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Dear Mr Baines 

Yout retcrertre 

Ii reply please quote JR:T/FMO 

Wrjeer's direct lire 

28th September, 1999 

Documents relating to the Second Supplemental Agreement 

At Jeff Triggs' request, I enclose:-

The following original documents:-

(a) Second Supplemental Agreement dated 24th September, 1999; 

(b) Side Agreement dated 24th Septernt, )99; 

(e) Rectification I'a is ,.st>;e it refrrr-d ro J . ,y i Supplemental 
Agreement; 

(cl) Annex to Second SupplelJ ital Agree>,Jte_..i. iated 24th September, 19992 
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SLAIJG  AND MAY 

K Baines Esq 2 28th September, 1999 

Please do not hesitate to contact me if there are any problems. 

Yours sincerely 

GRO 1
4 

Martin Ostberg 
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THIS SECOND SUPPLEMENTAL i "iCEETME.N,'T ; being Change Control Note 
,. 

. de P 2'"4' a.:-R > >..;~L f., . 
bf- ; ,..

iP

I) Ua.e .,. Oa'a .UA CO .tea 'YM aw. registered. Q.t Eal a at :J r<b_ed1. i o4,3]C y

21 4  •,a".FJ, Lon .. `. . i abr and 

` 2 CC L P A a „V , Y .~_ _C . . , whose rev St °red office is at 'C) Finsoury,.iC;'C1. re , 

London nc_"ua ECG ECaA IL (the "Ca.,it_ac:or"). 

:?J7i,FlAS 

(A) This Second Supplemental Agreement is supplemental to rase Codified 
Agreement between the parties dated 28th July, 1999 (the "Codified 
Agreement") and constitutes CCN No. 560 of that Codified Agreement. 

('3) The Contractor and POCL have been carrying out the C e rat;-on_El Trial and the 
other Acceptance Procedures in accordance wino the Codified Agreement. 

(C) By a Supplemental Agreement dated 20th August, 1999 (the "First 
Supplemental Agreement") the parties agreed that CSR Acceptance had not 

been achieved at the end of the USA tr oerational Trial Review Period. 

(i7) By the First Supplemental Agreement the parties agreed, inter alia, a
programme of work with a view to achieving Acceptance and Release 

Authorisation by 24th September, 1999, and also agreed that only certain 

elements of the Core System Release were required to be re-submitted for 
testing in the Second CSR Acceptance Test and that only certain faults could be 

raised as Acceptance Incidents in relation to the Second CPA Acceptance Test. 

E) As at the date of this Second Supplemental Agree_raeat the following 
Acceptance Incidents (in addition to those categorised as category (c) faults) 

remain outstanding;-

(i) Category (6) Faults which are Substantive New Faults reported to the 
Cc t ac or after 3rd September, 1999 in respect of which no timetable 
for resriution has been accrevd 

Those Acceptance Incidents described in Part A of Schedule 1; and 

(ii) Faults not falling within recital (E) (i) above

Those ,p. ^fi fiC c _ N °idE nts destr be3 in Part ii. of Schedule 1. 
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It is Agreed as follows 

I. Interpretation 

1.1 Words and expressions defined in the Codified Agreement or the First 
Supplemental Agreement shall bear the same meanings when used in this 
Agreement. 

1.2 In this Agreement the expression "POCL" shall bear the meaning ascribed 

thereto in the Codified Agreement. 

L3 Unless the context otherwise requires references in this Agreement to clauses, 

Recitals and Schedules are to clauses of, and Recitals and Schedules to, this 

Agreement. 

1.4 In this Agreement, unless the context otherwise requires:-

"Accounting Integrity Control Release" means the software release to 

implement the functionality described in the TIP Control CCD . 

"Accounting Integrity Control Release Date" means the date on which the 

Accounting Integrity Control Release shall have been:-

(1) developed in accordance with the TIP Control CCD; 

(ii) demonstrated by appropriate testing to have met the specification set 

out in the TIP Control CCD; 

(iii) observed in operation,] during a live observation period comprising two 

cash account weeks, in all Outlets to which Rollout shall have taken 

place as at the beginning of such observation period; and 

(iv) fully deployed in all Outlets to which Rollout shall have taken place at 

such date. 

"Cash Account Discrepancies has the meaning ascribed thereto in Clause 7.1. 

"Liabilities" means losses, costs, claims, charges, demands, expenses and 

liabilities. 

Re ti is 4 :7 Plan" has the :nean.ng ascribed to It in Clause 3.1. 

dc, ,.5v ant so . .scribed and initialled by 

identification. 

' P 'T~~ ^Stns Pal Tin:>r'•y 
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"TIP Integrity Checking Period" means the period from the date of this 
Agreement until the expiry of a period of four consecutive weeks after the 
Accounting Integrity Control Release Date in which the TIP Integrity Checking 
Process shall have identified no Cash Account Discrepancies not also identified 
by the Accounting Integrity Control Release. 

"TIP Integrity Checking Process" means the process to be performed by POCL 
pursuant to clause 7.1. 

"TIP Interface" means the systems interface described in paragraph 3.4.1 of 
Schedule GO1 to the Codified Agreement and defined in the CCD entitled 
"Pathway to TIP Application Interface Specification". 

2. CSR Acceptance 

2.1 The parties agree that CSR Acceptance shall be deemed to have been achieved 
as at the date of this Agreement. 

2.2 POCL acknowledges that the Release Authorisation Board has, in reliance on 
the terms of this Agreement, authorised national rollout of the Core System 
with effect from execution of this Agreement by both parties hereto. 

3. Remedy of Outstanding Faults 

3.1 The Contractor undertakes to use its reasonable endeavours to resolve each of 
the outstanding Acceptance Incidents referred to in Part B of Schedule"1 in 

accordance with the rectification plans listed Schedule 2 ("Rectification Plans") 

and the Rectification Timetable. POCL shall use its reasonable endeavours to 

comply with the obligations imposed on it in the Rectification Plans. In the 

event of any conflict between Schedule 2 and the Rectification Timetable the 

provisions of Schedule 2 shall prevail. 

3.2 For the avoidance of doubt, notwithstanding that the express provisions of 

Schedule 2 may purport to impose absolute obligations on the parties, the 

parties' obligations in respect thereof shall be limited to using their respective 
reasonable endeavours to perform them. 

if nary of r s tctaro1ing Atocotan incide. n.ts referre. 3. tr fr 1'a at B o. .Scheciu

1 .s ha. ha.11 not have e bees. to d;,: ➢ by the use of sur.h i ,e.aSona'.  a dea o'. 
tee d„4 date contained sT,., zar. , 3 . t,,!. ._? ficmioni TImetable the Contractor shalt 

co.u.Jnua te use reason rt rbl_ esrienvon . to resolve such Incident at its own 

expense as g .,ba'.• as ,cacti+. LRble ihere.nfte and., where app i lc I. PCB(, it4

cent r" ", ,. ..'. ~:3 r, ,, :. .. .. ~,. its cease am}rg..: . .1 d .,'; ocr..tar <. , ",; t"7-op+„e .,9:. in such tear. i.etion in. :-? 

r., a. . _"  with s r g r

g',',

:14 i he.. prays; . +.e4. ,t of cia use i 1. Q. tare First. . t,;i;.i("l:.m ritai Ag t, .l,' .. 7t shall i f 
ji1;, in.• 

relation to Acceptance Incidents referred to in Part A of Schedule 1. 
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3.5 All work carried out by the Contractor, its agents and its sub-contractors in 
remedying any of the Acceptance Incidents referred to in Part A of Schedule 1 
shall be at the sole risk and expense of the Contractor. 

3.6 The Contractor shall co-operate and join with POCL in providing such 
information and explanation to the Post Office's auditors as such auditors may 
reasonably require in order to satisfy themselves that the audit reports of the 
Post Office and POCL should not be qualified or contain a fundamental 
uncertainty paragraph as a result of the circumstances giving rise to Acceptance 
Incident 376. 

4. First Supplemental Agreement 

4.1 Clauses 5, 6 and 7 of the First Supplemental Agreement shall be superseded by 
this Agreement and shall cease to apply with effect from the date hereof. The 
remaining provisions thereof shall continue in effect insofar as they remain 
applicable. 

4.2 For the avoidance of doubt, clause 4.6 of the First Supplemental Agreement 
shall continue to apply. 

5. Variation of Roll Out Programme 

The Roll Out Programme in Annex 1 to Schedule Al2 to the Codified 
Agreement shall be replaced in its entirety by the Roll Out Programme set out in 
Schedule 3 to this Agreement. 

6. Suspension of Rollou 

6.1 If:-

6.1.1 any of the criteria in parts A to C of Schedui , 1`zal, nor r. avt, bonn ;me, It,, 24 

November, 1999; or 

6„ L2 the Accounting Integrity Control Release Date shall not have occurred by 
I u"?rc', 2000-1 or 

of rh na . or o.,  11 u Sr hoocie 4 shall not have been met by 14 
0 

0240 shnS On nntr2c6 1. to rho Contractor to postpone the resumption 
4, c .. o ..t_ ter date as shall be agreed 

pursuant to clause 6.2 Uelo', °4' . 

6.2 If POCL gives notice pursuant to clause 6.1 above the parties shall meet as soon 
as reasonably practicable thereafter with a view to agreeing and documenting:-
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6.2.1 a plan and timetable for re-testing and demonstrating the satisfaction of each of 
the criteria set out in Parts A to D (inclusive) of Schedule 4 not then satisfied; 
and 

6.2.2 a revised Roll Out Programme to take effect once the satisfaction of all such 
criteria shall have been demonstrated and the Accounting Integrity Control 
Release Date shall have occurred. 

7. TIP Integrity Checking Process 

7.1 POCL agrees that during the TIP Integrity Checking Period it shall, on a weekly 
basis, carry out a process of creating a cash account from individual transaction 
data received by it across the TIP Interface, comparing such cash account with 
the electronic cash account received by it from the Contractor across the TIP 
Interface, reporting to the Contractor any discrepancies between such accounts 
("Cash Account Discrepancies") and providing to the Contractor such 
co-operation as shall be necessary in order to enable the Contractor to 
investigate such Cash Account Discrepancies. 

7.2 In consideration for POCL performing the TIP Integrity Checking Process the 
Contractor shall pay to POCL a charge calculated as follows:-

(i) a fixed charge of £228,000; plus 

(ii) a 

charge of £229 for each discrepancy reported to the Contractor. 

7.3 The charge referred to in Clause 7.2(i) shall be due on the date of this 
Agreement and shall be paid, together with VAT thereon, within 23 days of 
receipt by the Contractor of an invoice therefor. 

7.4 The charge referred to in clause 7.2(ii) shall be invoiced and paid, together 
with VAT thereon, on a monthly basis, each invoice to be paid within 30 days of 
receipt thereof by the Contractor. 

7.5 POCL shall be entitled to set off any amount owing to it under this clause 7 
against any charges payable by it to the Contractor under the Codified 
Agreement. 

Indemnity 

8.1 The Contractor shall indemnify and keep indemnified POCL on demand (on an. 
after tax basis) against all Liabilities (other than any costs and expenses 
incurred in applying the TIP Integrity Checking Process) which POCL may 
suffer or incur as a result of any matter or circumstance arising prior to the 
Accounting Integrity Control Release. Date which it would not have suffered or 
incurred had the Accounting Integrity Control Release Date occurred on the 
date hereof. 
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8.2 The Contractor shall not be liable under clause 8.1 above in respect of any 
Liability suffered or incurred by POCL to the extent that such Liability would 
not have been suffered or incurred but for a failure by POCL to apply the TIP 
Integrity Checking Process in accordance with POCL's procedures therefor. 

8.3 In the event of any matter or circumstance arising in respect of which the 
Contractor may be liable under clause 8.1 above, POCL shall promptly notify 
the Contractor of such matter and shall permit the Contractor, at the 
Contractor's expense, for a period of four weeks from notification of such 
matter to investigate and seek to resolve the matter and/or mitigate the 
Liability in question. POCL shall provide to the Contractor, at the Contractor's 
expense, such co-operation as the Contractor shall reasonably request to enable 
the Contractor to take such action. 

8.4 The provisions of clause 810 of the Codified Agreement shall apply to any 
liability of the Contractor under this Agreement. For the avoidance of doubt 
any liability incurred by the Contractor under this Agreement shall be included 
within the aggregate liability of the Contractor under the Codified Agreement 
for the purposes of Clause 810.2.3 of the Codified Agreement. 

0. First Roll Out Pa moot 

3 N ov mber, I 99 Roll Out shall have occurred to a number of Outlets being 
L- ? ,300 but not less than 1,600 then the First Progress Payment of £90 million 

; , .1` p .1` gzaph 1 :of Schedule Al2 to the Codified Agreement sh li bo ra;duced to 
j .n 1 ion (before any deduction parsneat oe paragraph 7.2 of the said 

Sal e C Al2) and thcs1lbecome due o., tasonsar of 1st November, 1999 and baa :lose 
~r>  f,,,ich Roll Out sa ala. have on  soared in ,6'13 Outlets. If so, the second Pr ..,,;

Pr?vso¢:,;s thail be payable as currently schedule,l in paragraph 1 of Schedule Al2
Ca .sfl be surceased to £100 million (before any deduction pur.want to paragraph 7.2. of 

e faa. r of £8", ri ,1Aion '? u." :r0 rnIIIi ..r x ef o in this clans.:.:. 
030 s• .r  to Tf  IOu. ...,. 0607 so. .. )o. xad 2133 >3 ?-J'?fll, ;s.n F. twfnsot rrstention of 2L 

m' ca 9 f3 fit at_., A,rslt r,. '`- it' i f! . t, .-2Y ,tn? r*I i k 

10. Furth"', i

For the puz €„ say ~:r,7: .b.p[ -,.,,:F:~ .. , , E,.`!ns .. . I, t~ V. '~ Cod + , t.b '~j 3 ~ 7 ChB1 ~.'?n any "_(2 9,[ C'`7i loss t.oi -

:.Y+ ...0 7ysta F.acaused b 630d,. ía sa it of P C L ,y 
1 .
Fh 

63
 d srd ad to ti sac t i. he. 

it 1. Further Obligations 

She Codified Agreement (hi :le.ding as appropriate its schedules) it be amended so 
as so na vusa 0000 1.. . . .wlrzs._r t . ,ose additional on,0;_.: oh) i u_ :a described in 

, 
. e ., 

~_... • . . . ,~r <,e 3 t.~. ,]t ct '( Cons (if any) k"" fiaa 9 E4 4'3y • t .ir. ,[~t watlnetJt,.r,7A Pie so  ,,_'%="t 

d .cum en so. A sa fe  di i ,,' _? .t „Y!i so isich the p  artless a? so.  out C. - ;ri_.d . d ass 

fso ,, f ~ Y.,,.a@ ,SZ !§Csoto 0r.. 9ifB ..,x ,0,< l~ w2a"_~'5E Clj. 



POL00325269 
POL00325269 

7 

12. Miscellaneous 

12.1 The provisions of clause 603 of the Codified Agreement shall apply, mutatis 
mutandis, to any notice to be given by POCL under this Agreement. 

12.2 No delay or omission by POCL in exercising any right, power or remedy under 
this Agreement shall:-

(i) affect that right, power or remedy; or 

(ii) operate as a waiver of it. 

12.3 The single or partial exercise of any right, power or remedy under this 
Agreement shall not preclude any other or further exercise of it or the exercise 
of any other right, power or remedy. 

12.4 The rights, powers and remedies provided in this Agreement are cumulative 
and not exclusive of any rights, powers and remedies provided by law, 

12.5 Any payment to be made by the Contractor under clause 8.1 of this Agreement 
shall be made without deduction or set off on any account whatsoever. 

12.6 The provisions of this Agreement shall be deemed to be incorporated as 
appropriate as amendments to the Codified Agreement. 

12.7 Except to the extent expressly amended by this Agreement the provisions of the 
Codified Agreement and its schedules shall continue unamended and in full 
force and effect. 

IN WITNESS WHEREOF this Second Supplemental Agreement has been 
executed on behalf of the parties as follows:-



POL00325269 
POL00325269 

SCHEDULE 1 

Outstanding Category (a) and (b) Faults 

Part A 

Substantive New Faults Reported after 3rd September, 1999

(None) 
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Part B 

tance Incidents with Rectification Plans 

Acceptance Incidents 211, 218, 298, 314, 342, 369, 

372, 376, 378, 390, 391, 408 and 412 

each as described in the corresponding Acceptance Incident Forms contained in the 
Annex to this Agreement 
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Rectification Plans 

For Remedy of Outstanding Acceptance Incidents 

Documents referred to in the text of this Schedule and the timetable are annexed to 
this Agreement. That Annex has been initialled for the purposes of identification. 

1. AIN 211 

i.l The Contractor shall apply each of the fixes detailed in the Acceptance Incident 
Analysis Form for AIN 211 ("Form 211") by the date specified-for such fix in. 
Form 211. 

1.2 Where no date is specified in Form 211 for the application of a fix, the 

Contractor confirms that that fix has been successfully applied for all Outlets to 
which Rollout has occurred as of the date of this Agreement. 

1.3 The Contractor shall monitor the -fI Li,,-'Mcss ooi rhe action taken by t to 
resolve the incident. 

1.4 When the monitoring referred to in ori, <;tanh 1.3 demon. , a r ,, a, ~r' ridc 

of four consecutive weeks that r _.O o ,e .. of AIN 211 hac hen ,ahamed, then 

POCL will close AIN 211. 

2. AIN 218 

2 IT „-t,. of tba Ccii rae, r . ,. . ad  `. ` r  "{̀ f"ci pie: " and achieve tha.. 
y cab y ,' objectives apt 1~ Ia t (the ar 

. ,a bilge m, r
s' 

) F ._t.anlied +57. section 3 a am. ".,7 a 

Contractor sE, .,,d: niaci. ;,ue cr .ui cic'oua f ,-f.ons ('i C1`i4.are_," detailed in the 
La Ida head eel " .:U  , access F, . . - in 12C, .., .,a ... ( ......0 12 /2 18 (Version (1 

CC 2 .€r oE ,h  r s" 1 _a) Pr.101... .:::• hell fulfil each , : .p: . •7, , 3 Oh by a 'do .aS 

a.r s a:..i. bid .. ✓ it a. :a d: Ca' Co aim, all ensure dial all the ",,rite, is _, , c, a. ..t U,~ 

31st v- <. .< ,e" .. . I 9. 

2.3 When 111 2.13 Obligations and a LI f.k_ Cnterio .hall have he  satisfied, the., 

r. ' P , 'N 218. 

3. All,' 22 

3.1 Each of the Contractor and CCCL shall complete the steep: and achieve th e
onjantueca , E ! 298 Obligar7✓ ztl n section 5 of 
. L .Sni'_''nt "i A, y-98 c +1 ..i 0.8)(dated 23rd iw..p4f:` _Ut.'k.,. 1999).

f : "fl 98 and w It a ,e =zcn r ,"t da.n banmide. one pa sty a.s fulfilling an 

E%sal n, the other ¢ lty shall ?,ad,:. the aft er 1enYtion " nartyto reach a 

C'es5fuA ,k<:i,is zaYa, 
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3.2 Each of the Contractor and POCL shall complete each of the 298 Obligations 
applicable to it by the dates and to the standards set out in section 5 of 
CR/ACD/298. 

3.3 Without prejudice to the generality of the above paragraphs 3.1 and 3.2, the 
criteria to be met in respect of AIN 298 by 24`h November, 1999 are as set out 
in Part A of Schedule 4 of this Agreement. 

3,4 The Contractor shall, until closure of AIN 298, record and report to POCL such 
data as shall be necessary to enable POCL to calculate the number of Units 
being recorded as defined in paragraph 3 of Part A of Schedule 4 to this 
Agreement. 

3.5 For the avoidance of doubt, it is agreed that the Contractor shall be permitted 

to continue the good business practice of carrying out planned reboots outside 

working hours, such planned reboots not to exceed an average of one per 
Counter Position per month. 

3.6 Without prejudice to the generality of the above paragraphs 3.1 and 3.2, as 

described in paragraph 5.5.2 of CR/ACD/298, the Contractor shall produce and 
deliver to POCL by 30 h̀ October, 1999 the document referred to in that 

paragraph for review and agreement by 24 h̀ November, 1999 and the 

Contractor shall implement the provisions of that revised document by 24 x̀̀  
November, 1999. 

.' `,7hen the criteria in per ur ;e p4 3.3 and the obligations in pe rr :rrrh 3:6 shall 
Ii err been satisfied, PC) 3/ , .. ' , AIN 298. 

4. r',.1 N 14 

4.1   shall produce and deliver to P _.(' . e document entitled "ICL

.. .. v Pee ors 3ised API for OPS/TMS" (the. API Document"). 

4.2 he Conti-,- r all produce the API Drerrment in accordance with 'ens 

("Scope"), 3 ("Document Standards") and 4 ("Content of ICL Pathway 

Generalised r" I. for OPS/TMS") of Docur r eIt CR./SPE/007 (Version 0.3) (dated 

7th Septern'br,r. 1999) ("CR/SPE/007"). 

4.3 Th . .' I,<;11 review the the /l Document referred 

to in en1-< :f ,r,  .s described  In eecnnn ., nf P'R/SPE/007, 

4.4 The Contractor shall produce and deliver the API Document to P.,=., `n 

(A) as a rx :_'.>ri for Inn: ,  .r ,, . .  1 fin  in. err g err :i~ 
, CR/SPE/OO:7',b before ~~ < l<'.-
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(B) as a revised version without the Appendix incorporating the changes 
arising from the review referred to in the above sub-paragraph 4.4(A) 
and paragraph 4.3 as a CCN before 28th December, 1999; and 

(C) with the Appendix before 1st February, 2000 as a CCN. 

4.5 POCL will close AIN 314 on approval of the CCN referred to in sub-paragraph 
4.4(C). 

5. AIN 342 

5.1 Until 1st October, 1999 the Contractor shall monitor the operation of the 
procedures detailed in the Acceptance Incident Analysis Form for AIN 342 
("Form 342") under the heading "New Procedures". 

5.2 The Contractor shall ensure that the daily automatic and email reports 

described in Form 342 under the headings "Program Changes Required" and 
"New Procedures" (under sub-heading "b. Central Processing Delays", 

paragraph 2) are produced. 

5.3 When the monitoring detailed in paragraph 5.1, or such other monitoring as 

the parties may agree, demonstrates that AIN 342 has been resolved and the 

requirements of paragraph 5.2 are being fulfilled, POCL will close AIN 342. 

