the Team Member: Gerald Barnes 

gress was delivered to Powerhelp 

te:13-Feb-2006 16:11:19 User:Gerald Barnes 
fect cause updated to 14: Development - Code 

Date:13-Feb-2006 16:58:04 User:Gerald Barnes 
[Start of Response] 

4 diagnostic version of EPOSSStockUnit has been prodced for BI3S90R. If my theory about the cause of the problem is produced 
then, with this diagnostic DLL in place, when the problem next occurs there will be a block of lines written to the audit log 
of the form 

:53:48 SU:clsStockUnit.ProcessReConnection Start Tree rebuild 
:53:48 ocjStcckJnit.intCAP -11 
:53:48 iloc=lf~I - 11 
:53:48 objS-ockJnit.intBP - 1 

:53:48 itcui BL- - 1 
:53:48 cbjS-ock.Jni-.fbIsCurrentInTPMode - True 
:53:48 bbocalShcnllMode - True 

ro force the diagnostic to annear in a correct sense. Here a deal ecunter ::ffi:e with a sotek unit IND attached to MIGR01. Log 
in to counter 2 and then dis-oc lect it aol kr_swledee te lie -u.-,ec-iu:- [ ssge. Log in to counter 1, roll stock unit IND 

into tlo reef TP ignoring all ,i.-,conrcnt:;,r. a -.i' •.d tin:.  lrra out of n -:er 1. Reconnect counter 2 and acknowledge the 

recor_nection message - the diagnostic will be produced in coun-er 2 ' s audit log. 

[End or he' -_ -use) 

Response r.ndca tn call. type L as Category 40 -- Pending -- Incident Under Investigation. 
lours spent since call received: 4.0 hours 

:13-Feb-2006 16:59:15 User:Gerald Barnes 

Call record has been transferred to the team: EPOSS-Rel 

ress was delivered to Powerhelp 

te:14-Feb-2006 14:37:24 User:PIT Automated User 

ference Added: Work Package PLAY WP 23673 (TOP Reference) 

te:14-Feb-2006 14:37:25 User:PIT Automated User 

ference Added: Fast Track Fix FSTK 2 0 WP23673 (TOP Reference) 

te:14-Feb-2006 15:50:38 User:Mike Coon 

a Call record has been transferred to the team: Dev-Int--Rel 

ogress was delivered to Powerhelp 
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r: :14 -Feb-2006 16:19:35 User.:Vijesh Pandya 
^all record 'aas been -ransferred -o the team: Live Supp.Test 

grass was delivered to Powerhelp 

te:23-Feb-2006 10:08:31 User:Edward Willis 

ference Added: Release PinICL P00132674 

07-Mar-2006 10:48:14 User:Edward Willis 

ence Added: Release PinICL P00133131 

te:07-Mar-2006 11:00:41 User:Edward Willis 
lease PinICL 132674 (RNB9158) withdrawn (replaced by PC0133131.) 

te:15-Mar-2006 11:56:59 User:Edward Willis 
Terence Added: Release PinICL P00133486 

Oat :22-Mar-2006 14:39:06 User:Sheila Bamber 
[Start of Respon o] 
res--c in LS'1 (See release Peak for details) . Please close 
[End Het;ponse] 
?espcn.=:e a to call. type L as Category 60 -- Final. -- S/W Fix Released to Call Logger 
3outing _- Ca.11 Logger following Final Progress update. 

lours spent since call received: 0 hours 

:22-Mar-2006 14:51:44 User.:Lorraine Elliott 
Call record has been assigned to the Team Member: Cheryl Card 

ress was delivered to Powerhelp 

)ate:23-Mar-2006 10:22:02 User:Cheryl  Card
[Start of Response] 
-lave u,,d_a-ed s<E_ CCard5^_5M. Will keep the call open and monitor for further occurrences of this problem. 
[Er: - re) 
3esp -,nsa -::;de to call type L as Category 40 --- Pending -- Incident Under Investigation 
Response -:-as delivered to Powerhelp 
our. ii Al received: 0 hours 

:23-Mar-2006 10:23:17 User:Cheryl  Card
call Priority has been changed from A 
call Priority is now B 

Oate:15-May-2006 11:45:40 User:Cheryl  Card
herrr. dd. 1 : 1 , f.