6. AIN 369 

6.1 FrcJ of r', ' w _ rrotor od PC hrli ste the steps and achieve the 

objectives applic ,hk to it (the ' , ;") detailed in the table (in two 

parts) extracted frog: Document ilk/ . (version 0.4) (dated 20th 

September) ("BA/AC.(3.;/020") and, , ,z slew table identifies one party as 

fulfilling an actin r , the C rOher party si .R'1 a, oat the aforementioned party to 

reach a surcesslu c ... ,Tusion. 

It l b of ti w, Cone t R' and 300 ... shall comp _ t`. 3d9 Obligations 

"   be 33 _;t DSC e.'t -,.. 999. 

6,,.', 'dV33 1a lhst 6:3 k i3atlonS ... a II have  been satisfied by the Contractor and 

PP 
,/_ l P i,'..)C L S~ f 1,,, , s ,: h. E N.369.  ~.y

60 On the aontpi eon of the -,trrctor's 369 Obligations where the Contractor 

has taken the ths leadq ,„l actions;  sr be fulfilled (as referred to in BA/ACC/020), 

POCL shall confirm  n':; the Car tractor in writing that such obligations have been 

completed ilowe vsr; rites confirmation shall not affect any other of the 

Contractor s bi eu to onto to that AIN 369 is ultimately resolved, in 
accord an cc t, C L./€,20. 
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7. AIN 372 

7.1 The Contractor shall complete the steps detailed in Document CR/ACD/372 
(Version 0.4) (dated 16th September, 1999) ("CR/ACD/372") in paragraph 
5.2: 

(A) at se a-paragraph 6 (headed ".dll checking") by the time at which the 
at ap detailed in paragraph 7.4 below is completed; anal 

(B) at sub-paragraph 3 by the later of the completion of the steps de r ei' aI in 
sub-paragraphs 7.2(A) and 7.2(B) below plus one week. 

7.2 The Contractor shall complete the steps detailed in CR/ACD/372 an on ran
5.2 at sub-paragraph 7, in the case of: 

(A) running the software distribution of the "Riposte Peripheral Seri er 
(Update Number 20)" by 16th December, 1999, although the r, f nna 
shall ad.rr to ensure distribution by 30th September, 1999; and 

(B) running t _ r Eanare distri.btown ad tine "Consolidated F913S< /C ,o r -

Applicatad , bip . .ada'' by r 6rl_ r* ac r,. .er, ' 999, al th >rmb ; tw 

Contrac . ..all alai. to) 0 aan o //I  ~t,,..;"n by 3
.)t' 

. ,.M 95/I 

7.3 The Contractor shall supply the appropriate supporting docuzr+entation as 

described in ma saraX 3b 5.2 of 013/6. :. . .`72 st linvet',s  999„ 

of above sub-paragraphs n  rn' 3  0/I rib p a an a, an nla ,,.=.2.1 
of C b/ACD/372 by 16th Fe 00(1). 1''0, oa 

11 
.ale three m cnrh .rac..a th.e date 

on which the steps detailed iu paragraph  7.2 above are L .. fin completed.. 

7.5 Wd. . tl ti's a on Jig a  Ca,  .. Fs: aret to 1; clb a. era g rapts _("}
, aE,tn4 r 

2(6,' 
0 6

C? r i) 37 r ti..a aoftw a ,z , 6. Ia t i.  .a a_k tr ..6 i ..... .ahOy a .):3an. graph 7.2, 

the b. ?,p Iv of the supporting Cl ,, ,.Vk`t'. Can s/.rb as te _eared to 13
3: 

aass  7o3 •,._ lti:: >' 

anal t.O. _ :ac ic'sv of the s /lty a. an ,i.> _. .ho .." t;•< . .in rred to an n a a onp lit , .'i  

shat have been completed, PCCL asPi ad. . o dIN 372. 

AI.'' 1:'76 

8.1 Each.  °'o ',•"....toa and €5O _._ sbail condo  the naps; and ac.. AV he 

objectives. a.. rnpix „.<s Lash to °t (tise "376 t bl. garb s " ). set out 10.130011)..100t 

CR/ACD/ 7.2 healbarI 0.9) (dated 23z6 beotcinber, 1999) ( 13 's`GD/ c') 
and where that document identifies one parry as fulfilling an action, the uthcr 

party shall as: rtr the aforementioned party to reach a successful conclusion. 

t - C~ el a an d t - c, , l: o- 7 .b 8a2 Earl: ~~ the .0 /at aC-t`?a ,a`Es~ g'- ,. , ., .'L a.4 , corn ~t ~. i~J each ~. the l ~a ~✓iit4'a 010011' 

al"F'he SLr _. t it by tt1: daces a,tt. :U vti '. 11 M1 5A5 .t..;i5 set c.6t%L Ir §Vi la/131313,/37... 



POL00325269 
POL00325269 

14 

8.3 When the TIP Integrity Checking Period ends, 't",,". will close AIN 376. 

9, AIN 378 

9.1 In accordance with the details set out in the Acceptance Incident Analysis FormM 
for AIN 378 ("Form 378") and in Document CR/ACD/378 (Version 0.3) (dat,. 
16th September, 1999), the Contractor confirms that it has analysed the 
incidents in Form 378, 

9ha Cant; actor shall apply a "Diagno, V. whiab ::,h,, li i w by 1 at 

999, which shall: 

`,lii z ,~ ,u, if anew _.. ;r,... , ~ ~~-~ , by forcing the 

(B) 1r a.{ tic; r ..a a at a a fec lit ai " tab. er an a I S1S. 

9.3 After a sufficient level of data has been acquired from the Diagnostic; the 

Lace. te etc.rah. a II worn pL ;Ie,t. t;ne ;,;°. , ,, ,. eau , of TIP 916 and. . a . . .... ....a l; l,>

apply an nppu . priate fix and rnow,, tfr0 7~ epz+l➢ . °ion until the fix is a raasí'ui 

for a r .,tr.., period . . 

9.4 Wheat t `.7, " 2'9` r'i €a it; paragraph 9.d mite II have been succescid 2'?, cf 

conti.,eon ['era ,tip cat t ,  %'ICS, pr CL. ,, ill L.case AIN 378. 

10. All' 9. 

10.1 °~. i ~, ' , .  . , 
t ontr<t ̀ " . 3 ., to;.xll ] 7 ."~t"f t f .IS. ~. S€.... . r .' i, r '. _ 3

following aceaa holeh , S at. a _ t's_.k , A " node: king acm a a ía.... 

Y" °covery ur da-; ...... ...a :y'  __- ~. 2r >.a...:1w . _. ,rU w , ,  . ,.._ep . has 

been l`+?'d„1(~.e~ 1, a•e .":an.. .. ma Ill till have _h (V ode .. t f....mae..aleap  . an . 

P" .( a etiona t; d. 4 l 
vita li ut s~f o .. ... cm. . , f at aaott ti.tn

10.2 The ,.,t Matt detailed in the a.bcave pa E ID. Ii' It th .l.ualifleatin 

that ha the event of a second crash oc sit' i, lee the initial r. c: co=very i 

completed, the procedure shall be that tlmo clerk shall undertake recovery of all 
those deferred transactions and then and other transactions that may have 

occurred as a result of the second crash, 

10.3 The facility detailed in the above paragraph 10.1 :ad all he applied by the 
Contractor to all Outlets to which Roll-Out hat. occume .d IS at that date of 

application by 30th November, 1999 and the Corte.m;.:t:or shall then monitor the 

facility. 

10.4 When the monitoring reheated ted Pa he paragraph 10.3 shell have demonstrated 

over a continuous period 
of_ 

two wealca that resolution of A L'? 390 has been 
achieved, then POCL will close FIN 3D b, 
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11. AIN 391 

11.1 The Contractor shall complete the steps (the "391 Obligations") detailed in 
paragraphs 5.1.2 and 5.2 of Document CR/ACD/391 (Version 1.0) (dated 13th 
September, 1999) ("CR/ACD/391") and POCL shall comply with its obligations 
under paragraph 5.2 of CR/ACD/391. 

11.2 The Contractor shall complete the 391 Obligations in accordance with the 
timetable and standards set out in paragraphs 5.1.2 and 5.2 of CR/ACD/391. 

11.3 When the obligations (with the exception of the obligations relating to 
timetable) detailed in paragraphs 11.1 and 11.2 shall have been completed, 
POCL will close the incident. 

12. AIN 408 

12.1 Each of the Contractor and POCL shall complete the outstanding steps 
applicable to it (the "408 Obligations") set out in the table in paragraph 5.4 of 
Document CR/ACD/408 (Version 1.5) (dated 23rd September, 1999) 
("CR/ACD/408"). 

12.2 Each of the Contractor and POCL shall complete to a satisfactory standard the 
408 Obligations applicable to it in accordance with the timetable set out in the 
table in paragraph 5.4 of CR/ACD/408. 

12.3 When the obligations (with the exception of the obligations relating to' 
timetable) detailed in paragraphs 12.1 and 12.2 shall have been completed, 
POCL will close the AIN 408. 

13. AIN 412 

13.1 Each of the Contractor and POCL shall complete the steps and objectives 
applicable to it (the "412 Obligations"), and all intermediate actions required to 
achieve those steps, set out in the table at Section 6 of Document CR/ACD/412 
(Version 0.2) (dated 10th September, 1999) ("CR/ACD/412") and (with the 
exception of item 1 in that table) as described in more detail in section 5 of 
CR/ACD/412. 

13.2 Each of the Contractor and POCL shall complete to a satisfactory standard the 
412 Obligations applicable to it (and all intermediate steps and objectives) in 
accordance with the timetable set out at Section 6 of CR/ACD/412. 

13.3 When the obligations (with the exception of the Obligations relating to 
timetable) detailed in paragraphs 13.1 and 13.2 shall have been completed, 
POCL will close incident 412. 
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SCHEDULE 3 

Revised Roll Out Programme 

"Roll Out Programme 

Part A 

Week Commencing Number of Outlets (inc. 
live trial) 

Already rolled out 299 
23/08/99 24 
30/08/99 1 
06/09/99
13/09/99 
20/09/99 

47 
- 

158 
27/09/99 --...  
04/10/99 

178 
203 

11/10/99 203 
18/10/99 203 
25/10/99 203 
01/11/99 203 
08/11/99 0 
15/11/99 0 
22/11/99 0 
29/11/99 0 
06/ 12/99 0 
13/12/99 0 
20/12/99 0 
27/12/99 0 
03/01/00 0 
10/01/00 0 
17/01/00 0 
24/01/00 120 
31/01/00 180 
07/02/00 250 
14/02/00 306 
21/02/00 306 
28/02/00 306 
06/03/00 306 
13/03/00 306 
20/03/00 306 
27/03/00 306 
03/04/00 306 
10/04/00 306 
17/04/00 244 
24/04/00 244 
01/05/00 244 
08/05/00 306 
15/05/00 306 
22/05/00 306 
29/05/00 244 
05/06/00 306 
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Week Commencing Number of Outlets (inc. 

live trial) 

12/06/00 306 
19/06/00 306 
26/06/00 306 
03/07/00 306 
10/07/00 306 
17/07/00 306 
24/07/00 306 
31/07/00 306 
07/08/00 306 
14/08/00 306 
21/08/00 306 
28/08/00 244 
04/09/00 306 
22/09/00 306 
18/09/00 306 
25/09/00 
02/10/00 
09/10/00 

306 
306 
306 

16/10/00 
23/10/00
30/10/00 

306 
306 
306 

06/11/00 306 
13/11/00 306 
20/11/00 
27/11/00 

306 
306 

04/12/00 306 
11/12/00 0 
18/12/00 0 
25/12/00 0 
01/01/01 0 
08/01/01 306 
15/01/01 306 
22/01/01 306 
29/01/01 
05/02/01 
12/02/01 

306 
306 
290 

19/02/01 275 
265 26/02/01 

05/03/01 237 
Sub total 17,797 
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Part B 

Outlets to be Rolled Out under 
Operational Business Change 

Week Commencing Number of Outlets (inc. 
live trial) 

12/03/01 165 
19/03/01 
26/03/01 

120 
100 

02/04/01 85 
09/04/01 63 
16/04/01 50 
23/04/01 30 
30/04/01 22 
07/05/01 
14/05/01 

20 
18 

21/05/01 16 
28/05/01 15 
04/06/01 14 
11/06/01 12 
Sub total 730 
National Roll Out Total 18,527 
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SCHEDULE 4 

Acceptance Incident Rectification Criteria 

Part A 

System Stability (Al. 298) 

The criterion shall be measured in relation to the Counter Positions in those 
Outlets to which Rollout shall have occurred by 1st October, 1999, provided 
that that is not less than 750 Outlets. If that shall be less than 750 Outlets then 
the criterion shall be measured in relation to the Counter Positions in those 
Outlets in respect of which Rollout shall have occurred at the end of the week 
in which Rollout shall have occurred in relation to 750 Outlets. For this 
purpose a "week" is a week commencing on a date specified in the first column 
of the Rollout Programme and the number of Outlets shall include the live trial 
Outlets. 

2. The criterion to be met by 24th November, 1999 shall be that during the period 
from 18th October, 1999 until 14th November, 1999 the total number of Units 
reported to the Help Desk in relation to the relevant Outlets shall not exceed 
the aggregate number of Counter Positions in those Outlets multiplied by the 
fraction 13 r 

3. For this purpose a Unit shall be measured as follows.-

(i) each Help Desk authorised reboot shall count as one Unit;

(ii) each Help Desk authorised office snapshot print preview shall count as 
one Unit; 

(iii) each work-around authorised by the Help Desk to remove a "no entry" 
sign which denies a legitimate function shall count as half a Unit; 

(iv) each work-around authorised by the Help Desk to remove the necessity 
to carry out a reboot or office snapshot print preview where the time 
taken to carry out such work-around (as demonstrated by the Contractor 
in the test environment normally used to validate test scripts) is less 
than 4 minutes shall count as half a Unit. 

(v) each work-around authorised by the Help Desk to remove the necessity 
to carry out a reboot or office snapshot print preview where the time 
taken to carry out such work-around (as demonstrated by the Contractor 
in the test environment normally used to validate test scripts) is 4 
minutes or longer shall count as one Unit; and 
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Part B 

TIP Interface Accounting Integrity (A.I. 376) 

The criteria to be met by 24th November, 1999 shall be as follows:-

() during the period from 3rd October, 1999 until 14th November, 1999 
the percentage of Cash Accounts received by POCL across the TIP 
Interface containing Cash Account Discrepancies shall not exceed 0.6 
per cent of all such Cash Accounts; 

(ii) during the period from 3rd October, 1999 until 14th November, 1999, 
no Cash Account Discrepancy shall arise as a result of a cause previously 
reported to POCL as having been remedied; 

(iii) all new causes of Cash Account Discrepancies identified after the date of 
this Agreement shall have been properly analysed by the Contractor and 
suitable rectification plans therefor submitted to POCL in reasonable 
detail within ten days of the Contractor becoming aware of such Cash 
Account Discrepancy; 

(iv) The Contractor shall have satisfied POCL (POCL acting reasonably) that 
the Accounting Integrity Control Release would, had it been deployed at 
the relevant time, have identified all Cash Account Discrepancies 
reported prior to 24th November, 1999 which shall have arisen as a 
result of any new cause identified after the date of this Agreement; and 

(v) those elements of the Rectification Plan for Acceptance Incident 376 
required to have been carried out by 24th November, 1999.  shall have 

been duly carried out. 
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Part C 

Helpdesk Performance (A.I. 408) 

The criteria to be met by 24th November, 1999 are as follows:-

(a) Service Tar imets 

That each of the following service targets, measured on a weekly basis, shall be 
met in at least four of the six weeks which fall between 4th October, 1999 and 14th 
November, 1999 (but so that not all such service targets have to be met in the same 
four weeks):-

(i) that part of the service target referred to in paragraph 4.3.2.1 of 
Schedule G10 to the Codified Agreement as refers to the answering of at 
least 80% of all calls to the Help Desk within 20 seconds; 

(ii) the service target contained in paragraph 4.3.2.3 of the said Schedule 
G10; 

(iii) the service target contained in paragraph 4.3.2.4 of the said Schedule 
G10; 

(iv) the service targets contained in paragraph 4.3.2.5 of the said Schedule 
G10; and 

(v) the service targets contained in paragraph 4 of Schedule 5. 
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Part D 

TIP Interface 
Accounting Integrity (A.1.376) 

The criteria to be met by 14th January, 2000 are as follows:- 

(i) during the period from 3rd October, 1999 until 14th January, 2000 the 
percentage of Cash Accounts received by POCL across the TIP Interface 
containing Cash Account Discrepancies shall not exceed 0.6 per cent. of all such. 
Cash Accounts; 

(ii) during the period from 3rd October, 1999 until 14th January, 2000 no Cash 
Account Discrepancy shall arise as a result of a cause previously reported to 
POCL as having been remedied; and 

(iii) all new causes of Cash Account Discrepancies identified after the date of this 
Agreement shall have been properly analysed by the Contractor and suitable 
rectification plans therefor submitted to POCL in reasonable detail within ten 
days of the Contractor becoming aware of such Cash Account Discrepancy. 
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Additional Obligations 

1. System Stability 

A new paragraph 4.6 shall be added to Schedule G10 to the Codified 
Agreement as follows:-

"4.6 Reboot Incidents 

4.6.1 The Contractor shall use all reasonable endeavours to ensure that the 
number of Reboot Incidents reported to the Help Desk does not exceed 
the equivalent of one Reboot Incident per automated Counter Position 
in any period of four months. 

4.6.2 For the purposes of paragraph 4.6.1 above "Reboot Incident" shall 
mean Help Desk authorised reboots, Help Desk authorised office 
snapshot print previews and any work-arounds authorised by the Help 

Desk to remove the necessity to carry out a reboot or office snapshot 
print preview where the time taken to carry out such work-around (as 

demonstrated by the Contractor in the test environment normally used 
to validate test scripts) is four minutes or longer." 

4.6.3 For the avoidance of doubt, it is agreed that the Contractor shall be 

permitted to continue the good business practice of carrying out planned 
reboots outside working hours, such planned reboots not to exceed one 

per count position per month. 

2. 1`ranng 

A Y _ w `i y a tion sha ll it1?7 oaed tl p to a C cotta . >_ Ct flcawa

"The Contractor shall:-

(1) in. relation to . bawl ..'.  to , .. 12 . _,.. ._ • .....~ . , to t.ako 
place in or after January, 20 n2 r ?  370 half dayt%

for 4,400 office managers (o-, -such lesser numb t at 12 0012 may 
require) in accordance with the specification cocta mad . :
document IM/PRO/172, version 0.2 - specification of 2c--e ntry 

event; 

and p  rcTh cc .t ct aa.  h r at. a t 1111 P-',12. /3/fl
_ ' r

0.2 Mac:........ s . ~' k a Inc calico 
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(iii) with effect from 27th October, 1999, implement the new P.S.A. 
process defined in the document entitled Pathway Performance 
Standard Assessment Proposal, Low Level Plan. 

Monitoring of Non-Polled Outlets 

A new obligation shall be imposed on the Contractor to operate, with effect 
from the date of closure of Acceptance Incident 342, the new reporting process 
described in CP2078, which will produce an automatic report of Outlets in respect of 
which there is no End of Day marker in the central journal file and shall ensure that 
such report is e-mailed daily to the Business Support Unit and logged with the Help 
Desk for immediate investigation. 

4. Help Desk Service Targets 

New paragraphs 4.3.2.7, 4.3.2.8 and 4.3.2.9 shall be added to Schedule GIO to 
the Codified Agreement as follows:-

"4.3.2.7 100% of calls made to the Help Desk seeking advice and/or 
guidance relating to cash accounts shall be answered and 
satisfactorily dealt with, as and when first received, by personnel 
skilled in providing such advice and/or guidance. 

4.3.2.8 No call will be made to the Help Desk from any Outlet seeking 
the same advice or guidance in relation to a cash account as 
another call from the same Outlet in the same accounting period. 

4.3.2.9 Approved call scripts shall be correctly followed by Help Desk 
staff in 95% of all calls, as measured by reviews of call records 

carried out from time to time by POCL," 
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Signed by 9 C R• `` e 
for and on behalf of 
ICL PATHWAY LIMITED 
in the presence.of:-

GRO 
CA992450029 '" -

GRO 

GRO 
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EMERGENCY CCN 562 

To the Codified Agreement dated 28th July, 1999 

Issue Date: 241 September, 1999 

POCL Authority: 

ay Authority: 
GRO 
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1) A new paragraph 3.6 shall be added to Suth :;1uJe G1 to the Codified Agreement as 

follows: 

3.6 Data Errors 

3.6.1.1 Subject to sub paragraph 3.6.3 below, if the Contractor discovers any Rai -or occurring 

in transaction records or cash account stream records othii Lani the CL5u55 desaribed 

in sub paragraph 3.6.1.2 below ("Data Errors") prior to the relevant record being 

transmitted by the Contractor to POCL over the TIP Interface, the Contractor shall 

not transmit the relevant record but shall retain it and promptly issue to I'a`; CL a 

ma'-<ual error report complying with sub-paragraph 3.6.2 below (a "Manual Error 

3.6.1.2 Thu it ' iu ; ' o ruoru shall notba ;-,tE llrrors;-

L , ._.t en. o._  °rhich scu rescued  by invalid data in a rr. in Outlets and are 

not detected by the process introduced by the Accounting Integrity Control 

Release; 

^,La! . 2 errors 
c, 

rr-s ,ed by Referc - . 
e, Dra hocrustly tLaied by Pathway) which 

prrc!uLtu u actions front rcg eu teds account in the 

suE>s q,_: ant rush account, 

3.6.1.2.3 Cash accounts which are incomplete by real ,n ,f :erroneous Reference 

Data provided by POCL. 

3.6.2 Each l\ianuai Error Report por3. hall incrude a full spacificadon of the relevant record 

following correction of the Data Error (the "Repaired Data"), in a format suitable for 

POCL to key into a POO. Data input facility. 