)ate:15-May-2006 1148:45 User:Cheryl  Card
..vi Added -  Now _ i 3 r T,r :520 - mr=ssaoestore, hgs, subsnription grout, (ripped) 

)ate:15-May-2006 11:56:48 User:Cheryl  Card

[Start of Response] 
4nother occurrence of this problem - PC0135486. 

the PM started balancing on 10/05/06 on counter 2 and left it overnight. Network disconnection and reconnection messages occur 
in the messagestore on 11/05/06 at 02:33 and 02:39 (GMT) . 
the PM produced a trial balance which contained all zeros, and then continued to roll into the next TP. The audit log shows 
the r.ew diagnostics appearing on 11/05/06 at 08:24 (BST) . 

Please route to EPOSS-Dev for attention of Gerald Barnes. 
[End of Response] 
Response cede tc call type L as Category 40 --- Pending -- Incident Under Investigation 
3esponse was delivered tc Ycwerhelp 

lours sr , r r. si i %.a11 iv a1: 0 hours 

:15-May-2006 11:57:04 User:Cheryl  Card
Call record has been transferred to the team: QFP 
ress was delivered to Powerhelp 

:15-May-2006 12:04:47 User:Lionel Higman 
Call record has been assigned to the Team Member: Mark Scardifield 
ress was delivered to Powerhelp 

:15-May-2006 13:51:55 User:Mark Scardifield 
Call record has been transferred to the team: EPOSS-Dev 
Call record has been assigned to the Team Member: Gerald Barnes 
ress was delivered to Powerhelp 

23-May-2006 11:07:58 User:Cheryl  Card 
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Date:25-May-2006 16:49:06 User:Gerald Barnes 

Target Date/Time updated: new value is 02/06/2006 17:36 

Development Cost updated: new cost is 1 (Man Days) 

[Start of Response] 

rhe diagnostics showed the following &#8211; 

:24:58 SU:clsStockUnit.ProcessReConnection Start Tree rebuild 

:24:58 objStock-Tni.t.intCAP - 1 

:24:58 1 ira ] fl5 - 1 
:24:58 objS-ockinit.intBP - 1 

:24:58 - 1 
:24:58 obj1-.ock-Tni t. fblsturrentlnTPMode - True 

:24:58 o:ocalSCln'iL'Mode l#8211; False 

d show that the reason for the fatal rebuild of the tree was that bLoca1SUInTPMode was False which is clearly a bug because 

w this office and all other offices are in TP mode. 

ocalSUInTPMode is determined from the Propertysag element called SUInTPMode which is set in login. 

tried to figure out how this property could be not set and did find a bug in the PropertyBag dll in. that it is cleared on 

ssion swap when it should not be. 

is bug could then be easily explained if the rollover was attempted in a swapped session &#8211; however I found that you 

rmally cannot rollover a sock unit in a swappec session. I looked in the supplieu_ message store and saw evidence of session 

aptir.~J. I 'relieve that there is a bug in the Riposte DesktoplsSwapped call in that it sometimes says a session is not 

egged when it is. 

proposed solution to this bug is to eliminate all references to the properties SUInTPMode and OfficelnTPMode which are only 

ed in EPOSSSt_ockUnit_- There are Only 6 references in total and so the change is not a big one- These properties are now 

dur.dant because all offices are in TP mock. 'lere is a definite bug with both of them because they are not maintained on 

ssion swap when they should be. 

have managed to find one reproducible bug scenario. It is not the actual bug noted here but illustrates that a lurking bug 

present. 