Electronic Submission of Repaired Drt-

3.6.3 If in any cash account week the number of Data Errors exceeds 50 the provisions of 

paragraph 3.6.1.1 above shall not apply in respect of Data Errors occurring in that 

cash account week (except to the extent that Manual Error Reports shall already have 
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been submit, o to  ). In that ev isxactor shall, unless otherwise agreed 

by POCL: 

a) withhotj. the relevant record; 

b) correct the relevant Data Error; and 

c) subnut t CO1 4. , 'i:alnlx  

transmission ovf ,T t  it rt :ce, 

3.6.4 Where a Data Error shall not have been discovered prior to transmission of the 

relevant transaction record F° 7.1 t is subsequently discovered by the application of a 

weekly checking process (such Data Error being hereafter referred to as a "Weekly 

Data Error") the provision,, of paragraph 3.6.3 above shall not apply to suczs ,, ~' ckly 

Data Error. Instead sucl, .ro, ; y Data Error shall (subject u paragraph 3.6.0

be dealt with by the issue of a Manual Error Report as specified in paragraph 3.6.1.1 

above notwitht^rndin,c that the te(-e1 number l):pte Frrorq in the relev'~nt week may 

have exceeded 5t).. 

3.6.5 If the number of Weekly Data Errors exceeds twenty in any week the Contractor 

shall, in consultation with POCL, review the process introduced by the Accounting 

Integrity Control Release with a view to enhancing such process in order to detect the 

relevant Data Errors prior to transma ; sic-: of the relevant data and to identify and 

correct root causes of such j .Fa ' i

3.6.6 If the number of Weekly Data Errors exceeds fifty in any week F«OCL shall be entitled 

to require the Repaired Data relating to such Weekly, t at Err o is to b dealt with in 

accordance with sub paragraphs (b) and (c) of 1~~ ~~° s=  ~r~ci

3.6.4. 

3.6.7 The Contractor undertakes that it will apply on a daily basis those checks required by 

the TIP Control CCP to be so carried out and that all Data Errors discovered thereby 

will then be e,gat •,  4 i -i accordance with sub-paragraph 3.6.1.1 or 3.6.3 as 

appropriate. 

3.6.8 The Contractor undertakes that the delay between the occurrence of a Data Error (or 

in the c 1 i 7'r :k P1 '7 . pt, F t:,r}i r and ti' c notificca i tin of the Repaired ~~~ ;_. 
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Data to POCL (either by manual error report or electronically pursuant to paragraph 

3.6.3 above) shall not exceed five working days. 

3.6.9 Where the Contractor is required to make an assumption in order to correct a Data 

Error and/ or p csent Repaired Data, ..- Contractor shall mc c uch assumption and 

promptly inform POCL of the assumpticaa made. 

3.6.1.0 The Contractor shall pay to POCL 30 days after the end of each month a sum to 

compensate POCL for its costs in dealing; with Manual Error Reports equal to £150 

per Data e .i r :discovered after tm iss aission of the relevant data and £100 per other 

Data Error occurring in the cash account weeks ending during that month. 

Other Discrepancies 

3.6.1.1 The Contract shJL lc_ia .m discovery of any discrepancy of the nature desci

in paragraph 3.6. i.2— oz 35:1.2.3 above, promptly issue a report to POCL contairii -g 

a brief description of the discrepancy and shall co-operate with POCL to investigate 

and resolve such discrepancy. 

2) This CCac c 2 dlso modifies Acceptance Resolute .0 +: Ieai 376 (Relk=c e c 

CR/ACD/376 Version 0.9 Dated 23r1 September 1999); paragraph 5:3. thereof shall 

be amended as appropriate to be consistent with the provisions of Clause 1 of this 

CCN 562 to the intent that the procedures and obligations set out in Clause 1 of thi

CCN562 shall take precedence crcr, and replace, the procedures and obligations set 

out in numbered paragraphs 1 to 5 (inclusive) of the said paragraph 5.3.3. 
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THIS SIDE AGREEMENT, being u , ;1 is made the 24th day 
of Sept r r, 19°

BE LL1',1 

)~°)~.~ ~.z ..? 3j5

1 whose registered office is at 26 Finsbury Square, London 
P; 

WHEREAS: 

a) The parties have today entered into a Second Supprr l Agreement (the "Second 
Supplemental Agreement") i,, Codified Agrc •orfit ' 11h "Codified Agreement") 
between the parties dated 211- ,, 1y, 1999, 

b) The parties entered into a Supplemental Agreement dated 20th August, 1999, to the 
Codified Agreement (the "First Supplemental Agreement"). 

c) This Side Agreement (the "Side Agreement") constitutes CCN No 561 to the Codified 
Agreement. 

d) Through the execution of this Side Agreement the parties wish to agree to co-operate 
with each other with a view to optimising their available Rollout resources and 
minimising the occurrence of fluctuations in workloads. 

It is Agreed as follows: 

1. INTERPRETATION 

s and expressions defined in id Supplemk .k .;_ k "_ reement, th( Si t 
pplernental Agreement or the d Agreement x f El ! ILe same bta

i en used in this Agreement. 

'  ,z~ . r  ~'._i_.  ~ Lk,   '7~_[

1.3 Unless the context otherwise requires references in this Agreement to clauses and 
Par uscs atnd recitals to th

2. ( C f-) ' t, r'/ 1`10 1 

Each of the Contractor and POCL agrees to co-operate with the other: 

a) to optimise utilisation of J. C 1 is :nd POCL's available Rollout 
resources; and 

b) to minimise the occurrence of fluctuation in POCL's and the Contractor's 
workloads during Rollout. 
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3. PARTICULAR OBLIGATIONS 

Without prejudice to the generality of the obligations contained in the above Clause 2: 

a) POCL will implement a policy change with effect from 1St October 1999, so that 
each subpostmaster will be given specific dates for training and implementation. 
and will only be allowed to refuse those specific dates in exceptional 
circumstances. Following the implementation of such policy change the 
Contractor shall produce. a Rollout plan which is evenly balanced between days 
of the week in which Rollout is scheduled to take place. 

b) POCL will undertake in-office data migration of up to 315 Outlets per five day 
working week (the " Number"). The Number shall be proportionately less in, 
weeks including public holidays. POCL will use its reasonable endeavours to 
undertake in-office data migration in more than the Number of Outlets to the 
extent necessary to accommodate variations from the Roll Out Programme due 
to variations from anticipated dropout rates. 

c) POCL and the Contractor shall work together to agree Rollout plans for each of 
the four implementation programme areas (each being an "Area"), so as to 
minimise week-on-week variation in workload (after making appropriate 
adjustments for public holidays and increases and decreases of work in each 
Area so as to achieve in aggregate the weekly requirements of the Roll Out 
Programme), to the extent that this is practicable given other constraints (which 
without limitation shall include the geographical distribution of Outlets and any 
other constraints) (for each Area, the "Area Implementation Programme"). 

d) The Contractor and POCL shall agree procedures such thatPOCL is given by the 
Contractor as much advance notice as is practicable of numbers of Outlets 
dropping out of each Area Implementation Programme on completion of 
training so as to enable POCL to undertake short-term re-balancing of resources 
between Area Implementation Programmes. 

4, DEVELOPMENT" is F PROCESSES AND REVIEW 

The Cw.... , _ ° and POCL rk together t ,' . , ~.~ . . ; c to support the 
obligatiai4^, p ? .xl.tisl in abov., , it. ,1 ;,,'ir . Fe' b ~.', _ ~rocesseslointlyby 
1St Nov,,:, s 

5. Mi CELLANEOUS 

5.1 The provisions of Iause 603 of the Codified --\' ',: ment shall, mutatis mutandis, 
to . %rev notice t under this Agreement. 

'tt'lay or oimssion in exercising any right, power or under .his Agreement 

affect that right, power or remedy; or 
ii) operate as a waiver of it. 



POL00325269 
POL00325269 

fie single or partial exercise of any right, po,, x fj 11i .i - ;er this Agreement 
1l not prelude any other c.A f e_r exer . f~~ =uh f any other right, 
wer or remedy. 

k F exclusive L f i'i, ~: 3~ Y` a ., . ~~1E ;.;"tt' , ": ' _i ~s - ~tW. 

5.5 cry . n, tcf this Agreement shall be deemed to be incorporated as appropriate 
tie Codified As,f

ept 
Codified A "A l ,

effect. 

N WITNESS WHEREOF THIS Side Agreement has been executed on be .al c r the parties as 
follows: 

Signed by: 
for and on behalf of: 
POST OFFICE COUNTERS LTD., in 
the presence of: 

L,„ GRO 

GRO 
GRO 
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Second Supplemental Agreement Annex to Schedule 2 

Acceptance Incident Form Acceptance Incident Number (1) 

211 
Acceptance Test Name (2) Source (3) Date Observed (4) 

EPOSS BSM 04/05/99 

Witness/Reviewer who observed Incident (Owner) (5) Authority (6) 

Calum Craig 
incident Type (7) Criterion Reference (8) (ifctiterion not met) Incident Severity (9) 

Criterion not met High 

Substantive fault 14iedium 

Other Low 

Pending 

None 
Description of Incident (10) 
Receipts and payments do not equal on the cash account. The receipts total is different from the payments total 
when printing off the cash account. This was originally thought to be a migration problem only however the fault has 
now been replicated on a cash account following the migration week. 

4 new occurrences of the receipts and 
payments mismatch problem: 

Week 20: 
RED 99081810546 
RED 99081810547 

Week 21: 
HSH 9908240194 
HSH 9908240195 

Signatures (11) 

Witness / Reviewer Horizon Acceptance Pathway AIM 
Test Manager 

Date: Date: Date: Date: 
DSS Acceptance Manager POCL Business Assurance 

Entered in Acceptance Database Date: 

Version 1.0 1 of 1 24 September 1999 
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Second Supplemental Agreement Annex to Schedule 2 

Acceptance Incident Form Acceptance Incident Number (1) 

218 
Acceptance Test Name (2) Source (3) Date Observed (4) 

Impl. A - User Training Rollout 19/05/99 

Witness/Reviewer who observed Incident (Owner) (5) Authority (6) 

Graham Katon 
Incident Type (7) Criterion Reference (8) (if criterion not met) Incident Severity (9) 

riterion not met) 
534.01 

High 

Substantive fault (Medium 

Other Low 

Pending 

None 
Description of Incident (10) 

The Managers Training Course is not acceptable due to deficiencies in the accounting modules. In the live 
environment the training given did not equip the users to perfoim the completion of office cash accounts. This is a 
basis POCL function that is central to running and accounting for the POCL network. 

Signatures (11) 

Witness / Reviewer Horizon Acceptance Pathway AIM 
Test Manager 

Date: Date: Dates Date: 
DSS Acceptance Manager POCL Business Assurance 

Entered in Acceptance Database Date: 

Version 1.0 1 of 1 24 September 1999 
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Second Supplemental Agreement Annex to Schedule 2 

Acceptance Incident Form Acceptance Incident Number (1) 

298 
Acceptance Test Name (2) Source (3) bate Observed (4) 

POCL Infrastructure BSM 01/07/99 

Witness/Reviewer who observed Incident (Owner) (5) Authority (6) 

Jeremy Folkes 
Incident Type (7) Criterion Reference (8) (if criterion not met) Incident Severity (9) 

Ctenon.not met 
536-01 

High 

Substantive fault Medium 

Other 

Pending 

None 
Description of Incident (10) 

Evidence from the Live Trial shows that the counter system is subject to "lockups" and "screen freezes", where the 
system halts in mid-processing giving the user no opportunity to take any corrective action. This is either exhibited 
by the system hanging or presenting a blank blue screen. The user is forced to ring the HSH and is advised to reboot 
the system. The immediate effect of this problem is in terms of the reliability of the Service Infrastructure's input 
devices. However, once the underlying reasons for the problem are identified, this could change the perception.At 
least 25 such occurrences have been identified on the LTSC log between the start of the Core Observation Period on 
31st May and the 28th June. However, as such problems should be reported directly to the HSH, it is likely that this 
number represents only a small proportion of the total in which case, this problem would be widespread. 
Consequently, POCL's initial assessment is that this incident is likely to be more than low severity. 

Signatures (11) 

Witness I Reviewer Horizon Acceptance Pathway AIM 
Test Manager 

Date: Date: Date: Date: 
DSS Acceptance Manager POCL Business Assurance 

Entered in Acceptance Database i)ate: 

Version 1.0 1 of 1 24 September 1999 
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Second Supplemental Agreement Annex to Schedule 2 

Acceptance Incident Form A.c Irtye: pits yeaeot {nm6 r t € 
_ I< 

Acceptance Test Name (2) Source (3) a

POCL Infrastructure Review i d U,"y9 

rer . ,.` ;r€ Uierset I ` a • iUp 

Bob Booth 
Incident Type (7) Criterion Reference (8) (ii criterion not met) Incident Severity (9) 

— - 
 

469-01, 469-02, 470-01, 470-02, 869-05 
riterion not met) High 

Substantive fault t. i urn) 

Other Loy 

Pending 

None 
Description of rnct , r a (1 i) 

The above criteria refer i,> to supply detaii-. t linical documer arr(.;n °:h, o , ill - JI , v

POCL to procure applications from a t"::irri party supplier. 

At the time the POCL Infrastructure Acceptance Specification was being agreed it was recognised that the technical
documentation to support it did not exist. Therefore POCL agreed that Pathway could provide the documentation at 
a later date. Furthermore it was understood that Paths ay were allowed to put forw ird their proposal as to how this 

ff ireria would be met in the future. 
I t"

=.

~TE t- -, CI 4 it~c=iif ~~,, Cpl 1Y,.z.. ~,,. " t,a t~+~,.E ny}~iphcati I,: + ~~l a~ 
u with a if +~ t' rte ~~t; slier. f. a -s .cro,_~«nent still does not

tetra.

Furthermore the other cited r Ia ces, 'Counter Hardware Design Specification', 'OPS Architecture Document' and 
'TMS Architecture Document do not meet the criteria as being clearly defined technical documentation. 

Providing third party documentation as with 'Ripostc ) API Specification' indicates that the documentation is not 
maintained by Pathway and therefore does nc gE '_;y+ cL ih,- a feria. 

In summary the documentation provided is not sufficiently detailed to allow POCI, to procure applications from a 
third party supplier. 

Signatures (11) 

Witness / Reviewer Horizon Acceptance Pathway AIM 
Test Manager 

Date: Date: taaI s tuk 
DSS Acceptance Manager ttu a

Entered in Acceptance Database T=rite: 

Version 1.0 1 of 1 24 September 1999 
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Second Supplemental Agreement Annex to Schedule 2 

Acceptance Incident Form (is

Acceptance Test Name (2) Source (3) >o Ubs rtr~ (4 a 

TIP Interface BSM 0206./9) 

Witness/Reviewer who observed Incident (Owner) (5) ath~ i a iii) 

Martin Box 

Incident Type (7) Criterion Reference (8) (if criterion not met) Incident Severity (9) 

Criterion not met 
831-01 

High 

ubstantive foul i +ct tr 

Other Lo , 

Pending 

None 

New description: A number of individual operational incidents have been raised by I IP concerning (a) the delivery 

of transactions files and cash accounts to TIP after Day D; (b) Transaction files and / or Client summary files not 

being received at all on the expected dates and (c) files not being delivered by 03:00. The continued occurrence of 

such incidents suggests that there is a system management fault that will cause a breach of the SLA for Data file 

delivery, in particular that 100% of all transaction records are to be delivered by 03:00 oni ` a y D. (Schedule G I 0 

paragraph 3.1) A consistent failure to meet this would constitute a high severity fault a u :,; C;ccasional failure ca 1d 

constitute a medium severity fault. 
The gal 4'd  .r: accepted files ha it. it  

d;rU9 ➢ rt t El, t   

ggggflJl ;1-, hie prof~o"cllollioft. '9 :ci r 1 .. d 4 i_ f a :iia 411 ti3r F r 3 , i,
4 

p,.7~ Je_ r-a 
LlEol R.1i the systems rnanagernere ay Chaser Tit al y' rat I i I. I '

9 she original Acceptance Incidt-1t i aised wif-, P 1 -r hiu was th.thmrawn in it

IP incidents into aggregate ones. This particular of _an ., . .1 it, r wn and is being re-raised. 

everity: POCL - medium 
PWY - admit it is a problem but question ti ff y '_L >`s are not te_ g ,i. ' tug thus. The second part f tl AI is 

id nun b Al 363. They were Itir.-pad toge  s the outcome o I t Etc .way notbeing cleared - rt;o r; uit in. 

~ggr_~rr1 1 i_ve1 ~ iil~ws. 

`r?tS 4YC .

Signatures (11) 

Witness / Reviewer Horizon Acceptance Pathway 4i 

Test Manager 

Date:   , I ~sG1:. Date. E i) 4F,: 

DSS Ar a a .tt POCL  a  

:tr..d icz A cc st ee D,.tabase l.atc: 

ori I' I of 1 24 September 1999 
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Second Supplemental Agreement Annex to Schedule 2 

Acceptance Incident Form Acceptance Incident Number (1) 

369 
Acceptance Test Name (2) Source (3) Date Observed (4) 

POCL Infrastructure BSM 20/07/99 

Witness/Reviewer who observed Incident (Owner) (5) Authority (6) 

David McLaughlin 
Incident Type (7) Criterion Reference (S) (ii'criteriun not mo) Incident Severity (9) 

---- 536-01 
CCQriterion not met High 

Substantive fault Medium 

Other Low 

Pending 

aor tc 
. 

Description of Incident (10) 
The bar code scanner reliability is questionable in relation to OBCS transactions where there has been I :g 

number of rejections of pension and allowance books. 

Signatures (11) 

Witness / Reviewer Horizon Acceptance Pathway AIM 
Test Manager 

Date: Date: Date: Date: 
DSS Acceptance Manager POCL Business Assurance 

Entered in Acceptance Database Date: 

Version 1.0 1 of 1 24 September 1999 
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Second Supplemental Agreement Annex to Schedule 2 

Acceptance Incident Form Ace I Ya6a t F,x 
7" 

Acceptance Test Name (2) Source (3)

POOL Infrastructure BSM 2OiO7i95)

• ~ , ,7 j (    I ) 

Rod Stocker 
Incident Type (7) Criterion Reference (8) (if criterion not met) Incident Severity (9) 

476-04, 476-05, 537-01 
Criterion not met High 

Substantive fault (T u ) m 

Other Low 

Pending 

None 
D 3 . iption of Incident (I A) 

The contractor shall carry o - I the Services in a eons
the following: 
b) changes to the Services can be made speedily and accurately. 

Upgrade of 299 offices was planned to be done on 10th/11th July such that all offices were able to offer an LTu 
service at start of business on Monday 12 July. Success criteria were identified (see Pathway Report dated 16/7/95 
version 2). Release contents for LT2 were identified in Pathway Report CS/REPi043 version 1.0 dated 9/7/99).

ay upl; sled to LT2 by 0900 hours Monday 12 Jul j 'by IU 2O hours 2SF had uci~ 
- j LTl. The follwing incidents are demonstrations of the failure to meet t3ac 

nurni f E , ct> used is Captions to .dll files: 
outlets U;,' L r. declare stamps, stock and cash (Pathway problem reference PC0027742) 
receipts ri=ot g alto payment errors (FAD codes: 390329, 8523, 13523, 166328) 

,pproximatley 35 outlets made calls to the HSH with the following problem 
appearance of a No Entry sign on the desktop pu. rtf_rs _ontrmi_atzr r {.'a~h.~e ,; , c>L . j, e  t,_

2ch r. ~ g as i ¢hw ( .~t izr foi t. h - pu:  IfM_ C, _... _ 29, 

Signatures (11) 

Witness / Reviewer Horizon Acceptance Pathway AIM 
Test Manager 

~~.  h -I$c. Eg ~X 

 

L) ie. .. 

i ~~~~. tafR'u ellanag r tr+,   

Ernered inAcceptance l)attahase ] 1 yrte, 

Version 1.0 1 of 1 24 September 1999 
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Second Supplemental Agreement Annex to Schedule 2 

Acceptance Incident Form Acceptance Incident Number (1) 

376 
Acceptance Test Name (2) Source (3) Date Observed (4) 

TIP Interface BSM 19707/99 

Witness/Reviewer who observed Incident (Owner) (5) Authority (6) 

Martin Box 
Incident Type (7) Criterion Reference (8) (if criterion not 

met) 

Incident Severity (9) 

Cntenon not t ) 
831-01 

High 

Substantive fault Medium. 

Other Low 

Pending 

None 
Description of Incident (10) 
New Description: AIS contravention/ Data integrity - derived cash account not equal to the electronic cash 
account.Incidents (TIP 821, 822, 846, 855, 856, 857, 858, 859, 864, 965, 866, 868, 869, 870, 873, 874) have been 
raised by TIP in respect of all transactions that constitute a cash account have not been received by TIP or when 
electronic cash accounts received where transactions that have been conducted and received by TIP are missing from 
the respective cash account lines. These issues have come to light when comparing a TIP derived cash account with 
the electronic cash account sent by Pathway. Not all instances of similar occurrences have been logged by TIP as the 
physical resource to check each occurrence of a difference within the derived versus the electronic is not available. 
It was expected that this facility would by now be comparing like with like. This is very significant. Missing 
transactions and missing cash account line entries cause reconciliation failures within POCL back end systems and 
error resolution is invoked. The cash account produced by the Organisational Unit in these instances must be in 
doubt and is not a fair reflection of the business undertaken at each Organisational Unit. A subpostmaster may be 
asked to bring to account an error, but the error was produced via system failure rather than human failure. Many 
hours of investigation at both the front end and back end have taken place to help resolve these problems. The 
benefits assigned to POCL back end system in respect of an automated cash account are being questioned. 
Severity: POCL - high - would effect POCL's ability to produce an accurate cash account. 

PWY - accept the problem exists. Would argue about the severity - would it genuinly effect the accounting 
integrity as it currently exists? 

Rectification: Steve Warwick to provide rectification of this issue. PWY understand the problem and are currently 
working on the fix. Steve Warwick to provide details. 

Signatures (11) 

Witness I Reviewer Horizon Acceptance Pathway AIM 
Test Manager 

Date: Date: Date: Date: 
DSS Acceptance Manager POCL Business Assurance 

Entered in Acceptance Database Date: 

Version 1.0 1 of 1 24 September 1999 
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Second Supplemental Agreement Annex to Schedule 2 

Acceptance Incident FOrn Acceptance Incident Number (1) 

378 
Acceptance Test Name (2) Source (3) Date Observed (4) 

TIP Interface BSM 19/07/99 

Witness/Reviewer who observed Incident (Owner) (5) Authority (6) 

Martin Box 
Incident Type (7) Criterion Reference (8) (if criterkm not met) Incident Severity (9) 

Criterion not met high 

Substantive fault Medium 

Other Low 

Pending 

None 
Description of Incident (10) 
New Description: Incidents (TIP 806, 867) have been raised in respect of a cash account sub file coHrairkr ory 
stock holding records and not a cash account rer'nr:l rz@> expected. This held up the processing of thr  count 
within POCL's back end systems. This was correctly rejected by TIP. 

Severity: POCL - medium - due to time taken to investigate each problem and knock on impact on POCL back 
end systems. 

PWY - accept the problem exists. Dispute medium rating, 

Rectification: Steve Warwick to provide rectification of this issue. A fix exists - Steve to provide details of dates for 
download to outlets so TIP can monitor the rectification. 

Signatures (11) 

Witness / Reviewer Horizon Acceptance Pathway AIM 
Test Manager 

Date: Date: Date: Date: 
DSS Acceptance Manager POCL Business Assurance 

Entered in Acceptance Database Date: 

Version 1,0 1 of 1 24 September 1999 
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Second Supplemental Agreement Annex to Schedule 2 

Acceptance Incident Form Acc~

39O 

Acceptance 'lest Name (2) (4) 

.1' S Review 0910//99 

I  P (ms`s) 4122t'B?'~

Bob Cragg 
Incident Type (7) Criterion Reference (8) (ifcdterion not met) Incident Severity (9) 

549-02, PS-32 
Criterion not met High 

Substantive fault Mediurn) 

Other Low 

Pending 
Ilj

Descrwp t . n , t . u i (i .1) 

Recovery facilities are inadequate for the recovery of transactions. They fail criterion 32, 549/2This area of 

functionality is weak and requires the operator to declare the reversal as a lost transaction and then at a later point 

reverse the recovered transaction. This procedure is difficult to operate and does not provide full audit trail for 

reversed transactions. When declaring the transactions that have been missed the range is referred to as the "gap". It 

has come to light that the NR2 system only supports one gap. Due to the business need to continue trading by 

delaying the recovery, it is possible that additional failures will create further "gaps" . Since the system does not 

support this there is a shortfall in process I procedures. 

Signatures (11) 

Witness 1 Reviewer Horizon Acceptance Pathway AIM 

Test Manager 

red in Acceptance Database i 1 itw,a 

Version 1.0 1 of 1 24 September 1999 
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Second Supplemental Agreement Annex to Schedule 2 

Acceptance Incident Form Acceptance Incident Number (1) 

Acceptance Twst Name (2) . 6, (• ) 1$ aIe 011,

Security BSM

„ v 6tE14 s., . t ~c,4 § hO at' l. ) 

Jeremy Folkes
Incident Type (7) Criterion Reference (8) (it'criterion not met) Incident Severity (9) 

Criterion not met 

Substantive fault 

Other 

698-01, 698-02, 698-03, PS-22, PS-39, PS-40, PS-41 
High 

Medium 

Pending 

None 

1) scription of lacidem (id) 
he physical security controls in t:>r at the two main Pathway data centres at Bootle and Wigan are deficient in a 

lumber of areas,. when measured against best practice, relevant standards (BS7799, as required by 698.03 and PS41, 
)ITSS as required by PS22) and Pathway's own Security Management Procedures (RSiPRO/028 1.0 10.5.99), 
which form part of Pathway's Security Policy (RS/POLI002 4.0 30.4.99), which is in turn the response to 
2eauirement 698.02. 

iIQ an centres are a critical elenienL •,r a' service pr'o,, i s . t_ r , Atli_. arnd cc be protected to an 
to control the S.kU (.; ., _i.l ii£1 .'£1 'uo `3_ i'. '.j£Al 1';Ailr£tiay aa3Ci i,CA L,,-as llei t)`'t I and PS39). 

c the D« ;  .r o .11 ' t^.< ,z~l  .a A, c not met. 0 $ailed comments have been 
rt , ., f1 to ? 7 ~ ,no-,- ;. on a ;_ [,n }^D.7r' a• 1a, t s t it on the 22nd July. However, 

1. The Data Centre is located within 2m of a car park used by staff from a number of other organisations over which 
L Pathway have no control, and to which visitors cars have largely unrestricted access. The DITSS recommends 

25m vehicle exclusion zone. There are no physical restrictions on pedestrian access up to within 2m of the Data 
er}r e, with .the outer site fence claimed purely to be a delimiter and not intended as a physical control. CCTV 

w .at of the car park ;-in to tiro Data Centre does riot app rar ,good, aid POI'L is"a beer denied permission to 
is   vera tigatiE.r to the proximity of the car pair, based on CCTV 

ti"62~ 7 la t^ 41 3 a t i 'a  Y_,, ~C Jo k1Eii hPrtl. d iV f  sir( «va. 

>rotecting the Data Centre itself is in xer ! I- r x~x~s state as to offer only a low level of protection against 
at various points tensioning wires are missing, the fence is not secured to the ground, locks are missing or 

str a pou,- state, the fence is just fixed to the uprights purely by twisted wire,. etc. Although the inner moat is covered 
by an IR alarm and CCTV, this is little mitigation against a quick denial of service attack; as above, POCL have 
been denied permission to view the CCTV coverage. 

1. ii,.. uC:a  _af.: l)  i ?;1;c.  jC. t '.rl., on Y,3(.&',t .a'£ ucc-' J.~_t:C tP a'.,a t, W._ Cu Lat~. g_  .a : waS 

a,r, 0i.' S. r_C1➢iQ I-vr.; £'2r..1 alt- a LE '<;C  fl(J

tliri C, (rlF *, 1 41, rf4t i.F ., P7 ,, K i4~ ~3 Un~. ~tS, '3; Y . ._i J~go7 cbGaa a5' 1C,t,CUtkfr:}T?r. { Lr .,. £,; 6 "i, t'; fit,cm , (➢f

-cI rx , . .2r. _ .? r~ o~ rri or r lar-r- ti is unlikely to t etectic 
Inc CC' 

l'~ 
..:,acra has been "missing" since the time of our initial visits, and we understand that ICL Pathway have 

declined top y for a CCTV upgrade: The outer site fence is again a delimiter rather than a security barrier. As a 
result, there is in effect public access right up to most of the building, or to within 5m of the Data Centre (although 
the. inner nrntertinn to the Data f'Pntre hag now hee.n hrnnvht nn to a mnrP arrentahle gtandarrll 
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inner pro the Da r has no cceptable standard). 

Note that Pathway's own Security Management Proc _ lures [s5.1. l] refers to "defined perimeters..., with corsi icnf 
level of security" and states that the security measures sl Fall ensure that: 
a) the security of the perimeter is consistent with the v::'. u ° of the assets (including services) under protection 
b) the security perimeter is clearly defined. 

~C ter; j_
i5.X1.1"Set

Ludingservt „> 
F5

T 1 ( _s  c). 

ote also the new Data Protection Act imposes a duty on Information Security. 

Signatures (11) 

Witness / Reviewer Horizon Acceptance 
Test Manager 

Date: I Date: 
DSS Acceptance Manager 

in Acceptance Database 

'athway AIM 

P JCL Business Assurancc

Ittr. : 
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Acceptance Incident Form  .,~ ~ ;dw~ ua r.~~~~ ~~~ (~) 

Acceptance Test Name (2) Source (3)

Service Levels BSM 23101199 

Witness/Reviewer who observed Incident (Owner) (5) 2.q tlrt~ tfr 6) 

David McLaughlin 

Incident Type (7) Criterion Reference (8) (if criterion not met) Incident Severity (9) 

Criterion not met t High 

Stabstantivc fault `, Medium~> 

Other    ) Low 

Pending 

None 

bl It C :t"e.

'1~;~ 4' $i e „t'4'E? a) , Y'' ~~~ .- _.., v7". ..' e. Tel failures in the last 

reporting period and to ; Jet 1

Calls answered within 40s 
Calls abondoned through ring off 
Level I calls resolved within 5 mins 

Level 1 calls resolved within 10 miss 
Level 2 calls resolved within 30 mins 

Level 2 calls resolved within 45 mins 

All of these failures will have an impact on the network and customers. 

Signatures (11) 

Witness / Reviewer Horizon Acceptance Pathway AIM 

Test Manager 

Date: Date: 1»,te:  l u_t 

DSS Acceptance Manager

Festered in Acceptance Database f ate 
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Acceptance Incident Form Acceptance Incident Number (1)

412 
Acceptance Test Name (2) Source (3) Date Observed (4) 

Help Desk BSM 01/09/99 

Witness/Reviewer who observed Incident (Owner) (5) Authority (6) 

Jerome Brice 
Incident Type (7) Criterion Reference (8) (if criterion not met) Incident Severity (9) 

Criterion not met 

Substantive fault 

Other 

High 

Medium 

Low 

ending 

None 
Description of Incident (l i.1) 
Pathway produce a Service ksnien Book reporting pet F ormance against service levels on a motehiy basis. In the July 
1999 Service Review Book.  s._E v':n 1.. ~., '.ors ,  .h: niltal  ., ta u.'„ 2 .}rrtih dt ., y ;; YL i  ~i all r..0 s ei vif. e .levels 

elating to transactic .7

the 22nd July 1999 Adele Kilcoyne requested an ad-hoc report from Pathway to be provided by 3 August. 
nowledged receipt of the request on 29 July. 

'he purpose of this request was: 
to confirm the overall level of service for the purposes of live trial evaluation (the review book does 
of report actual levels of service if the SLA is met) 
to verify that Pa_`: a, , sic calculating these SLAs in accordance with the contract schedules. 

are contracted to provide this information within three working days of the request (Schedule CA15v10r 
tent 914). 

hen this information had not been. received on the 13 August Adele left a message on Richard. Brunskill's mobile 
one, no reply was received. As information had still not been received on 27 August, Adele made a further request. 
response to this request Adele received a phone call from Nicole Meredith of Pathway on the 27 August who 
)orted that they were now looking into this and would produce the information as soon as possible, and that the 
rson who is dealing would be back the following week. 
ie reason given for the delay was that the information was not available until now: 

r,i'today, 1 St, iwi _"eL. t" s ,.r_c nma ioe_ has still not been sue"p'_ed. 

~ ;is reason tven Est th. th~ _, ,; ar rfzui s tit, ,f _°o e E_iai sfee fdiiowing reasons: 

i9  l's" data a' not ts' del tI ii toa Ph i: . bee -' i t s7ible to report that they had passed the service levels - this 
sills r 2t ; the .-,+, tJ  of l r_;a 

the computation oft_'sese service levels requires transaction counting (for the purposes of weighting fall-back 
transactions and the calculation of remedies). Without this information we do not have assurance on how transactions 
are being counted in the live environment for Service Levels. We know from a meeting between Liz Blackburn and 
Graham Wingrove and Dave Fletcher of Pathway (9 July 1999) that the system cannot currently count as defined for 
steady state charging purposes as defined in Schedule At2. 

Pathway have not provided assurance that data will be available to tirnescales in the future. Adele Kilcoyne raised 
Pathway's refusal to provide three such previous requests at the 21 July Service Review Forum. She asked for 
e.Jarification of the agreement to provide information in this mannt:r ask also asked why no reason had been given for 
out be able to supply this d a. R t r a 13ra.n.5 di`_ stated'that fron.this point' forward all ad hoe: 1 c.tatest., tould be ssa:ot 

a te ,r o'ro.ezned ...." tiht  , s:s a  to tc n ieect (these C'crr.rrieoas aie as Fain 'e dd i arlw I d ,'av's 

if t s B 
t
 #Pv rPcrrrrrceai and are: not c  l 1'er,

h ; i 1 1 of 2 %¢ ts'mb' z 
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statement on 27 August suggests that they are insufficiently resourced and are not capable of meeting the required 
timescales for delivery. 

Signatures (11) 

Witness / Reviewer Horizon Acceptance 
Test Manager 

Pathway AIM 

Date: Date: Date: Date: 
DSS Acceptance Manager POCL Business Assurance 

Entered in Acceptance Database Bate: 
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Acceptance Incident Analysis Form I o he completed by the ICL Pathway Acceptance Manager: 

to be th en to the Horizon Acceptance Incident Manager 

St.  a' .t k1.4. nl1 ` 1l

Analysed Incident Severity (4) 

EPOSS 

all k "s4."dl'LA 1 tie °'+,m , h,°'$` (2I 

t' .i  AtEl";ts +t °kpT 

✓~,~ d et t~ 
Analysis if Aced Lance Incident (6) 

F our calls E~ . _ 14c, [ H n 12._, . jeidc rl' incidc 

Tn addititsry , e 7 1 -,, inf~rttied of a ftlrtller 7 incidents hi C I' 2r", ri. {i 
v l 

analysis c®f , hick bas been sent 

>: p . at V.j a ?I,l;s, t a; , a l t, Tile in €lr ,tr., .vj r_, of A -„-' I sl /a'; i ,; f. ,4t tli ;=r itc ,.n =ft 1j1 d

i`:ot'.er :Ire 1 irio: r_;illi:','d .n e s.`:r1 do M' 'eti n' r _roT ! S ,lt'1t la ,. bcok W 1'",l  t)l::la

is bad ft. bc; a audy been re' s er ed :lut an a ; oc: C t, d r.:ad•~ 
the 7th incident was caused by the t et .rs ;l c I' aee_ 1_ztrt, a el t'lon-Accounting Dort_ ti Las ctions within a si. tg-- 
Existing Reversals session, This sla u. j r U ,;a .ca. is yinendment to Ire ' r:r. transactions with 

ta action ma, o Ex z1 , , .as,_~ ;_ ~l _ ._!sac ,i aao_1 1I l'inIC `tt i-

~f4'. -_ ems,."t.`; 1 - . S 1 S .4 6

,d of S 'n;., . nts in tine i; " I _ e were c j,, ' 7:, ), i' ; i.; orrect modes, as for 

t~_';LD 99U ri JJ
,1 

, . 1L  " ,c. 160116, P' cdt_L 73'(}_, as :...; at ,4 ? ..'f%; .;S ( : i.. <<f,r~.-.l

CrU "w1f_' a -ti'1.iV~tlls_ t uia the' t F E11L'. the ti,.ilyL't tHI its L o `,tJ'ttic'L =111 Clef 1.! .;t'YCcl

.`roi~~ ,j ._, L k ,t t •,~,i71 ` LI . -' it , 'L on, Fix to i and 5 j~ ...+ .;:.i . 1 ,fi,: c' ,. v) _1 n, )~ 1 ;ff t. . n p 'C':"i

t1-1 t t z 51 r w nat ,c: b an .t,.n s j~wh allot a dw >r; s,

`0J:--ss ':o , C, vU 1S'"iL- NU, _, i € 1 ol_:.ul <ol .,l.t of 11HI t._<a "l  V it,. ,t  u' °_ ,t ~ L(: ' t,' 4 ' , IY

?: 21 4,_ TO ~. ~+. , ,.D411 .. C" ..~ .. 1~ (iu .. ✓CJ.LG". €f) 
, . h ,. ,. . 

- ~ and at L, r.. .o r~ .~ _Enr .r j  r.t  t .t~'c Sk ac 1 '1
t_I

1hefixwa. L . . 1_ r! 3i 'p v, rm 

`silt 1 J' ,''J'S It - J r i'C ,?Ilj .eta L%L,1% g ' PS eC4i3 ̀ J:x`y Jt CiIa1C_L}I~ sC< <bl` .CI era. 1 hi Ci APS i;aj_7anwL yr dv'-

_q1L .,C uA USP '{IC :30, _ L ;,C .[ b7' o rt L1 kaz.1aL'e. Fix , -ii EFJ+ ,ty , eta-,=Jt'

pot. Lud in Ii' ,'e bI 4t 0C pL

of continuation r 

Clearance Action (7) 

athway to deliver fixes and monitoring to continue for four as 4it a_` r a , fix_ 

Number of continuation pages 

Acceptance Incident Status (open' 
'a r jl sd ftete v(Zec[unnl.j;i t ci t,~l'k t't ) 

I propose the Clearance Action 
and Ti cident Status described 
abuse P. John 

Agi and Resolution Plan. 

ICL Pathwaty Test 
Manager 

9 
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Horizon Acceptance date; 
Action ia; t tn< ,-;s StatL, Test Manager 
described abcn e 

Horizon Acceptance Incident Manager Date: 

DSS Acceptance Manager POCL Business Assurance 

I Date: I I Late: 
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ICL Pathway Resolution Plan Ref CR/ACD/218 
Version: 0.5 

Acceptance Incident 218 Date: 23/9/99 

Document Title: Resolution Plan for Acceptance Incident 218 

Document Type:

Abstract: This document contains ICL Pathway's plan to Close 
Acceptance Incident 218 

Status: Issued 

Expert: 
Peter Copping 

ICL Pathway: 

Library 

POCL: 
Steve Grayston 
John Meagher 
Min Burdett 
Jeff Austin 

a ..w: W M Foley 

Comments to: Pathway fist 

Comments by: 
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ton Plan Ref: CRIACD121,8 
Version: 0.5 

.c :c trtit ce Incident 218 Date: 23/9/99 

y r3'gfs t control 

6i Document history 

Version Date Reason 

0.1 20/8/99 Initial draft for cote, ,v t3 

0.2 to '". Agreed Resoluti an 

0.3 22/9/99 Amended following POCL feedback 

0.4 22/9/99 To include critical sucre - factors 

0.5 Further updates arising  drafting of Schedule 2 Part A of 
the second supplementary agreement 

L x Posh: t Signature Date 

J ii Bennett Made n. Y '' I rt'.,tc. 

J C C Dicks Ct ..__ b .~

Director 

W M. Foley Business Development 
Director 

J. Associated documents 

r  a " F:: Title Source 

.. . . ,i44U'r, 4 ~ :k r .ir 

J 1999 ICI. Pathway Ltd CO RCIAL IN COQ FHA )LICE" Page 2 of 7 
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fi r;= ,wry [s s as Ref: CR/ACr u 
Version: 0.5 

an .e 41ta wit er 2`i Date: 23/9/99 

lr: . "content 

1. PURPOSE .........................................................................................................................4 

2 SUMMARY ...................................................................................................................... 4 

DETAILED ACT is ̀ I 
„
IFS ..............................................................................................4 

1999 [CL Pathway Ltd. COMMERCIAL IN CO[ F1 aE aC Page 3 of 7 
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I, ..,. nth 'rsi Re 'u Ref: CR/ACD/218 
Version: 0.5 

Acceptanc 218 Date: 23/9/99 

a s 

zt ICL Pa1w\'s_ 
i Acceptance Incident 218, 

resolution plan and that its 
Eo.Sed. 

2 Summary 

The Acceptance Incident was raised stating that "the majc.~•it rY 4, fa .Os ,u r~ 
experiencing considerable ongoing difficulty in performil y 1 ,«a ir; el I $r,
cash accouni:s. 

Eai  t4 L k 7rii 'ii4" 

F L Q E.-U1 i4,. P- _ 0; x i~ . L kI

. L }v :£. )lutl{.? F_.a.L'1

,den drawn up and ver , __ ,.ad to ICL, PLEti.wvav on 26 a ;i :st 1999 

1 ; closure report reflects the application of the appropriate set of success crit.°r { ,ud 
;-rrss refers to the relevant measurement, analysis and 'agreement to close' rt,,,i i : to 
be included in version 0.3 of the Rectification Plan. 

3 Detailed activities 

These have been in the areas described  14 e applicable the dates associated 
ti these a .t.. L.-s are contained within th "? E . ,o.,-~D , '.Part B of Schedule 2 of the 

vas ix Sai ,1c E c 3LL,ry Agreement ("the tii .ef

: .11a211rs'f; 7 .,`.r . It 

(L ~(` 1h,th " oft ,'7c f'   ounCi. 1_ fL o.!' c „' to ,l" ka.'! ¢3RD 

~."k it1' is +€: " ~l~%";iT~1?"t i €7 , ~,:r:aplete. 'l  ~': .. 

311DI -:; ientet to!- f F _' „7: 'i F  ° .i: ccessful in live n~~;:. 

Training: changes have b ,c blade to the managers' tE o  event to spend n ore 
time on the areas of error handling, printer use and rti_wipally stock unit balarnci ig 
and cash account. Again, these changes have pr successful in live events. 

t 1p Desk: Thr i ;-izon Helpc . r_ ' I ` , !j l; s; now -. : { -ngthenecl " 
CiiE 'h 

i ,~ i ti w, i f~, .~C. f k ~"1,i(  ¢.d_ , .lea 

pi bleIaa. . 

Further to the activities above, a workshop took place on 13th August which 
identified seven specific areas for potential improvement in association with A1218. 
Commercial consequences of the actions below are agreed in an exchange of letters 
between Bruce McNiven of POCL and Liam Foley of ICL Pathway(ref B.McNiven 
letter of 3rd Sept. and Liam Foley's letter of 8th Sept.). 

These areas areas f 

1999 ICL Pathway Ltd C•SL i n »~';IAL.. IN CONFIDENCE Page 4 of`7 



POL00325269 
POL00325269 

:C•.., "~ 1+ ` nd a3 xWfi 1'"h Ref: CR/ACD/218 
Version: 0.5 

A ci e Y`t '.d Date: 23/9/99 

• Pre-Entry Event 

ICL Pathway has offered to develop and run 370 half day events for a maximum of 
4,400 office managers. This is a new event and the dates for the development of this 
event are covered in detail within the timetable. Specification of the event is defined 
in doc. IM/PRO/172, version 0.2 - Specification of pre-entry event. This specification 
has been agreed with POCL through joint working groups. 

• Post Installation Care 

References were made in the success criteria for \ t 
- 

l 8 to the importance of an agreed 
resolution plan for AI408. It has been jointly ,cy, red that the Resolution Plan for 
A1408 is sufficient to cover any residual con out post installation care and 
consequent references ter training. 

• Post Installatio C'timpetency Strategy 

The joint workshop o: 3 August accepted that not all users within the large 
population will `absorh l-lorizon. This may eventually call for closure of the clot fz#.. 
replacement of the h-postmaster or training of additional staff. It has bee°
between , . t. r,~ iCCL Pathwa t , i other steps taker, R Thin lb lution pL i 
sl ofthh t<nyresidt°: , i, ; P ; y„ , t?rkindledby 
P(  , . Pi Lss. This is 
re able. 