ve a dual counter office. Log on to one counter and declare cash. It takes a while because it is the first time. Look in the 

dit log ano you will see evidence of a tree rebuild. Declare cash again and see that it is much quicker anc_ t -at in -he 

dit 1 .g Tic: leis no evidence of a tree rebuild. Now s.ap session. Disconnect the other counter, wait for the ois:orr_ .ction 

ssgig: , ,n.-ect the counters and wait 11 see r']s. 7 k , ,;r1 ]r, , h,- : messages. Declare cash and see that it has sic-c-h again. 

ok in the audit log and the diagnostics as at the top dill be there and there will be evidence of a tree rebuild &#8211; 

ere sh.: rld not have been a tree rebuild in theca ci_l,.•__nstances. 

my proposed fix is a fix to EPGSSStockUnit dll. 

X IMPACT 

PACT ON DEVELOPMENT: 

e proposed solution will take 1 man day to code and test. It will be able to be coded and tested as soon as it is authorised 

less some more urgent PEAK intervenes in the mean time. 

PACT ON TEST: 

though the proposed fix is very localised it would never the less be prudent to spend some time checking that rollovers 

ill work. 

PACT ON USER: 

ey should not have any further problems of the nature described in this PEAK 

PACT ON OPERATIONS: 

RISKS (of releasing and of not releasing proposed fix) 

3e lea sing 

)nly the danger of someone somewhere in the release chain making a mistake. The code fix is very isolated and easily module 

tested. 

,lot releasing 

fo will continue to get problems as described in this PEAK. 

[En;. e- Pcr -.'i I 
Response erode to call type L as Category 55 -- Pending Live Fix Impact Supplied 

Sours spc:-u since call received: 23 hours 

Date:25-May-2006 16:49:35 User:Gerald Barnes 

rhe call Target Release has been moved to Proposed For -- T20 

Date:25-May-2006 16:52:03 User:Gerald Barnes 

rhe Call record has been transferred to the team: RelMr:amntForum 
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Progress was delivered to Powerhelp

ate:01 Jun-2006 16:18:53 User:Tyrone Cozens t£ 
The call Target Release has been moved to Targeted At - T20

ate:01-Jun-2006 16:20:54 User:Tyrone Cozens 

Product DevintRel-Director -- Live Supp.Test added.

Date:0l-Jun-20O6 16:21:25 User:Tyrone Cozens 

:[Start of Response] 

`MF authorise a fix for T20. 

`[End of Response] 

Response code to call type L as Category 56 --- Pending -- Live Fix Authorised 

ours spent since call received: 0 hours 

.. ... ... ...... .. ...... . 

ate:01-Jun-2006 16:21:30 User:Tyrone Cozens

,The Call record _gas been _ransferred to the team: EPOSS-Dev 

i'Progress was delivered to Powerhelp 

£E 

,]Date:01-Jun-2006 16:22:59 User:Gerald Barnes

s The Call record has been assigned to the Team Member: Gerald Barnes 

Progress was delivered to Powerhelp 

a e:02-Jun-2006 16:11:59 User:Gerald Barnes 

[Start of Rcsnor_se] 

Fixeh by - nc-,r release of EPOSSStockUnit. 

r End o- Rc aRcose] 

esp:,n. lc to call type L as Category 44 -- Pending -- Fix in Progress 

(ours spent since call received: 7.0 hours 

Date:02-Jun-2006 16:12:52 User:Gerald Barnes 

[Start of Response] 

Fixed by new EPOSSStockUnit. 

[End of Response] 

Response code to call type L as Category 46 --- Pending -- Product Error Fixed 

;Hours spent since call received: 0 hours 

.,. ...... ...,......, . , 

!Dats:02-Jun-2006 16:13:19 Usex:Gerald Barnes 

The Call record has been transferred to the team: EPOSS-Rel 

Progress a delivered to Powerhelp 

. ...... .. ...... . ..... .... ..,. ....... ....... ....., ,, ....... ....... .....,, ...r ....... . 

ate:02-Jun-2006 17:05:56 User:Mike Coon 

[Start of Response] 

(]Fix released in WP24106 for T20 (i3) 