• 1 u  Of Training Debi, e 

ICL F, r his produced I:,~i.' „~,' :+ .1 ,i0.; 1).2 - ti4 ng of 
p_ t, Tr ;ll ,.. .  i.f,'hity to deta { 

t 
,)i~~ ~

1
rS' ~, .E ?, 'i;

y
a, _ 'ti;ares

T
t s,t are ca , ➢~ `%i by 

K!i t4` ( r 1 " i ,`i 3? . lhd

re P~ @ „~, ,  ,~,.,,~; a. ~r.~ _~s~e. , , P ~  ~ t~ ~  .°~ LIB ~ ~~  Lte 
of oalc do'':i l 

• User Competency 

POOL a. (1 that the 1 Standard .n. ( , r<,°,rifl x:00 
Sc jt ceve v itl"i potentially to rainc I,' tlr t Il Y ,ai¢i, tr, 

1,';ass 

th". '",, . w11 I subs I .,,V,at fi r. ,1 rs~n gi '41i; ive 

en tl2'XJ ( ,A zr l I } 45`>` la

PS,k .. (l `t> ,h , H r'  r l i . .,i ,;: a .+4 a~. ~a.;ter on the training courses. Ile.
to ach1L c till ._i .' IlC eu a Ill t`i F 7 YP ➢`, ~,'1+2. 

• Post Training Consolidation 

It s recomised by POCL and I(" ` I = C iln .~r ~ .~ , ~r::~.: ~i ;r ~l of 
tl" P,YII(21 -If_` ,. t1t'lt )1, i' 't~f, , Y'si_ ti . nrlrf gate ti t t 1<. n7' . ( ,~,ai'~ `'? + ~ 

ld 7kE,<ki R-_°." . ~! ,r.c~   ~~5. Vvork on this subject is on-
go 11 and the activitiesai Ci:eil iii Clio til"

0 Agreed Training Cots °se Changes 

h(_' nges raise by T, - ? o Jason. of na I. , P . r°,
0 l.i.lL4li_ ll v ,_ .11 ill

OC 1999 ICI:; Pathway Ltd. COMMERCIAL IN COI FII NC_v Page S of 7 
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CI.... ^ l? _€ r ' , a '~"  Ref: CF'
Version: 0.5 

's `wxp'Lauri~ e E idu i 2 ,1d Date: 23/9/99 

^.11 of the above areas of activity are reflected in the timetable and all activities 
; completc:c, i ave been. L ..C:°„ at:L;

t t l P .\NUF11!' C I l 1. 1' - 218 

C ___JICAL SUCCESS FACTORS 

The l '', =°wing table defines the crit w  , . 
at  act U 

es U  'fi. 1~ 1i (.  '~.v  ,4f,.._..:.!,!,

Horizon , 

r Measure Target 

Reduction in demand on support - On average NBSC should not receive 
Measured through a reduction in the more than 1.2 calls per week from 
number of calls (at the peak time on outlets when performing their first two 
Wednesday evening and Thursday balances. 
n .;rit=1 for advice and guidance to 

*.k unit balancing, office 
ffi ;icing +r'-. ?uetion of the cash 
:aunt reec 'a at the HSH and/or at 

the NBSC. 

Two time per' s ?ef'Tned: 

peak: 161 ° 1 ' ̀ ; ) i:.,f r~ - Thurs 12.00 
noon 

off-peak; t c_; 1 Ui-.v ° cek 

ICL Pathway to provide details of 
calls received at HSH from additional 
offices, breaking out calls by 
categories, date, FAD code and 
associated pinICL number 

f 5 mina cam- 1' - 
. 

The number of offices unable to Zero 
complete the cash account balance 
process and produce a cash account 
balance. 

;`,atI7 cs cnt "' r 'q(ti '  "s..",'l'k, '1 (  L(at 

.\ ft' .t j

rcj 1Yl a Sld1 donsidc. C ' 

C 9f'-) r'L Pathway Lld COMMERCIAL IN CONFIDENCE a 6 4-
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ICS Pathway Resolution Plan Ref CR/ACD/218 
Version: 0.5 

Acceptance Incident 218 Date: 2319/99 

valid. 

Time taken to produce a stock unit In a typical sub-post office the overall 
balance, the office balance and finally process for producing stock unit 
produce a cash account. balances, an office balance and the cash 

account should be completed within 
2.5 hours. In an ECCO office the 

It is assumed that the time taken for process should be completed within 
balancing excludes any instances 4.5hours. 
where business related discrepancies 
occur, e.g lost vouchers etc. 

User generated error reported by TP, Pre Horizon baseline level for same 
in both CLASS and PIVOT. outlets. 

Level of success of Users against the At least 95% success rate. 
Performance Standard Assessment 
(PSA). 

All support material must mirror the There should be no inconsistencies (as 
system e.g. training materials, guides, reported to the NBSC). 
operating manuals and Training [Mitigation - Where inconsistencies are 
Mode. identified there should be an agreed 

resolution plan.] 

C? 1999 I i. Pathway Ltd COMMERCIAL. IN CONFIDENCE Page 7 of 7 
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ICL 1rr. itance In 1tl Lit 298 `^: 1 .t e`d Ref: CR/ACD/298 
1, Version: 0.8 

Date: 23/9/99 

Document Title: Acceptance Incident 298 -- Resolution Plan. 

i ent Types

Abstract: This document contains ICL Pathway's updated resolution plan 
for Acceptance Incident 298. 

Status: Draft 

i > Expert: 
Peter Copping 

POC L: 

John Meagher 
Min Burdett 
Jeff Austin 

Author:  iol.lingsworth 

Comments to: Pathway list 
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ICL ~t _ In I is J Resolution Ref: CR/ACD/298 

Pathway Version: 0.8 
Date. 23/9/99 

0 Document control 

0.1 Document history 

Version Date Reason 

0.1 20/8/99 Initial draft for comments 

0.2 24/9/99 Version for the Expert and workshop

0.3 2/9/99 Redrafted as a resolution plan 

0.4 9/9/99 Mitcrial added on longer term
pi ntion for future releases; distributed as a draft at 
Acceptance Workshop 9/9/99 

0.5 10/9/99 Statistics updated to CAP 24; amendments to show statistics 
by counter volumes as a result of Acceptance Workshop 
9/9/99 

0.6 16/9/99 Summary & outline forward projections added to Section 
5.2.4; additional material incorporated into Section 5.5, 
following review with POCL 

0.7 22/9/99 Section 5.4.4 updated to reflect agreement on monitoring 
process during Oct/Nov. 

[DN: Partial results for CAP26 have been included in this 
draft and should be disregarded.] 

0.# 23/9/99 Further updates arising from drafting of Schedule 2 Part A of 
the second supplementary agreement 

O2 Appro ' 

Name 

J H Bennett 

J C C Dicks 

T P Austin 

( authorities 

Position

Managing Director 

Customer Requirements 
Director 

Development Director 

,. o is J eJments 

a b i"t"s I f 

Date 

Source 
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ICL Acceptance Incident solution 
Path ay W 

Ref: CR/ACD/298 
Version: 0.8 

Date: 23/9/99 
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Ref:
Version: (i.3 

Date: 2j<JI99 

'dbeofCo`1`w t 

fl I fl° 1 :................................. 

L.̀ , ''. . .............................. 

S 

4 POCL POSITION......... .............................................................................................................................. 5 

5 PATHWAY POSITION ................................ ...................................... 6 

5.1 PATHWAY WORK PROGRAMME ..........................;...,..,........,......,........,...........,........................................... 6 
5.1.1 Short- Medium Term Activities .............................:...............................................................::............. 6 
S.1, 2 .Medium-Long Term Activities ............................._.................. _................... -........,........,....................... 6 

5.2 STATISTICS FOR THE PERIOD SINCE 29 JULY ..............................................................._.,,......................-..- 6 
5.2.1 High level analysis ......................:..........................................................................:.............................. 6 
5.2.2 System Load Events & "Unauthorised" Reboots° ............::.........:.............................:.....:.................... 7 
5.2.3 System Incident Metrics ....................................................................................................................... 7 
5.2.4 Summary Position (CAP 25) & Future Projections ..........................................................................10 

5.3 DETAILED INCIDENT ANALYSIS, CATEGORISATION & RESOLUTION .........................:.:...........................13. 
5.3.1 Button No Entry Signs ....................................................................................,..,.........,,....,,.,.....,.,..... 13 
5.3.2 Suspense Account Print ......................................................................................................................1.4 
5..3.3 Virtual Memory Problems ................................................................................................ ............... 15 
5:3.4 Printer Hanging.......... ............................................................................................... .. 15 
5

.3.5 

Freezing 

during/after 

log-on ............................................................................................................. 16 
5.3.6 Fl Twice during log-on ..................................................................................................................... 17 
5,3.7 System Busy Message ............................................::.......,...;................................,....°...................,....:.17 
5.3.8 Query Logged-on Users Message .............._........................................_.........._.._.....,.,,.,.._-.........,.,... 18 
5.3.9 Miscellaneous Freezing / Usage....... ................. ......................................,.........,..............................1.9 
5.3.10 Counter Printer problems .................:.............................................................................................. 19 
S.3.11 APSProblems .................................,..........,,.....,....,,,.:,.........,............;;.........,:.::..............................: 20 
5.3.12 OBCS Problems ........................................................................................:...................................... 20 
5.3.13 Counter Printer Busy Problems ...................;.........................................................................,......... 221 

5.4 RESOLUTION OF INCIDENT METRICS ........................................................................................................:21 
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Version: 0.8 

Date: 23/9/99 

This paper seeks agreed ways forward to resolve the system instability issues. 

2 Summary 

Pathway presents for review the relevant statistics for the period since 29 July, with 
particular reference to System. Load Events; the progress to date at a detailed level.; 
and the approach to future measurement, which it is proposed will involve POCL. 

3 Criteria 

The Criterion cited is 536/1.. 

"peripheral and input devices supplied as part of the elements of the Service 
Infrastructure on which OPS is provided shall be reliable, robust and easy to use". 

4 POCL position 

Based upon the minutes of the Acceptance Board Meeting of 18 August 1999, POCL 
contended that: 

"the proposed rectification plan does not provide an understanding of how the 
problems will be resolved by the proposed fixes. It is also unclear when fixes will be 
implemented". 

"POCL would need to see the outturn of [the fixes] as this was the only way to 
confirm the impact of the changes". 

"evidence from ringarounds suggested the problem could be 50% higher than 
reported at the help desk and that there was no clear evidence from Pathway to 
confirm or deny this". 

At the Acceptance Workshop on 6 h̀ September POCL introduced a proposed metric 
of 1 system "lock-up" or "crash" (requiring reboot) per counter PC per annum. This 
is based upon the achievement of a 95% reduction in stability incidents reported 
against week 19 and is said to be broadly in line with system stability statistics from 
ECCO and ALPS. 
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The ICL Pathway programme of work to stabilise the current level of system 
comprises root cause analysis and resolution of system incidents: 

• detailed examination of Horizon System Help Desk call records 

• direct telephone contact with post offices to f J 1 1 t_fl fI. 
nature of the problem as seen by the users 

• reconstruction and analysis of problems within Pathway test systems 

• testing and automated distribution of fixes as described in the Accel,=aE
Analysis of 17 August 

The details of this work programme are provided in Section 5.3, which gives an 
analysis of the various system stability faults by category, along with details of fixes 
applied and associated incidents levels pre- and post-fix. 

5.1.2 Medium-ln  Term Activities 

In parallel with this short term activity, a thorough review of the detected faults is 
underway to ascertain their nature and to identify what changes may be appropriate to 
the ongoing Pathway development and testing approach. Section 5.5 of this document 
provides details of the analysis already undertaken in this respect, the initial 
conclusions and suggestions for improved defect removal for future releases. 

_i tc r the period 

5.2.1 High level analysis 

The principal mcisure of systems inst v has been the calls made to the Horizon 
Systems Help L cict ta`t'-epui6, - ., 3 11 m with the functioning of the 
system at the 0 U

For a proportion of such calls the incident is resolved by a system unit reboot (a Help 
Desk "authorised reboot"). In other cases the Help Desk staff may recommend an 
avoidance action that provides a simple workaround to the problem without rebooting 
the system unit. In certain cases the Help Desk may also receive a call from an outlet 
advising that outlet staff have locally initiated a reboot; such calls are recorded by the 
Help Desk and normally provide some additional information relating to the 
circumstances of the incident. 

© 1999 ICL Pathway Ltd COMMERCIAL IN CONFIDENCE Page 6 of 29 



POL00325269 
POL00325269 

CU, 4 c i t nf- arm ~ t 298 — Resolution 

System Load Events &'U nauthorised"  Reboots 

Ref CR/ACD/298 
Version: 0.8 

Date: 23/9/99 

POCL expressed concern over the potential occurrence at outlets of locally initiated 
system unit reboots that had not been reported to the Help Desk. ICL Pathway 
subsequently mounted an exercise to extract this information by extracting and 
analysing the Windows NT System Event Logs at each outlet. This provides precise 
statistics for all System Load Events (SLEs) whatever their cause. By correlating 
these load events with reboot instructions issued at the Help Desk it has been possible 
to produces metrics for both authorised (via HSH) reboots and unauthorised (via local 
office action) reboots. This analysis is continuing on a day by day basis. 

Such unauthorised reboots may occur for a variety of reasons, including: 

in response to a perceived systems malfunction of some kind, where the clerk 
does not contact the Help Desk and initiates such action of his own volition 

in response to an environmental incident such as a power cut or through 
disconnection of the power supply 

through failure to leave the machines switched on during periods of 
unattended operation (e.g. overnight or weekends) with corresponding reboots 
when operation restarts, e.g. on a Monday morning 

Since the circumstances relating to such incidents are unknown, the incidents cannot 
be directly attributed as systems stability incidents and must be excluded from the 
detailed analysis in the following section. Both POCL and LCL Pathway are working 
to reduce the incidence of such reboots to the core unavoidable events (category 2) 
through improved user education and discipline. 

5.2.3 System Incident Metrics 

The high level analysis of system instability incidents thus includes three categories: 

• Authorised reboots (correlated with Help Desk instructions) 

• Unauthorised reboots 

• Total Help Desk system incidents (including authorised reboots and other calls 
closed via avoidance actions) 

Summary totals for the Cash Account Periods 19-26 are shown in the following charts 

(Note that the total for CAP 26 is provisional and the final figure may be subject to 
minor variation once all incidents from the 22"d September have been fully analysed.) 

CJ 1999 ICL Pathway Ltd COMMERCIAL IN CONFIDENCE Page 7 of 29 



POL00325269 
POL00325269 

1 L N t ~af t"a tr # 1" 29  

Pathway l " 

600 

500 

400 

300 

200 

100 

0 

Ref: CR/ACD/298 
Version: 0.8 

Date: 23/9/99 

CAP19 CAP20 CAP21 CAP22 CAP23 CAP24 CAP25 CAP26 

®HSH System Incident Calls .HSH Authorised Reboots 

0Unauthorised Reboots 

IN i ti '_. ,z. ~Ua "l L i x ,~ _1. iiLI! .Ali. L lr ➢ ~s°~~i'::'%_k . {) ~V r Y~ 

C Eltlets; (ii) " ~.'t ~t ,'iSl d

aii:. CAP 2w wic, io the installation ofnL.. r outlets shoe
is expected to continue.) 

A more detailed scheme of incident analysis was instigated by Pathway from CAP23, 
to facilitate focused incident analysis and resolution. This places emphasis on that 
class of incidents which requires a system reboot. From week 24 an individual 
reconciliation of incidents totals between Pathway and POCL has been occurring with 
inclusion of a category for "disputed" items which involve an HSH call but not a 
reboot. For week 23 a retrospective adjustment has been added to the weekly total to 
support comparison between the two weeks. However, direct comparison with earlier 
weeks is not valid since the totals were not reconciled in this way. 

The following chart shows the same data, with the planned reboot data removed 
(31/8/99), CAP 23 adjusted for the bank holiday in terms of incident rate per day, and 
the numbers for each week adjusted for the volume of counters installed. This shows 
the incidence of the same measurements expressed as a rate of occurrence per counter 
per week. 
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From the above analysis it can be seen that there is a reducing trend, particularly 
towards the end of the current period. The chart following shows the incidence e'. 

HSH calls per counter per week relating to systems incidents. The level of HS i t 
(authorised) reboots is now at the level of approximately 0.5 per month per coma

below the first Pathway target (1.0) and the proposed threshold for classification as 
medium severity. 

The increase in incidents in CAP 23 is attributable to the introduction of the " System 
Busy" indicator and a one-off fault introduced into OBCS which both resulted in a 
significant number of new calls. 

The following chart shows the HSH system incident calls separated into those 
requiring a system reboot and those dealt with by advice or other action. 

0.3 

0.25 

0.2 

0.15 

0.1 

0.05 

CAP19 CAP20 CAP21 CAP22 CAP23 GAP24 CAP25 CAP26 

HL,€-6 Authoeised Reiboot_.gail6H A vice of 06 iet Action 

A number ( . 1 ,.-sed HSH calls have not €,. r7 resolved be :~,-~ ;(L Pathway and 
P( T, .is disputed incidents. ch calls incluc w . .° F orlc.,.. . .
kg?r}',,, , , , l ad ratio ms, and a.Il',

S 1' ranter la` conditions, ,, r! !_ 1 .

accepted by i'athway as r :iicati . lity prabl
chart includes the above total:. ,vith disputed its ..,,~n as a separate catego.

The principal incident in the disputed category is that of button locking (see section 
5.3.1). Section 5.4.4 makes it clear that for the period of monitoring, those button 
locking incidents that result in reboots or authorised workarounds will be counted. 
HSH calls other than those, which result in reboots or workarounds due to button 
locking, will not be monitored after CAP26. 
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'® HSH Authorised Reboots f HSH Advice or Other Action O Disputed Items 

5.2.4 Summary Position (CAP 25) & Future Projections 

The incident types have been grouped into 13 categories and a detailed analysis is 
provided in section 5.3. 

Problems Eliminated 

The following incident types have been eliminated with no noted recurrences: 

• Back office printer hanging on final cash account production (Section 5.3.4) 

• The "one-off' OBCS problem (Section 5.3.12) 

• Querying logged-on users problem (Section 5.3.8) 

• Improvements in performance of the suspense account print (Section 5.3.2) 

Problems Significantly Improved 

The following incident types have seen cry , `,. .~ ~*
totally eliminated 

• Button locking problems (Section 5.3.1) have been reduced to a small number of 
incidents, which can be avoided by workaround. 

• Virtual memory and other error mesfi. ,S (Section 5.2.3) 

• APS application problems - associated t . i th printing and recovery (Section 5.3.11) 

AV Ouilu~ ter v 9r° xlcgrrrs 

The following problem areas have seen only minor iii-p o . cII
principal subjects of current analysis and fixes: 

• Freezes during / after log-on and occasionally in other circumstances (Sections 
5.3.5, 5.3.6 &_5.3.9) 
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• Counter printing issues (Sections 5.3.10 & 5.3.13) 

Ref: CR/ACD/298 
Version: 0.8 

Date: 23/9/99 

• System Busy incidents (Section 5.3.7), although these are being re-categorised 
into the underlying problems 

The history of the main types of incident is sho the char. ' ! w, shown o:
same scale as individual incident rates in section _+ . (incidents o 'ing pr

per annum). This indicates the history of when sign f cant systettd
been experienced and eliminated. 

16 

14 

12 

10 

Gy. 
C+ OP cY GP cY cY 

01 

■ vuIera 

R System Busy 

®Application Problems 

p Button Lockung 

o Freezing 

g Back Office Printing 

o Counter printing 

This chart shows that the three significant incident categories as of CAPS 24-26 are 
counter printing, system freeze conditions and system busy. (It is also apparent that 
various AP problems in CAPs 19-23 were related to counter printer incidents, giving 
rise to an understatement of such printer conditions during these weeks.) 

Future Incident Rates 

These are based upon an assessment of the current known problem areas with fixes 
either in preparation or distribution, plus an expectation of smaller " second phase" 
improvements in the longer term to tackle residual incident types in significant 
categories. 

The main short term fixes assessed include: 

1. The "Double Fl" fix to relieve system freezes during log-on (week 25) plus 
diagnostic to provide more details of other freeze conditions (should reduce 40-
50% of freeze conditions) 

2. The. fix to the Riposte Peripheral Ser- ;r aj i related incidents involving 2" d page 
GIRO reports 

3. Elimination of print contention by locking "Previous" during print format 
operations 

: 3 should elrj lli: .tL L 1 i z 'rs ig incidents and L

6/27) 
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4. Alleviation of hutton locl~in p problem a wlhen an FPOSS receipt is printed after an Y
APS receipt ~ ,e~~ .~c? c`14C11d V, ! ,WP [ ? , :,UhS1amia1. atflJ —

issued in CA If 2 

5. A revised version of System Busy based upon Riposte Desktop processor time 
rather than total system time (this should eliminate some instances where system 
busy is active because of background tasks rather than mainstream counter 
operations) --- issued in CAP 25 

The future projections are separated into near term values for CAP 26 and 27, based 
upon extrapolation of the HSH authorised reboot levels, and a set of medium term 
values based upon system incident rates. All projections were made during CAP 25 
based upon the actual field data obtained up to and including CAP 24. The 
(provisional) actual figures for CAP

Near Term Projections 

Projected Reboot Incidence 

0.15 

0.1 _...—..__... —... 

1T [1 0.05 __.. 

[1 1T H I per 3 
months 

0 level 
CAP CAP CAP CAP CAP CAP CAP CAP 
24 25 26 27 28 29 30 31 

Medium Term Pj°ojec:lurrn. 

A similar chart for systems incident rate and an extrapolation for actual HSH call 
volumes are shown below. 

10 

8 

6 

4 

2 

0 

Projected Incident Rate (Per Counter Per Annum) 

CAP CAP CAP CAP CAP CAP CA.P CAP CAP CAP CAP 
24 25 26 27 28 29 30 31 32 33 34 

The single most significant drop is associated with counter printing fixes expected for 
issue during CAP 26/7 and showing in the projection for CAP 28. 
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Taking account of the projected increase in counter population this leads to the 
following outline profile of incidents at the HSH. 

350 

300 
250 

200 

150 

100 
50 

Projected Incident Volumes (Per Week) 

fl ri I 
i 

CAP CAP CAP CAP CAP CAP CAP CAP CAP CAP CAP 
24 25 26 27 28 29 30 31 32 33 34 

re uctlo Volull tk

is a steady t tr buildup

5.3 Detailed Incident Arya l `' i' , „<a cj„+a is " fi''`r,  I pt t'y 

To facilitate , sys
ins?i  i i y associ part of 

Si r,E.ein operation. 10 l Y' -. ail ldence In Inc l lr; ,ving stabiltt of the sy51c.°fah 

incidents are recorded as s. 4ii totals within each category, to allo correlation against 
the dates at which particular fixes were issued to resolve specific problems. This 
analysis includes all system stability incidents whether resolved by a system reboot or 
by procedural workaround. 

As detailed investigation of incidents proceeds, certain faults may be grouped together 
into a new category. Initially 12 categories were identified. At week CAP24 a number 
of system busy incidents (category 7) have been categorised differently as the detail of 
the fault has been understood. Certain incidents previously recorded under "system 
busy" have been identified as hang during/after log-on (category 5) and a specific 
problem associated with the counter printer during busy conditions has been created 
(category 13). 

From version 0.5 of this document, the incident count has been based against the 
number of counters installed and quoted as average incidents per counter per annum. 

.' ~1 Button No Entry Signs 

From time to time under normal system operation Horizon buttons are "locked" to 
pr{.: E,.,cr entry to the particular function at that point in the menu navigation. Such 
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locked buttons are represented to the user by a "no entry" sign across the button. 
Examples of legitimate usage of locked functions include: 

• prevention of more than one user selecting cash account functions or producing 
certain types of daily printed report 

• prevention of logout or entry to training mode when a suspended session exists 

At LT2 substantial changes were made to button locking particularly to prevent access 
to conflicting functions during cash account and printing functions. The logic 
associated with button locking is complex and typically requires combinatorial 
analysis of multiple conditions. 

Fixes were issued to correct the majority of incidents recorded within this category, by 
correcting the complex logic associated with button locking. A minor residual usage 
problem has been identified, which results in button locking if the printer goes offline 
immediately following a SU balance report. This problem has a simple workaround 
and does not require a reboot. 

The history of button locking incidents is shown below. 

Button No Entry Signs 

Note that reported incidents tend to be higher on cash account days because of a 
higher incidence of legitimate button locking associated with cash account and office 
printing functions. A number of disputed items (incidents which do not require 
reboot) are excluded from week 23/24. With these included the average incident rate 
is running at approximately 1 — 1  per counter p.a. 

5.3.2 Suspense Account Print 

The suspense account was taking an excessive time to print under certain 
circumstances, giving the appearance of a system hang. A fix to improve the 
performance was issued in two parts. The history of such incidents is provided below. 
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the 2 final copies of the cash account was identified, using results obtained from a 
diagnostic fix distributed to the live estate. The fix to the cash account print routine 
was issued on the 7" September. There have been no occurrences during the following 
two weeks (CAPs 24 & 25) 

Ca a 1, F°' " P i;;,: Hang 

CAP19 CAP20 CAP21 CAF22 CAP23 CAP24 CAP25 CAP26 

55 r 3. Freezing during /after log-on 

_'\ number of incidents were observed in which the system froze after user log-on to 
Riposte. On detailed investigation these were all connected with the Riposte (35 day) 
message archiving procedure. After log-on various Riposte checks are called to trace 
message sequences for integrity and (potential) recovery requirements. It was found 
that certain of these routines were attempting to check message sequences which lay 
beyond the message archiving window, resulting in system lock-up when the 
messages could not be accessed. Three fixes were issued covering APS recovery 
routines and Stock Unit checking. 

Freezing during/after Log-on 

1.8 
1.6 
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1.2 

1 
0.8 
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0.2 

0 
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An occasional occurrence of freezing during log-in (prior to evteri nsv P inoste) has also 
been detected and this residual error is under investigation. S i :, : s of System. 
Busy incidents have been discovered to relate to freezing after iug , rr accounts 
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for the significantly higher incident rate in CAP 24. Note that the "Double Fl" 
problem (immediately following section) is also related and has had a significant 
effect on incidents during week 25. 

. I v. i ( . ing g-on 

condition ass 
to navigate din.: ltr ,. UStC}s',r 1iic  

a was issued for ), which lei a residual pi
certain [ ;u )k operations. A re ' nented fix was issued to cure th-':; - see 

Section 5.3.12. A second fix to eliminate a small residual occurrence
"F 1" condition is under test at the time of writing and will be issue t<j the live estate 
during week commencing 13`" September. 

Freeze follov

. . ystem Bu y Message 

This was introduced following discussion (via CR & Pathway CP2134) to provide 
visible indication to the user when the system is busy, particularly during longer, 
complex operations such as processing the cash account. This was distributed in WP 
5407. The introduction of this message has itself resulted in a number of Help Desk 
calls, which have also been tracked and analysed. An improved version of the busy 
monitor routine was distributed (week conunencing 6th September); this monitors only 
resource usage associated with the Riposte desktop and invoked applications. (The 
original utility monitored the total processor usage and could display the hourglass 
when background routines such as NT or Tivoli functions were consuming resource.) 
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A minor problem has been detected with the operation of the Busy Monitor, in
after a few seconds it can partially obliterate a system message displayed on TIPP.- 
sc . en if there is a printer problem when printing a Giro transaction. (This
wffc,= 'FOSS is cycling awaii z; . tile user response ~r'e corn
p« s'' _ - led unde ,.i~m ~. . , . 11ceS 

r coY~T ( ti,. f.i1,. ,t 3( )e -? . ,w pr1L

te wit eboot. A" x' to i e Giropiinr~~r
ill be issued in due course. From CAI lerns associated v~

busy and log-on freezes have been separated into their own categories. 

Note that it the clerk may legitimately return from a screen to a previous, having set 
off a print or transaction log query, and then undertake a second or third intensive 
transaction. A number of occurrences of the system busy condition are believed to 
result from such clerk initiated sequences. A block on the "previous" button is being 
investigated to preclude such behaviour. 

ty Logged-on Users Message 

This was a specific problem that occurred during various operations when a user 
incorrectly received a message querying details of logged-on users. This was fixed in 
\VP 5406, which has eliminated the problem. 
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m J Miscellaneous Freezing / Usage 

There have been a few occurrences of miscellaneous screen freezing during usage, 
mostly within Stock Unit declaration and balancing operations. A few reported 
occurrences were associated with virtual memory problems and are resolved with the 
fix identified in section 5.3.3. Several occurrences resulted from attempts to access 
message sequences beyond the 35-day archiving period and other occurrences are 
associated with multiple button pressing. 

2.5 

2 

1.5 

1 

0.5 

0 

Miscellaneous freezing not in other categories 
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Diagnosis cc,..l _i~ jiw y  ~ lu,,  ~,< ;. . a~. ~~•.~ii_ be issued in due course. 

5.3.10 Counter Printer problems 

Iwo specific problems have been identified wl . peratio d n 
associated with the failure to print a second Ah`, ~ ~ p,., . s ~L in a sii

system hang; this was fixed as part of WP 540(,. 
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Ud diagn~~

5.3.11 P ;t 3 s: 

A number u ' PI'S application problems associated with receipt issue were identified 
(including the second receipt problem identified above). 
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following the "Double: F I" fi'. The majority of the problems were addressed by 
WP5490; a fix relating to one urtlier circumstance was included in WP 5405. 

3.5 . 

3 WP5490-28/ 

2.5 

05

0 

CAP19 CAP20 CAP21 CAP22 CAP23 CAP24 CAP25 CAP26 

no further re c_s of the problem. 

53.13 Counter Printer Busy Problems 

One particular class of problem shown up from the "system busy" indicator relates to 
a continuing counter printer busy condition returned to the application These have 
now been classified as a particular incident type in their own right (from CAP 24). 

Counter Printer Busy 

0.3 

0.25 

0.2 

0.15 

0.1 

0.05 

0 
CAP19 CAP20 CAP21 CAP22 CAP23 CAP24 CAP25 CAP26 

[` .,i`   ilt.f   ( t' a

5.4 Resolution of Incident Metrics 

Pathway notes the POCL proposed metric of I system "lock-up" or "crash" 
(requiring reboot) per counter PC per annum. 

The Pathway position is that this is an unrealistic and unwarranted requirement to be 
placed on the Pathway Solution. 
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There is no contracted Service Level which Pathway is required to meet relating to 
lost time associated with OPS system stability incidents. (Lost time at the counter may 
contribute to an increase in the volume of fall-back transactions which may fall within 
the service reporting requirements of individual services — EPOSS, APS and OBCS.) 

~mparison again t 'ir't o y i uo 

The POCL proposed level is unrealistically high when compared against normal 
operational usage of complex distributed systems based upon Windows NT. Typical 
industry norms of 1 event per month are reported. It is noted by both parties that a 
periodic planned "preventative" reboot, outside prime usage time, may be a sensible 
measure to help reduce the incidence of unplanned reboots. 

tance Position 

Al 298 was raised against Requirement 536, on the basis of Live Trial usage 
experience. 

The planned acceptance testing associated with this Requirement was fully completed 
with no outstanding issues. This comprised a combination of detailed technical test 
and a review of the technical specifications of the relevant equipment. 

ICL Pathway has accepted that there have been some incidents at outlets, which have 
affected certain aspects of system operation. As detailed within Sections 5.2 and 5:3 
there has already been a significant reduction in such incidents from the earlier levels 
in June and July when this AI was raised. Pathway set an internal target of one 
(authorised) reboot per month per counter and proposes that achievement of this level 
reduces the incident to a medium severity. The levels of lost time associated with the 
current incident rate fall well within this yardstick. 

. . i_ suluti Proposal 

POCL has indicated a desire to associate this incident with a further metric which 
would represent an "acceptable" level of operation with respect to the occurrence of 
system incidents prior to the full outlet rollout. 

ICL Pathway will use all reasonable endeavours to reduce the incidence of 
interruptions to normal counter operations resulting from the use of the OPS platform 
and the Riposte desktop functions. Pathway has set a longer term (6 months) internal 
target of 1 Help Desk authorised reboot incident per counter per 4 months measured 
over the actual population of rolled out counters. Workarounds taking longer than 
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v This represents a fourfold improvement beyond 
UlE iniltat taiga:':;. 

Mona i v ig Lauring

The success criteria in. to this. Alto be evaluated in November in relation to 
the continuation of national roll-out in January 2000 should have the following 
characteristics: 

• ~1~~ 710111 ei '1  "I l_,.: . ~ - ~ L.;`_d 1 _ i L >vr , g

U1LI'llber is at >`--_!., , _?u, or ii that

drf ing which J 1 outlets is achieved. 

its to be quantified in " units Vi .e7 

i 1p Desk authorised d,e- bu  a 
it  

v _ ¢ ,,.1f

- Ie unit; 

Other workarounds to remove invalid no-'..-- /try signs to co i nl as hs`i I a u

New workarounds to rernoVe the need for re-boots (suck v irl a.roun1: :' to take 

l e~.. Llc',a ? iY, a h'_ i i .., J'1", 4✓I !~-C b~'J.7-~t ;<Y.~ 1"~Ct~ abf, tl~;~ [`._ a. r i._i:4, c' li~ili 

Guilt `L (JJ. +.:LCt w- Pill I 'c, 0 i:Utilit lie mi11C). 

!,, rate of occurrence measured over the 4-week period to mid-Novenibe 
.' -34) should average no an one unit per counter position per 3 

!il addition, ICL Pathway will be entitled to c a the goL >i .:ss practice of 
Manned reboots outside working hours not to c < Ll _;t ll rr tiY ier counter 
u''ition.. 

pi PL;'._ in,,rnt and longer term 

t i f ' ,r recognise that ICL Pathway --s strongly mot 'v .tred to reduce such 
LI it a;y th:.y directly affect its own costs through staffing levels required at the 

16 1s er h. 11 r.,t",way Help Desk model and projected staffing l.e 'els are consisten. 
ror ICL Pathway this _ rlr, .tI,s to a requi deal with r 

/  .,...!1 ,  .' <: as the outlet I"3f 4 f'l '; ion,`"t"east", <"' .. :hr r' x . w'l,

I ltte ° in,' „ ,_ I! R le'. , ,e` ? '<'tk' i r,;; 1,vrl 0 ter 

7 . ~(.1 1_' ~. t . ' j  F { I ?1~L

~  -~  ,fit "._tM ~P ~' ~.'k Yfl +. '. I i\w~~` ~ 1 F . 1"L ;

r.  'I 0 F' ~ 11 , 

l .
F: ~,. i7` :a: 7l' r.... . ,9}}tai

O
r 0 0  , . ' d . .fin_. I ., 

' 
?ess than ..: I1tf  ~if s k\ . - `.'i.9A ,l ation: 

(i) makes no allowance C the possibill v f I directing customers to .rig. r counters 
during an incident 
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(ii) makes no allowance for that proportion of incidents which occ@ it < UI 41 bc3ck 
office processing and have no direct impact on customer service. 

The incident analysis which has been jointly undertaken to dric arld the improved 
level of understanding of system usage within the live outlets both suggest that the 
target will be met within the projected 6 months. The most recent rate of authorised 
reboot incidents is approaching half the initial target level, leaving a further required 
halving to reach the final target. Pathway has undertaken analysis of several 
outstanding incidents and diagnosed the detail of the problem. Software fixes will be 
progressively released following regression testing which will see a further reduction 
on the current incident rates towards the target. Hence the progression towards the 
target is already substantially underpinned by known, diagnosed problems which are 
awaiting fix issue. 

5.5 Improved Defect Removal for Future Releases 

The level of testing conducted on the Pathway solution has by any standard been 
exceptionally high (over 100 dedicated testers, a staggering array of test 
environments, at a cost of los of £Millions). The large, complex and distributed 
nature of the system demands a sophisticated multi-layered approach to testing and 
integration. The strategy was developed and agreed in conjunction with the sponsor 
organisations at the outset, and was independently assessed during the treasury review 
as being `leading edge'. It has been maintained in the light of experience of Release 1, 
and is currently again under review in respect of Release 2 (CSR). Of particular 
importance here is the experience of the Live Trial period, and the lessons that may be 
learned to further improve the Defect Removal rate for future releases, and so reduce 
the number of incidents encountered in the Live Estate. 

5.5.1 PINICL Analysis 

A review is underway of all the PiriICL fixes applied across the whole of the ('o ter 
systems for the Live Trial Period. This period was split into 3, known as Lrd'? . 1. U2, 
and CSR. Initial findings, measuring up to 31/08/99, that 33 
PinICLs were involved. Of these, 2 were data related (inc hn ? n P ice 
Data), 1 was build related, and 2 were purely administ~
decommissioning of BPS, Ieavin- 128 software faults to be con.
be of interest to note here th 0 of these were for BPS, although this does not 
have a material bearing on d:

Of these 128 faults, just 50 were actually raised from activity in the Live Trial. The 
other 78 were all in fact raised during the course of testing. (Most of these were found 
long before the Live Trial in Pathway's System Test and Integration Test stages or in 
the MOT/E2E test stages immediately before the Live Trial. These were the subjects 
of agreed deferral via the KPR process, to allow for their controlled introduction 
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during the course of the Live Trial, to avoid destabilisation. A small number were 
raised after the KPR, as a result of Pathway's ongoing regression testing) 

The records s have been analysed to determine the nature of the 
defects concerned. As a result they have been categorisedaccordingly, to help assess 
how best the Development Lifecycle, and in particular the testing and integration 
approach, may be revised to best detect such defects earlier, and so better protect the 
Live service. A large number of low level classifications were used, which can be 
summarised into the following high level categories: 

1. Usability/Robustness: 

MMI, Menus, Button locking., No-Entry signs, Double key stokes, Cosmetics, 

Enforcement of correct practice, Operational usability, Correct error handling, etc. 

2. Stability/Performance: 

Screen freezes, Printer hangs, Memory leaks, Blue screens, NT :messages, 
Archiving anomalies, Function . ~.r:r _ .c. 

3. Application Logic: 

Plain software bugs. 

Initial findings indicate that the 128 fixes applied to during the Live Trial (78 faults 
found in. Testing and 50 faults found in Live) can be categorised as follows: 

Category Testing Faults Live Faults 

Usability/Robustness 38 38 

Stability/Performance 14 5 

Application Logic 26 7 

(To set these figures in context, overall testing has trapped several thousand defects, 
commensurate with the great size and complexity of this system.) 

The following conclusions can be drawn: 

The €: voraIl approach l.. '_ e c ~x~ 1, ~. ~,~:~,. , , . e,. , #,~;~ :^ :r the expo;~~r.o~ti_, o: 
e Li .' __state to a : he system (1

u e n2(iz . . recognlst' though thk't.. ..~ 

always room to improve). 

• The incidence of defects discovered is demonstrably reducing over time, 
indicating a steady improvement in overall system stability. 
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+ There is clear evidence that the majority of defects in the Usability/Robustness 
category have been trapped during testing, despite this being a notoriously 
difficult and expensive problem domain to address exhaustively through testing. 

Nonetheless, the majority of defects escaping capture during test are in the 
category Usability/Robustness, suggesting that there really is no substitute for 
genuine Live exposure to flush out these types of defect (as per generally 
accepted industry wisdom). It also suggests that this is the main area to target for 
future improvement, offering more scope. Further to this, the report from the 
EPOSS Defensive Test exercise was encouraging. It indicates that such short 
focussed test activities, concentrating on particular aspects of system usage, can 
have considerable success in removing defects both of the Usability/Robustness 
and Stability/Performance categories. 

(Ti. . A ?efens 
a 

_ . „ exere ti n additional test initiative
by ay to satisfy test objectives rel_.[. - to Usability/Robustness, it 
l • a,... recognised. had not been fully met b c Model Office exercise the 
b;l'USS Usability Trial.) 

Testing has eradicated all but a very few remaining Stability/Performance 
defects, albeit that these can impart a disproportionate effect on the Live Estate, 
further suggesting the importance of a Live Trial or equivalent period, where the 
impact on the business can be limited and controlled. The fact that a significant 
number of such defects were still being discovered in these late testing stages 
indicates that there is potential for improvement here also. It suggests that a 
more detailed analysis of the precise circumstances of these defects should be 
conducted to determine any common factors and to assess whether any benefit is 
to be had from specific testing actions earlier in the lifecycle. 

Testing has eradicated all but a very fey ng Application Logic defects. 
Little scope for improvement in this ai laa. _ i. an the perpetual goal of earlier 
discovery. 

A further observation arising from the analysis would be that many of the PinICLs 
arising in the Live Trial system had in fact been the subjects of earlier PinICLs raised 
during the course of Testing. This is a common phenomenon. Typically it comes 
about because for certain classes of defect (particularly where it is related to timing, or 
multiple streams of activity in combination) the symptoms revealing the defect can 
not easily be reproduced until the underlying defect is properly understood. Because it 
cannot be reproduced the underlying defect can not be properly diagnosed. The faults 
are then often put down to some flaw in the test environ r or the wrong - ,de 
versions being used, and the PinICL is closed `unable to h sy 
remedy. 
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A full review of the testing conducted for Release 2 (CSR) has already been 
conducted and a proposal document has been drafted "Revisions to the Testing & 
Integration Approach for Pathway Release CSR+". Based on the findings above ICL 
Pathway and POCL will jointly consider the following proposals, and as agreed 
include them within a definitive version of that document. This review will take 
place by 30/10/99 and the definitive version of that document will be published by 
24/11/99 and brought 1, , €. .1ffect from this date 

a) Analyse the preei es of `t~~~,

category. Identify an 3r :; factors. 

b) Analyse the precise circumstances of the defects in the Usability/Robustness 
category. Identify any common factors. 

c) From (a) and (b) above, establish any potential test points for existing t 
stages, and, as reasonably necessary, exten: lneir respectiv,,~
checklists accordingly. (Include Unit Test, Sy ' ° El Test,

d) As reasonably necessary, extend Code Review checklists to cove i specifics 
from (a) & (b) above, with particular emphasis on the handling of exception 
conditions. 

e) Adopt the principles of the EPOSS Defensive Test exercise for wider application, 
and in particular to mount earlier exercises specifically targeting those attributes 
identified in (a) and (b) above. It is important that such test activities include the 
involvement of design-aware `experts' having intimate knowledge of system 
areas subject to test and capable of targeting potential areas of weakness. 
Involvemen t s ,1iould also be considered to address usabilit)_ t:. ! , td 
aspects. 

~`'  i`' w ~ : i ~ s ning appropr ad agreeabll  ` .t Kati 
L's e Trial 1 iuturc s, to allow rew pron° =..n,;
substantial Live use, b limited business act, # nr an appropriate period 
of time prior to general (-b<, inn,ial) release. 

It should be noted that CSR+ has already benefited from the revisions included in the 
Testing Strategy and will, in due course, from the additions listed above. A lifecycle-
wide review was also conducted earlier in the year, which resulted in a major 
reorganisation of the Systems and Programmes Directorates into the new 
Development Directorate. Amongst the initiatives introduced at that time were many 
which addressed lessons learned from earlier releases to improve the Design and 
Development stages for CSR+ and beyond. Of particular relevance here are: 
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a) The formation of Delivery Units, focussing on narticular Business and 
Infrastructure areas, made up of mixed discipline t c }? abusing Design, 
Development, Unit Test, and System Test, and so p! s i EC L i:lg higher product 
quality levels and greater lifecycle awareness. As each I <M. ry Unit spans all the 
platforms supporting the end to end business applications within their respective 
areas, this will also help to address the risks previously associated with cross-
paradigm boundaries. 

b) The formation of the Technical Design Authority, providing central support to 
the Delivery Units, with particular responsibility to oversee the end to end design 
and ensure the overall technical integrity of the solution as a whole. One activity 
currently under way is the systematic retrospective reviews of the end to end 
Designs across the whole solution for CSR+. It should be noted here that these 
reviews are not restricted to targeted reviews of the changes at CSR+ but also 
encompass those area r ('SR+ inherited from CSR. (For example, it is r;1;.,,r ied 
to review the EPA? rid RDMC/RDDS systems on an end to cn is, 
not just the mina ide in these areas at CSR+,) Pathway
consider seeking' sv' Lei . 3 ., , it in these reviews of other expert arre i
ICL, external to , a  an independent view for certain critfL

c) General improvements in the areas of Design Review, Code review, Module Test 
Review and Link 'Pest Review. 

d) Strengthening of Product Acceptance Test (on entry to Pathway) for 3 d̀ Party 
developments. 

e) Closer working relationship between the Delivery Units and, the Technical 
Integration area to promote rapid environment stabilisation. 

Pathway already has in train a set of initiatives to improve the defensive measures 
deployed within the system in key risk areas. Much has already been done to 
introduce interlocks within the counter applications to preserve and protect the serial 
dependencies inherent in the VB runtime environment. This in large measure has 
eliminated the specific `double entry' and parallel process `hanging' issues underlying 
many of the Usability/Robustness and Stability/Performance problems. The future 
strategic goal here is the gradual introduction of more generic defensive measures, 
including a full cross-phase locking mechanism. 