[End of Response] 

Response code to call type L as Category 46 --- Pending -- Product Error Fixed 
Hours spent since call received: 0 hours 

ate:02 Jun-2006 17:06:10 User:Mike Coon

eference Added: Work Package PWY WP_24106

hDate:02-Jun-2006 17:06:13 User:Mike Coon 
14 OP Reference set to: Work Package PWYWP24106 

., ., 

; ate:02-Jun-2006 17:06:25 User:Mike Coon 

I~ 
The Call record has been transferred to the team: Dev-Int-Rel 

)Progress was delivered to Powerhelp 

bate:28-Jun-2006 11:08:28 User:PIT Automated User 

ference Added: Fast Track Fix FSTK 2 0 WP24106 (TOP Reference) 

(bate:28 Jun-2006 11:08:28 User:PIT Automated User 

)(Start of Response]

^Fasttrack fix released, now ready for test.' 

I([End of Response] 

Response code to call type L as Category 46 (Product Error Fixed] 

The incident has been transferred to the team: Live Supp.Test 
Progress was delivered to Powerhelp 

.. .,.:.........:......:..............:....................:......:........-....:.......,.:.......,,_.....:....-........:....................................................:..................,,.................:..................,,............:..........:..................,,............:.....................:.......,,.........,.........,........,,.:.......,,.......:........................... 

(
ate:06-Jul-2006 15:15:24 User:Edward Willis 

Reference Added: Release PinICL P00137357 
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]ate:24-Jul-2006 15:59:31 User:Lina Kiang 

[Start of Response] 

Snother occurrence of this problem at FAD 055422. Evidence, if needed is attached to 9C0137019. 

[End of Response] 

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

Response was delivered to Powerhelp 

lours spent since call received: 0 hours 

Date:24-Jul-2006 16:02:31 User:Lina Kiang 

[Start of Response] 

Ignore previous update, it should have read: 

Anotter occurrence of this problem at FAD 074908. Evidence, if needed is attached to 900137766. 

[End of Response] 

esconse rode tc call type L as Category 40 -- Pending -- Incident Under Investigation 

-._ one -=as delivered to Powerhelc 
:r ,in , ;,  :all received: 0 hours 

)ate:18-Aug-2006 17:46:12 User:Sheila Bamber 

[Start of Response] 

Comp Ls-.HO -.:.. -. .r.g in LST, Returning to call logger for closure 

[End e-
Response rode to call type L as Category 60 -- Final -- S/W Fix Released to Call Logger 

Rou-inc co Call Logger following Final Progress update. 

lours spent since call received: 0 hours 

:21-Aug-2006 08:00:25 User:Lorraine Elliott 

Call record has been assigned to the Team Member: David Seddon 

ress was delivered to Powerhelp 

:21-Aug-2006 08:04:30 User:Lorraine Elliott 

Call record has been assigned to the Team Member: Cheryl Card 

ress was delivered to Powerhelp 

)ate:31-Aug-2006 09:29:22 User:Cheryl Card 

[Star` :)f --<>r Se] 

~losino cell as fix has now been released in COUNTER EPOSS 34 4, E L CCard525M updated. 

[Ens on R.epe::o. I 
Resprn::r, ;A%: is call. type L as Category 60 -- Final. -- S/W Fix Released to Call Logger 

Routing ta Cell Logger following Final Progress update. 

Service Response was delivered to Powerhelp 

31-Aug-2006 09:29:22 User:Cheryl Card 

PCO130275 closed: Category 60 Type L 

31-Aug-2006 09:29:22 User:Cheryl Card 

spent since call received: 0 hours 

31-Aug-2006 09:31:32 User: Customer Ca11_

mer Phelp has received the call closure 

of Cause Development - Code 
t3gger Customer Call EDSC 

Subject Product EPOSS & DeskTop -- Balancing (version unspecified ) 
Assignee _Customer Call_ -- EDSC

sr Prowes- 3i -Aug-2006 09:31 -- Customer Call 
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