Following on from the recent investigations into residual memory problems under 
certain complex s deploy the BUSY.EXE toolset 
more widely in niptive fashion rather than purely 
as a debug

ICL Pathway believes that introducing further changes to the Design and 
Development stages (other than ensuring that good practice is maintained) would 
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result in only a marginal reduction of the defects in question. The majority c f the 
CSR+ functionality has now entered Link Test or System Test, so it would be sensible 
at this stage to focus in these and later stages of the lifecycle. 
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I Introduction 

This defines ft .. cr,r9cut and ii sy;: . , i f ~,~ nn~ r,,,, r ,

"ICL Pathway Generalised AP" i _,i )PS/

TI, docume 'r Internal 'gthway use by applicatic .~ _. s 

It i6 , EL €~'rI e e.k1~der af: .~ontr" 'In coil :Xb<_ i t with 
7y /~ 

.~,~i y ~.1 
II F L r 

R4 4P) _._1'~f 44 .3Y ° 'iiig to PA-.."'iv-.. ,~ ,.ifs c x.. ill. , ,.w' ; d.7 . enabling G'

apps=   lu '..3 VU0 ill kk' , GT 1i" & _lt s€ .kC Et: ( .C. iwl. cE cing °vv ', uh 1 

As such ii i be provided to ii id Parli

The OPS Architecture Specification describes ie irc hitecture for counter applications 
operating within the OPS/TMS framework, and !de Fhes the interaction of counter 
applications with OPS and TMS. The document e;i r tea' 3 ;gin the architecture set out in 
the OPS Architecture Specification. 

2 Scope 

The docu C.'1 ;~ € i .1f'.r3i tC ', <.!, licatie :_ti `S ,vl`a1t s rf~ s~..11i"':'d. ;°t h.` "t

Parties. IT  pt.tp, _,,s4 _e cument is tiJ v .;tb'e e .i'Jeers to u Tud the 

architecttk I y ., ',IcJlities .iil tC 1e wits .e `d 1C i ..tti'-'r<. / oiution, ~~x~ ttc d 

utilising ©P' The <".,L it-nunt is ii--tendt. 'xi 'aievide developers 
with sufficient details to plan the developii.ee` cf new applications operating in this 
environment. The developers may be ICL P-,  y staff, POCL If or Third Parties. 
The document will contain definitions i `.hc. )e Pathway sl iii APIs essential to 
utilising t '° 1p , ' CMS and EPOSS. 

In the context of the Car r rt, it is a~ .el J t;-) POCL to f,izt t le the pi nc' wclrll-,r t 
,i1.[ ens T."iu .-J 

t. 

liceirlce f'rorn t  ; d , l:i w tl Sri .,  T1 f it i..t ;r,,, 
APIs: 

EscherGie ,_p e 

1.01 Main Street 

Cambridge 

Massachusetts 

USA 

3 Document Standards 

ICL Pathway shall produce the document in accordance with the ICL Pathway On-
Line Standards for document production. In essence, the document shall conform to a 
standard template, be written in Microsoft Word and shall be subject to a document 
review cycle, with comments and responses being formally recorded. 
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y DEVELOt' >" 1-. " `, E:3F MA , L tC -;  , ,,d ~+ -„ ¶1 ;1: CR/SPE1007 
OPS, T r S -ND EPOSS APIS WITII1 CI P't': IV's

Version: 0.3 
COMMERCIAL IN CONFIDL 1:E Date: 7109'99 

A draft of the c .r)cL. ,,.nt shall be produce,' d , u' w' d within ' CL Pathway 
according to tl e l ' Pathway Document Fe e W. `' e _,. .' 1)a in version 
incorporating cta cs from the review will be submitted ie. i'I )' :i_. 

A formal revi „ Q tb ved. at the r d n r rat:: review period, assumed to 
be 2 weeks, will c presentativ F ,1 . The review meeting 
will agree the method resoluti.c re f _ Il comments

A revised version of the document incorporatin, i_,;: i changes will he baselineel and 
introduced into the Core Documentation Set under (A N. 

4 t r, hway Generalised API for /TMS 

l. rr iO4 ,S

4 . ` ,'rrir

• !~o the document is intended to be read by, and the 
ed. 

.2 Context 

This identifies the relationship of this document to the OPS Architecture 
Specification, which describes the Retail Broker, Peripheral Broker and Riposte 
OCXs used in application development and how applications should be developed. It 
identifies also the relationship to the TMS Architecture Specification that defines the 
way Riposte facilities are used across the TMS domain. The relationship to the 
Access Control Policy and OPS Style Guide is also defined. 

rape 

Tie 4.r`. 1~f; El i {`.'a-'2 ( i 'e t .,, s~„1.i7! cC. ?kti P.;'r`%? .,..'s~ a ,NT ~rrc + ,r,wl P lie ' c;h the u 5
ap e are C':i 'a r 'al in ter'`r s of the b I_,ff ,, , 4:S :',as 

Su , y+ t,,t.~ ,', ` t ~ 'fi~`b;',~'. ',la +i,zrt'r.%?,s, 1?'., i(.'f;, i r T v 7 t ; ter 

ap ntet1 that .t ,. r:o be Yted , . 7 TM 

The document will define APIs that have been created or modified by Paths a . it will 
list any relevant Escher supplied APIs and will list Riposte APIs that are excluded 
from the Pathway implementation. 

4.4 Business F,rrtons 

This section describes the concept of the `Sale' 
o _ 

s. i, ~d::,~t~, `'1, r )r h E fi,, ~..- F 
Reference Data and the data structures involves

1999 ICL Pathway Limited COMMERCIAL IN CONFIDENCE C';_ =e. 7 of 12 
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4.4.2 Settlement 

This section defines the , . th 1 e stomer . .. ,~ 
impact of session transf~'r'

44 3  Stock Unit Manager e t 

This section identifies the ;oncepts involved
difference between shared ai:d individual stock uia~t

involved. 

41. . reporting 

'Phis section will describe the reporting functions that are available to the application 
developer. 

It wilt identify how a using Ref, ill 
dc the vay C .

cro!,,..

4.4.5 Balancing 

This section covers the way a u °J ~t ~ i.: Esc _ ., ais: veal and its relationship to 
the office level Cash Account. 

4.5 Applicati n F Functions 

. 4i.1 Ar htectur. . 

This section will cross refer to the appropriate sections in the OPS Architecture 
Specification. 

4.5.2 Peripheral Server Interfaces 

This describes the interface provir? _ 
! 

tc, '>>t~I"+ ' L.se of input

4.5.3 Retail Broker Interfaces 

This describes the interfaces r. f a product a a transaction to the 
stack (list of transactions in urrea wlu ,) presented to he clerk, to cancel 
transactions and deal with {;_)y additional ssing required at the point when a 
session is settled. 

4.5.4 Desktop Interfaces 

This chapter describes how the desktop interface is controlled by the use of standard 
OCXs and identifies those available for use by the application developer and those 
controlled by the system. 

4.5.5 Riposte Functions 

This chapter desci~, . .

objects. 
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Version: 0.3 
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J  . t 4 Messaging 

The Seeticl . . l " 71 T _.c ,'rp tP. i"=;car .,̂r, c- t r lt# ~ ;rid retrieved. It deals 
also ri. .r>, rt. L,ln; .?1 _, S ;c G t ', ,x :` . 141, &v to e and 

wait } ,€ t i i4' ti kr;:i7X P4, a1s r_Y —r r i.  - 1, IIrdo a 

trar

,,':~ P r°sist,.=ni Objects: 

The s ion on t _ _ l., it:;' seZence da;.,ti ,ry, . E use of 6 ti: t 

L. 4_ a~ .v ~ ~  :at :~~ ~e ,ii t+1 4r „p~, al~~~, ~.a1E 6rJf ,~l J

°arsirr 4 Functions 

This section describes t e concept of attribute ar zl .r rr now attribute grammar 
and messages are parsed. 

.f ' t Ir rf ces 

1.61.1 Bulk Agent 

The interfaces used by both bulk inbc ;n.. es;,  :_r t° transfer agents are 
described. 

4.6.2 Interactive Agents 

The intc'rfac; •; G,- sad by both interactive inbound and outbound agents are described. 

{ c Fr 'N uir Agents 

i ae : ,t .ri%:Les used by enquiry ag rc it. l it

4.  .°i A d  t dtiOn 

This section describes the system supplied administration and configuration functions. 

4.7.2 Security 

The seen= rt f,3Yl',:, , . I . +; i'tch. + ' '', cioY,,i.`~'tt.. 10 - 'C .., y"i7te. lii {Y:t 4.S x ( a,, . e.:s4~dg

lncluCir l w _ l?t v C ":ii t .t'. I2 'o-; it fi t_ kale for key 

mt. :' %;,u merit. 

The Appendix g s iii o key management within the Pathway implementation. 

4.7.3 Availability 

This section r3 t (1 " c'I_ = S, is describes the impact of End Of Day 
processing al ,<i f C ,c r.. FwIi ~ r~ ,tc s on availability of the service to the clerk. 
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vT of f,.,.f- .   SE I

V S. i 'S -tND EPOSS A J S IV   ;N 'S, P-sTHWA\ 

✓e '-ion: 0.3 

COMMERCIAL iti ^='C'N i vI L Lo 7JU9!99 

1.7,4 U .ibiIity 

.ir,, section identifies ho L0e iriterfac - m r 0 K.~ implemented and 
describes the sc-3pe oflsM E rLdes identified i r7' P o 'S °lt ?e. Guide. 

4.7.5 Perform nr e 

This . + e~;. .- ~k4 .,~~ t~ ~  _~  r . .~~_ ._ 1n1 

applications on the existing OPS Upplication services. 

61 

This section describes the re ,ii. rice provide k 5y Riposte and the additional 
functionality that applications have, to provide to al with the impact of hardware, 
con, cnunications and software fa :It: . 

',x.°i i ̀ ruing Standards 

TO i s: ction defines the naming standards to be used for application components, 
men , <..?s and persist vrt objects, events and attributes. 

4 5 t p Ii tULr.W 

.., • _<<<-.; a"overs the Ici, e ~ r .  . that 'inc., , need to be 

.run. r s. rs z the pa i ._ i , fir, c! s x ~er's.Fa_r F:t%, x,r ': 7n on. 
~

°a it G1, !€YIu~CSi tll,ly 1 ' V, 'SL s's1 _ _iL the 
._ 'J1r<  4r:  '~ 'F HJ 

4.9,1 POCL Referen :eE .rata 

This section describes hov t A .eference Data is accessed, the tc r 1 i ti<;o ---)f 
such reference data and the p4 c  used to maintain such data. 

1I' Lei Repot t rig 

This section describes the application interfaces to be used for event reporting, 
including the reporting of exception conditions. 

4.9.3 Software Packaging 

This sect on describ 

to 'CL Pal Z4x , ~i ✓ ~J, UL~ 1~ ~c~`, ~° 4.z(€~~.s L4 ,t1 ~ i~d~ L; t <oL

supportsL , JJh!G_I ? ~>>'. . 14 6 Gw n iu"'v _'Leff . _b Isl~"ot "j f,f'~ SA"uoi 

proc:,'sc 'LI'., t4drY.~U:,U { L 7-r, .,''SSCS sw ...~.5_3.i~ _.. ~a ~e~..._ 4'L,.u..i`4J it ,a n~ iU`~'

Development Timetable 

The baselined version of this document, w.hout th; Appendix, is to be available by 
the end of November 1999..
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The Appendix is to be available by end January 2000. 
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ICL Pathway DIt  p L DESCRIBING USE OF Ref: CRit1'E/U07 
OF :a' r -_ND EPO. .P15 WITHIN ICL PATHWAY 

Version: 0.3 
COMMERCIAL f'1" :`ONFIDENC'E Date: 7/09/99 

(A)Appendix - Systems Managemert and Key 
Management 

is Appendix is subject to

Sams Management 
This document expati{i £t tOktl, IiLt ':xL;..L stfl 

4.9. 

In pt- rt . una , this section defines how soft i r x r applications is to be 
hvza;zed over to ICL Pathway for system ir.e'; a i~~t: tc stile,. ;4,I>o the documentation 
needed to support such handovers. For n<<tance, such docnr--oration must include 
t°r:) ram specifications and must list all i c exception conditions catered for, together 
witl^ rosoD::rce regD.Diremeits. 

Tll  `_ tt ~Eui E < ~'   'v4 _,5 ..Ei(:O a ~ Ut`c 
ty~I, 

J'st lLoAi.;3 

and .,, ipp

Key Management 
Where anew app ii:: at"'t may emptoy enciy-rticii, , ~:_ a at . ~~ : it tt discus D . s 
wit s Lt Supplier oL itL: new application w= .i u` it~ilt E ti tk. <:ar'iest approprtz=c 
stags:'.  sectiut'_ gives details of the ft is"-id's; s _t  eiS t - Yl +:at'. Y.l ti € al ",wY y 

enivl' of ?1 c ,i[ n lwt itt ,; tt"?a distil ,(ili'_Sn it f, . ".D ~`-u3 ,t dI II(

© 1999 ICL Pathway Limited COMMERCIAL IN CONFIDENCE Page: 12 of 12 
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Second Supplemental Agreement Annex to Schedule 2 

Acceptance Incident Analysis Form To be completed by the ICL Patlnaet Aceepnrnee tIanr.ccr: 
ha be riven to the Horison Acrenronce Incident ilanaver 

Acceptance Incident Number (1) Analysis Sequence Number (2) 

342 
.Accepta..nce.Test ^hhaine (3) 

TIP Interface 

Analysed incident Severity (4) It gt. ; . , dir ins  I o , 
i  

~to tlrc per 
Mis urn 

Analysis of Acceptance Incident (6) 
All incidents identified by TIP relating to file and/or transaction delivery were reviewed at Chesterfield (29/7/99); a 
Further incident (TIP889 — 3/8) is under investigation. Incidents fall into two categories, plus a further question 
relating to FTMS gateway file housekeeping. 

1. Delayed transaction delivery from outlets. 
Transactions are not harvested from Outlets in thy, lipJL,, in3 circumstances: 
i. One or more Counter PCs ewsout bc. svneh u,t .000 scish t i Sic post p5 I. L..ness DC b,  ,use 

5:  ..

At t a nuater post. 0  55 55 155511 Wi .r. tda ,i=i di };: 
Failure oh the Gateway P 
Failure to communicate via the 18155 ' P 

These conditions are characterised by there not being an End of Day marker in the central journal file for the Outlet 
concerned ("non-polled post office"). 

The facility to mososor anti p post c i n o,mes;olled cuti.is urn part o 
, 
the 15555 harvesting suite, removed following DSS 

withdrawal. Sine..dies t an ad ixc ,, database analysis has been in place to dentify such outlets and a new ongoing 
reporting system spa w she ss c , ss of introduction (CP2078) to produce an automatic rersoes which is emailed daily to 
the Busines opt.>uot is t, ~, vJno log an incident with the HSH for iniaiudiatc invests,, ata,Ezr. 

2. Files delivered late from the TPS Hosts to TIP 
This can happen if a fault has occurred during. the processing cycle such that the delays incurred mean that the 
production and transmission of the files for TIP in not in line with the SLAs. 

The majority of incidents reported under this category have occurred during failover testing between Wigan and 
Bootle sites, which represent exceptional circumstances and are not representative of normal systems operation. 

t _o 1 ' o°c ss,keeping on FTMS gateway y avers 
iie ho e-:.;h,;C.ping inthe STMSi ,cr',cc , has b .r.. corrected (1 NICL 2.7537) to encorethat Silas for each ,.,'7c ice (a' {g •

S. 1, arc only held for the a ...rscpcl set put In the ....................Al S  This 1 QsCC «r._..seated ,:1 115'at 1 ro J to h. ,  S4t;,±: 
r u, Sc y' .~ir cmficatrot." a t tt 6FS i) ~cc ;, ~ r, ......P. asl. ,,?thet ,drarn..t , t y. the ( ir retool iii nl _ur.1 ruit. 

_5 c , in the rnal as. , eP GI i n ,~lnrnol Y, a; ( .tv -dC tl .r X555 is " i{~ ,e,a d P ~ '~ rt inte    , and °  links of Release ..s'

`:'c l° i 1(" \Tt `5 1 

Clearance Action (7) 
is essentially the same as that proposed for A137 1, relating to RAPS SLA, 

Version 1.0 1 of 3 24 September 1999 
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s %u _d 'u1 -9lemental Agreement Annex to Schedule 2 

P •giiired 
o c' err required c h, t= d ing. 

1. An incident v th he 1-Icriz -r System Helpdesk at the earliest appropriate time when an Outlet is not 

Path' ay u e r J ly n i ) eports monitoring the transmission of the TIP files, the numbers of files and 
11c' ui u rr <u wledgement. 

Changes Required 

1. Ai - ry . r 7F `i ,r `. fi t ,its`, zrs .: fl_ >Cr~T,. ,~~,z ~5 s„r.`. }, ) aia r.~~,<_ .. ort 

automanE  ;1 `? c'hs
- Date of re.~3ct 
- FAD code 
- Date since the Outlet was last polled 
This will be implemented during CSR as an urgent development. 
[Note -- This facility has been developed and is expected to be Released shortly.] 

is follo L L. r ~ ,c ,gu =r.~1 u,a in the "New Procedures" section below. 

New Prot e

1. The BSU have implemented a new procedure whereby they report incidents of non-polled post offices to the HSH. 
This is currently done on receipt of a manually produced report of non-polled post offices. This report is due to be 
produced automatically (see item 2 in "Program Changes Required". 
Status: This procedure has been implemented. It is possible to email a copy of this manually produced report to a 
central POCL Service Management function as an interim measure before the procedure set out in item 2 below is 

cast , . e ..g  _,:r ', ? 1 - nagement Database" Web 
Ests various problem 

bis will en. ,LE thr"", pr.'`.=L , ZEl+:liure on non-1"

This procedure i, rr. ° ,. . r c and will be implein  utomatically produced non polled 
c7pr-r t is available (see ii. -ii ' r a r ,,,rt Changes Required). 

b: Central Processing.Delays 
1. A draft copy of the Interim Transaction Information Processing System ICL Pathway Operating Level dated 
15(03/99) has been sent to POCL for review. In discussions, TIP have indicated that they do not. require advance 
warning of potential delays in TIP files being sent to TIP. There are contractual remedies if Pathway fail to meet the 
SLA timescales. 
Status: The Operating Level Agreement is in draftform and Pathway is waiting on POCL for comments. The draft 
OLA does not include provision for Pathway Operations to inform TIP Operations of likely delays in the 
transmission of TIP files. 

Pathway OSD have implemented a new procedure whereby they produce a daily Operations Service Management 

This is for internal Service Management only, but does show the transmission of the TIP files, the numbers 
nnrl flro timvc aftrnncmiccinn and raraint nrltnnwlvrlaenwnt 

Version 1.0 2 of 3 24 September 1999 
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4u d i -:te iee-.ai 'aL ver ct ,: B tie ; ti +c_iee; ule

Pat} bE: 3P n„ 17 it r ,7r di{<1. a `-fi 'sitr. as'ur: stc ti'% t ca '';pr" pr. it , 7'r ;: C i trr, e is for 
r _-ahng c  a p ;tei< la= serviet ci ,. iv£ ry Dre"Ae._is n 1 t. `2 r n bads, _f s , `e , of rte`, t a , remed::3s 

will apply e. p,r t id Schedule. : . t c F_ t ,in:. m: nie i1 4 ii. rt- rill  can be cos. it .cii /it the 

mechanism lc.cribed above if es: ec by d'I 

On E .S aS > t .ti  tl C 1 : s i ,id k4 &5. _C i_ d ':it[ 1, `h)n.;li ~..~. .' ate ' {:r`ip~{ ai i".•Ji'r L, ..a >i?aUt ars=•.S ? , 4s F ldi `t.,' :., 

3"t ~, J~.~.A (~.~ .~ ~ tr=~~~ ri .._~ FrGc.4. _:i° ~~, .. .,~3^~ s; ~_C wr. ~g~i .~ ..w4-:1.t~ . _;~FC <., ~ c 1 iJ 4.

Acceptance Incident Status (open Agreed Resolution Plan 

Aua!y-sed RetesdReeortnn.nded for KPR (iii 

Sip,natures

~1ear,i P. John Pope 1CL Path"ay Test 
de , S,tit !ls d e( Manager 

1E-Sep-99 

I ac pt / re 1 t tf 4 a ~n u Horizon Acceptance 
Action and Incident Status Test Manager 

described above 

Horizon Acceptance Incident Manager Late: 

DSS Acceptance Manager POCL Business Assurance 

Date: Date: 
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g., ,. .n s ;, 6 ~` '. .~' .~ ~,~" ,.( / I fi r,.: ~.~ 
~.B : 

s.~i  '3 iaN2; ~ ,' n as'~c a~ ~t ~ 1@ am p ~~ / ..5 D~"1 i~ , ✓,. 2[)//I ~, 

OBCS fail?, r s testing approach. and red f lcation plan 

The pr()i.)! is &..recll. . dtcYL ) Ir'i 3 i t . . .t ' ' , u0 -s.

7 t ..~ p r y t < ' 1 l ( f , r a `'~ 

i 

Yl f. ~ Q 1 ,, '~:. ;+ 1 
! 

e' r t, s ; E d , r . 
L i .. 9 f t ' D f y ... N ,. l,, 

[ 

II
., 7 y :K A 4 1 , _' ClC potent  (, f i f " 1, E r. ,. . jt cau

r~ ,f F" tEa 1. ri k  tti f f °r`' 1 ~.il ~. rf. 'ft ~F A ~ ,i. ,..Y, Y a,~ i'j; I ~ a{ Fr , r .) i. '%.. .i ~ ;5 , . =N & e'e'4.'. .nthel 
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Further- anlllysis red

Topic area j Sub topic Proposed action Lead outputs 

Ld. i< n:a 1ppro'1J1 'k, ul' Pr ~ id u, i , =i d i ~, per POCL
yy

 (with Agreement of paper 
} J i E ( 1: f. 4 I S '-",; :v. 4t~ i i ( i 1 1 1 , . . .. 

i 
" ., 8.b, ~~o input from 

Order 1 I , ~ '~ j be ciC' ~;~ , <.'cl in 'I )t' ICL Pathway 
11. il an _~ H  and DS) 

an,) vsesand

Sy stem isstrel P; . II , , r, ; (~ , l'O L P i t,r r rc'I o ..;k the results 
. I i, issue, oL LL.c:. @; [q( i, l+ " ...ring 

4~<<1 I 18 s 3t I initial .{ c ; d4 ,,iKa 1/ 

; E:. br tans cLdnge  oo the 

1 F OcesS A . r to € [. I er 
_
System issues  In  e  H POCL I' R In recur ding I lie final 

~ f ware "pilot' scheme, on rec k f , results, md a dint , 
rss?Iq ; n'11s";?';111"rr.ntt aq-Id. pf't'rfly-) • , d v k ° Ln 

r 

(II f' .I1

FOCI (withSystem issues 1 'r ,3'at, , , i Loi iputer Study Uuntlty pokita 

" ~i ' I'c ~ ~°, ~,p lrll;)rI F~~ , 1 u4~)p1'l)111 tcltt' 

nIr. )11 1 ,nve ent r  , ie, dqq`t r ~ 

8 October 

26 November 
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grI 

lt-:L l'a1>, sway ication of ~,,1,0.r nnfic~ll ,,: ~l 1 October 
n 1eli ery I (.. (Xus[ res '>. ~3~ r ~~~'atm ¢~ ~ ~ n the 
(1 I) n , ,, ,aa rl ii , . .,.~ the 

trai orn by ICL 
r ' i {"l 

r ~ Path'o' : 1 tt,11 i 

to ti ii } f , A i i tonal i  [ t i f £_ ~ 
nh  

s

Se'r is ~ ~ ' I~J\_~I lnel * . 

Ct Tr w 1l;; l ~a tion CLPathway Paper outlining the '1 October 
TT r,?S + ` l l !` i 4 , `. „ tt)[ Cl l' . t' I ', 1 ~Jelt process*, 

to s;xs'a ' E,
Quci 

the.
duriii tlie ; '~ ~, ~ 1 ent t_£. 

irO w a 

-l)Tl.f4 'v7 .E ,< , riiG " ~~~ r11~119 
~. ~ i. 

Y31 19 1'< of ~...~/~.'L P f 4£ ~ 3 1h1 ~~E ~.Octt~;ber 
. . ..,, ii ,'i.ials/deliver. ...

.; 

, ~~evised I.,~£, ~..~ies process for con cI r l l f~~. 1'£ ~pces; socu,sinp, Mthe 
(1 ,,

-'("L) i' . r,'c . , . f rm7, n;; "i,o 1~ 
duriir f

anon FULL persu1;F1"a'1' . 

f ~.'.,OCL . .~ ~'urL i ing the initial 8October ~ C
Trading 
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(ki pen~~,,

' , s• ~. `,:4~ ~ , ~~, ~ ~__ ?}~~ . ,t?> + .g , ,~ ,~F3, [ng tale POCL 1' t~3tt ( . 1 ~~< `ii" 11L fin ~. 

fu, >s wing the iiG~ 1, k results, g 
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ccepta t l q l ent 372 
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( DLtC 
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0.3 

0.4 1

Ref:: CR/ACD/372 
Version: 0.4 

Date: 16/9/99 

r1- 
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Further version follcwl;.-g Acceptance wo cls p action 
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J Fl Sennett 1l_anaging Director 

T C " ->icks r trlmer Requirements 

L   

o c K t 

Reference Vers Title 

'Abbreviations 

TE Automated Targeting Engine 

Source 
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ICL Pathway Acceptance Proposal Ref CRIACD1372 
Version: 0.4 

Acceptance Incident 372 Date: 16/9/99 

I , PurFose

th.S dO G ,-A(, dt .set .s. oi.; the h .  1 a, i as =w's era'.""4:9 .!t tothe. Eta pe i €t It st)nrc. (S 

ICL Pathwa,a+. si ts that there were some system management mm de its dil -iep the 
CSR LT1 T" ., _..°nE to 1 ,de at,:6vity during the ,ive Trial per id Althoir.Fh .l 
scale o,""pr,,+i r s 'ntis r  ndvciynrodest for the nuambrn of omiete involved (291?, the 

rolling out prC~'s

°

bie as eYip. },'stared. ., ' : le ~~' l a 3l~,'°.~?" icr .  i:' wou ld dl  cause  „1¢.1. 1 , $ ^:. -1 r1 . t.ure 

soft r j`f. : l. (I pted a iaysin:I;l 

severit' as start ri era. 

Sines L p maca Incident was , art, ii three important at aes. it tat vera: the root 

cause of the incidents, have all been fixed and details have besot .eeio➢vided to PO Et P. 
Ongoing monitoring and reporting of the sysi ems management operations a it ;tLi , 

in place, with details provided routinely to POOL via the ICL Pathway web siie. 

Specific technical questions relating to the performanceand seal sift Iity of the software 
distribution product and its method of operation have been answered in a detailed 
technical presentation. 

S >eie:ific IrritE ,ea wonvnitments have been Given soncerning the nature of CP2116 and 
the content 01 a " substantial software download 

Other lessons learned from the upgrade exercise will be incorporated in tan planning 
of the next software upgrade, expected to be CSR to CSR+ during 2001, 00 01. will 
be invited to participate in that exercise (as then were in the LT1 to LIP. e : ci se), but 
ICL Pathway cannot currently r}revide a r .ate for this excrc,se since it . :aS nor :t 
completed the planning stage. Os the 'ra i s of tIns messures already ii's place. 101.
Pathway assesses the incident severity as € _ w", 

Cr1tera 

The Criterion under test is 537/1. 

4.: POOL position 

Based upon the minutes of the Ac r nt ance board a4eetnig of 18 A a i 0 i 90 0,. POOL 
contender that: 

"there is lack of evidence on rest✓ u?ioii to enable the cmTent plan to be spited 

"the plan does not contain liar dates  and deliverables". 

POOL have' also 'l ' . ,. d the desire to v eon "dress . .rehears  the w ar' 'ji r" 
:"`: s(; It`raa the 'Ito be) duel otra€} se rt.pts this , `s to a a to t! test. est ! ; „ 

1a99 to 5_. Psis a: Lot cOu1ME CiAL IN CONFIDENCE  Page 4 of 8 
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ICL Pathway Acceptance Proposal Ref CR/ACD/372 
Version: 0.4 

Acceptance Incident 372 Date: 16!9/99 

5. ICS Pathw~ ~ t i'o° 

-Vide i tip gable tF t l 1° t areo 

.1.1 Report of the upgrade exercise and technical briefing 

ICL P .'-iway has already provi very full and detailed repc7
~' 

,. rade exc,t t les: 

the full histcpry e. L to t excrL se 

• a statement of problem areas encountered 

• the decisions taken to overcome variot problem as tliey arose 

0 references r,_t r , :  11 E =._, l: ,rproved 

0 recommen .ea i cp its, that will be incorper attld 'biro future syst:;rr. 
upgrade e  s 

PCY- i, &;, r.c ti I . .x~ ,t c 1-c-"n ~ arr.i?.tp~ ' , . .ir-, t3ctw ;fir+,tr . ', l . P .  Rv
als ~~.. ~rr~::3_=1 v Tr< r'. `:~ .~y «:Y :~~:r ip2! _rt ~ I I

PC t =ptir, ~« ., ,ors ~,, ~ ~. ~'  f._ ire L =. C tip» *:;tprr 
ma crr durc., ;p , ajrnthtz

5.1.2 Analysis of the Incident 

IC ~.1 p~" sy ihcs accepted that some aspects of the LTI to LT2 upgrade idc
~nTis in the systems management process. Three specific issues were id ik ,P!ic.J. 

1. The procedure for delivering one element of Reference Data ("Type D' 
Reference Data) was not properly established, resulting in this Reference l: ra. r 
being missing from some outlets and delaying the upgrade programme wlt l
in-flit trot c tific  idcrtaken 

2. Tfi,.   ith "Error "A -ype 221" reports ,,,r A `.E1t' "i
Sy c . . _ l.a w` arc was incor? ,:tly specified, re -q 'rY f k'.'LY

stet ,"f. lilt: -G y F_ t xt . : y but s. .: procedure to € {~a lile 
so 1 i te up 2..  & l? k ;Y t : ~r 'b cY s FYI Jic— than + ( .t€YG tI(f_ic Ill', t. 

at. Irpinaticallyus 2 ; 3.c{.t1Y ;.L~ p afY ~L=rY L.r 21 :E:. i ? s :°us'alt ,d _Yt a 
so=rrewhat extended time to or Yplete the up . ade core -erred with the planned 
time. 

3. A specific technical fault was i .3entified within the Automated Targeting 
Engine, causing long error messages from an outlet being incorrectly handled. 

1i' ad"10 i'011 1'"a €Ca n1provcn1ent s ware noted to several operatinn'?l octivittcs dr-: ing 
:" 1_,1 ! 1C`2 .. 1i 0 - _ ,€ r' 1) Wit; fed into tht p! a

 i i. 

x.4d2, .bL ? .k;. jil iii ; 1-.a6 ?lol l dN t reached a iurml_li (..-a _a2 s(::',Li

.2 Clearance plan 

The agreed Clearance Plan is Las= d up _pii 

© 1999 ICL Pathway Ltd COMt iE tC L IN a ON DNE Page 5 of 8 
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ICL Pathway A optaoee .o~ Ref CRIAC)1372 
Version:" 0.4 

Date: 16,'9/99 

1. Adis 1 ,.n ; t,. t „?'w J is id3,l , iden t iiiod r?.~ fl ` 

77. ; e all bee; ,ewipleted arl 1 <` ,ti, .Zc'7tr` <n ~tctilable to POCL. 

2. T€, f .o ; W on of additional technical details t - ' Js_'L' n response to comments 
or th t_' ' i ,,o LT2 upgrade report, specii 1 of the Tivoli 
so€3:w .~~and the capabilities of the ATE 

This has been completed in the form of a detailed presentation to POCL staff 
by the ICL, Pathway senior designer responsible for systems management. 

3. The rt of olpoino n,or torino; of the s oftv,sire distribution prooes: , 
u , t % , ".. i' r r ,r E r< -  fti' ('``l, Pathway .xr t ,f' 

, ( , 1,, -i ' ?" cc  datE

Tr i,,,` , s „''✓'(i">.~ r "Ct wit/1 fi$?'f %IZ of c t `  details on

1--athway o,,J t .. '.? provide tin3 ',t-I'bin one Ste~Yil/fR 

In r~" r, .:11 'jew the use r r t`'rr_, ATE in 11;,
Ictt13+ ,  ' r qtr rd. this. ,§y:5 . J',: r I, cage a , rT. xf

r;e!i i1d I ct, 1.+`.. L1+ ,1{pP Se, — r+ e -. R4a' S t ,"`' ,i> ) , ,'cre 

ali! tu ft "i/i+)US or is / r ..lt ii ;.r' ), . 1if11., )s r /r"7`fb .t Q 1 r 77n 

be rai 'd far Iti" cf o 

4. The provision for joint input h PE' CL and ICL Pathway into the next upgrade 
plan (expected to be CSR to CSR+ during the first half of year 2000), allowing 
POCL to have assurance that any concerns arising from the last upgrade 
exercise have been addressed within the plans for the next. 

This undertaking has been provided The dates and details for this exercise 
are beyond the current planning window but planning is expected to start 
towards the end of this year or early next year. (Note that each upgrade 
situation is individually planned according to the volume of software to be 
distributed, the size of the live estate, the hours of operation of the outlets 
involved, etc.) 

Alt1i' I177! I -e¢h' 1' ' , ,_1:O\`F'c tl.  :?.~.tiF;li '7.',. ';. ;'4?s?2V"t.. i_llsi:i 

P4~.,;3  '4' .' 14!S. ' CF id ~ a,.~=k.i l. ., ki  _<t .i 7 ;l7 y:,.C.,r a , I ,/ t, EUds".€ 

S ,. to d 9ui.e°_l er i i 'C 

plti~.rl. .~".-.. d'_r~.e a hi f .. zi.P 'iSsfL•d. l, €,.~ /._ S rll°"t4t~:i•, 1.? c?k .< e~ .. ll .4lkt~.,,.,r. (1 .'` , 

[€1'I ..r t t.,,. x f1f rjf 1 i2?€: 
Ltv"b 

FI C1f. ' L , ) t': 9 € .,;i 
d 

Lv 

L{t d,:V .' ~k ,> ,Li U .f '. tl. 11 4; t~.i,.3 e . ,1d p .kit e' .a%i~I G'.' c. ,,"a the 

ews iv c Ps" .wv. 1, c " i ' 1 Cn,';  Cud 
i tin  tlf.ix! (,i<.udthSf Aif UIJ kQ: 34z~i' ,4i't;;,, k,s',7ai~z~, Yi` rBi` t ,.i1 a i1' 

but but 1voLtld fbr i girt t i the d(gr~eeed C< a i?`' :ouu tS'+ l

6. d1`: file checking. 

_. E° It lway t"L> ;N,w  +3~t C .,.._,_ :3 Y k ~k'ra i i~t14, ic,ua= ,7 a E'a 

7y7 .d 1 (' l., ert I f ,%) t ,yst °l. ,f,b., _ses ' , :7/) C ? 1 ird, ity'. 

4 jti <:a'li be crc r ?+, '' on a oIic shot Ft,r`il at a IDUI'i' ..C aIf IJUGet, of t ?.'L Iffy 

O 1999 19 , 1'ft:tii ,a; Li-' £~C'W :C1AL IN CO  )N Pc:gc 8 
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ICL Pathway Acceptance Proposa Ref CRIACD 372 
Version: 0.4 

Acceptance ncider t 3 $2 Date: 16/9/99 

coi :.,`:'=, d f E.Yt. 'tt s 4f-- ; r E r  `":,.' +.,?~~.

SCI sff11 ' ~E[3

('P 2116 is f)L"a iaaapi in ntea to provide this regular o  tg r?i capah:le 

ICL Pathway will continue to run the .dll contents check or; ,rr'r.`entially 
affected files within the o.,pi might activities until an agreed closure criterion is 
achieved. This will be eirt=tcr.: 

• diagnosis and fix of the underlying corruption problem, or: 

I/ 4*n`, f , <<e ,:' /~'; "I'; lr`D` °C! .1,(e.> C cl 1`1:', (nj,Tt3fia

of . w runnir -'—,
 . P < ed,al eorrtr ,l h 

Pathway confirms that .exe and ,c, -- cdlso checked per

7. ATE a ..I' r E ted Targeting Engine) a a . ng 

The incident that occurred during the L72 upgrade has been tested and fixed 
(incorrect handling of long error messages). he fault was recorded and 
cleared through the OSD fault notification process (PinICL is used for 
Pathway related incidents). Further details have been supplied by OSD on the 
nature of > rrult and ,the: e:>solution undertaken: 

~~Fr €t the iT  ol i of O ' t ' . -d 5I vtcs r n r .1., ~.~, . , 
g

~, 
7 

yew. ~~b?se~~ z ~~r Ur, or ?a . ~` ~.~>i~~; 
tO ~i ,r""•.i ~6, r '`i f.., , .I fl r_ ., 4.Q i7C`tT .~f;7 Pd" I?%,Y'6 Pt' ' 1 [!+"  F r1  5 .,; _a7 d . ,<<i X5.1 

y. 

perfo ai m Lit rtes f a To , „1b^ o v' "2 a+ - ~  4~. .P3 D IrF  `. 

s ~. an i~ ' 3'~10>>.,.T;~;1'~~~ i ,~~PtIR n ➢t.a,e 1~"~1"~~ ~; ;ir

Al ,`t e. ;, s', !';. . £ s' :r %alc _,L Pathway c,):, to 
dc / arlt1E ring normal opefali i ,[ wa,8 'ogementf,'~tf,t

es Ii this usage, ICL Pa rfr ter. .,ar solr lce ±air r;,ibutions 
re, "a' U rr ,1 t 7t F' /T2 distribution dzsi 1t If,r . F / /s d Cr l,r .tr1 '1' 

t y,

op F F. 1 6`£ °br r "'e ` ive in /f P i"2 t1 i th 
1~~q

if 1 rr `C'C ,~'idt_ IZ 

Ti c: r r l,,. [ f t 1i ` e f: +}r,

1. F , %oste Pea , _ ^°e r' ,; <'rver (upda < 1' ' ,0,. Thee a; acteristics of
2d1Sw3"-4L L81'/r I` ., ` Ca' r tk '?,, ,j`7- d,Tt .a' ',11 e. t1U1t r' ,,P3-"ra rr? ,c/r:_

P y, am a i' c j<; (:f;

inc c,1', r at endencia'... 

2. C' i".3U'1d.Alls -d Fpos8c Cre„`~ ,L- .€ ~ F~.~;Cr°dr.t 'P:>
7 e 

distinguished by its relative size, several Mbs. 

Appa"Q,pi' :''f afie> rrr a rtr tt_ °zrF% r.? f c supplied, Inc 'Ica rhlr 
interdepeb.f'cn  , . _r 4- "Ij kJr f+ k[':s Of how a y '.xC fpl;'O t f 

handled. 

© 1999 ICL Pathway Ltd CCM! E at e s- ' i' I E: Page 7 of 8 
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CL Pathway Acceptance Proposal Ref CRJACD1372 
Version: 0.4 

Acceptance I - aldent 372 Date: 16(9/99 

I c ice plan $pmmary 

A. important CL, Yet^ i {f - €i have been comp

Ongoing monitoring of software distribution activities is ai ee d pr ivded (with a 
further minor extension planned) and an appropriate rep =e}. - f rt =1 identified for 
resolution of any mattersarising. 

el lk..: r)nc :.. :" ~... - L:' CL

ext_

CS  r --1 .,.,_a s ' kVU,_ k?. .Itfv-i

W1~1o tf1 "u't. i z1L~c': 111:;n~. 

t'adi dLtr. COMPAE_ CIAL 41\1 (C3i iUiN E t 'fie; v 



POL00325269 
POL00325269 

Sr i.,.. Acceptance Resoluti Pl 1 Ref CR/ACD/376 

f I q tvy Version: o.9 
Acceptance Incident 376 Date: 23/9/99 

T)oeument Title: Acceptance Resolution Plan for Acceptance Incident 376 

Abstract: This document contains ICL Pathway's Resolution Plan in 
respect of Acceptance Incident 376. 

Status: Issued 

L. 

ter C ~ ing 

ICI Pathv, v: 

POCL: 
Calum Craig 

John Meagher 
Min Burdett 
Jeff Austin 

s wl i v: J C C Dicks 

Comments to: Pathway Iist 

v v klc,at,~ b, m 23/9/99 
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f :t... Acceptance Resolution
Pathway Acceptance Incident 376 

0 Document control 

°. : Document history 

Ref: CR/ACD/376 
Version: 0.9 

Date: 23/9/99 

Version Date Reason 

0.1 20/8/98 Initial draft for comments 

0.2 24/8/99 Version for Expert and workshop 26/8 

0.3 4/9/99 Version for Expert and workshop 6/9 

0.4 10/9/99 Version includes an addendum resolving actions from 9/9 
workshop. For Expert and workshop 13/9 as Resolution Plan. 

0.5 16/9/99 Version documenting final agreed Resolution Plan. 

0.6 16/9/99 Further version minor changes, observation period

0.7 22/9/99 To include agreed closure criteria 

0.8 22/9/99 ndates agreed during drafting of Schedule 2 Part A of the 
c:Ii s ttpplementary agreement 

0.9 23/9/99 Further updates arising from drafting of Schedule 2 Part A of 
the second supplementary agreement 

0.2 Approval authorities 

Name Position Signature Date 

J H Bennett Managing Director 

J C C Dicks Customer Requirements 
Director 

n. at5u"r mfi E a lµi t I 

e,. .p• . Q ', 3a Source 

t ~ i iiiLi ats Report Pathway 

0.7 Logical Desi t. EPOSS/TIP Reconciliation Pathway 
Controls 

Ceasing of Non-Core Products at Outlets Pathway 

CS/PRD/065 0.3 Process For Removing Products From Outlets At Pathway 
CSR 

CEO 1999 ICL Pathway Ltd COMMERCIAL IN CONFIDENCE Page 2 of 9 
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f ` 

i Iry T

Acceptance Res n(urd.µ n, ,l -. Ref CRJACD
Version: 0.9 

Acceptance Inciden ;: (' Date: 23/9199 

J,3 Abbreviations 

AIS Application Interface Specification 

CSR Core System Release 

CSR+ • m Release T'1 ire e..rase after CSR) 

EPOS  i int of Sall; 

EPOSS L~ J;1 SCi V',-0 

TIP Transaction Information Processing 

TMS Transaction Management S`e"ice 

TPS TIP Processing Systen ?€te Pathway  ii 1 S sti ii 
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. ., ' a.eptanc Resolution Plan 

Acceptance ncident 376 

Table tI content 

Ref: CR/ACD/376 
Version: 0.9 

Date: 23/9/99 

I PURPOSE......... ................................................................................................................. 5 

2 SUMMARY ......................................................................................................................5 

3 CRITFP f_ ..,.... ............................................................................................. ...... s 

r 4v i  ............................................................................................................5 

5 P.IkTHWAY ['eS1TION ..................................................................................................6 

5.1 BACKGROUND ................. . ............................................................................................... 6 
5.2 MATURITY OF PLAN ........................................................................................................6 
5.3 DELIVERY OF ADDITIONAL CONTROLS .............................................................................6 

5.3.1 Ongoing Analysis And Review Of Incidents ... ....................................................... 6 
5.3.2 Development OfAdditional Reconciliation Controls ............................................ 6 

5.4 CORE TO NON-CORE (A1410) .........................................................................................7 
5.4.1 T, ,0o- tionatCSR ...... . . .......................................................................................8 

6 ( 1 C' e1 TERIA ................................................................................................... 8 
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" :.,. Acceptance Resolution l 

Acceptance Incident 316 

Purpose 

Ref: CRIACD/376 
Version: 0.9 

Date: 2319/99 

This document sets out ICL Pathway's proposal that Acceptance Incident 376, 
currently categorised as Medium by Pathway and High by POCL, should be 
recategorised by POCL as Medium, and that the Resolution Plan is satisfactory and 
should be agreed. 

Summary 

Pathway contends that there are Clearance Actions that address the three remaining 
issues defined by POCL. 

The issue relates to not passing rL f harvester exceptions
by missing functions in counter code. ICL Pat, - nnas taken measures to bot~1:
known occurrences and to ensure that any unfores1 'currences are report.e
TIP and to ICL Pathway development. 

The occurrence of a functionally unrelated incident considered under this Acceptance 
Incident, the omission of records from the counter cash account, concerned only 
voucher products. This omission is in process of elimination. In addition procedures 
have been tightened to minimise the risk of product withdrawals causing operational 
difficulties at the counter. 

Furthermore, additional reconciliation features that confirm the integrity of data 
passing to TIP have been proposed. 

Criteria 
,•r;,;°~ , '., Fi i:y cited: The Contractor shall frortinterface
~~ c ~.~isaction Information Processing ('[II 

4 POCL position 

Based upon the minutes of the Acceptance Board Meeting of 18 August 1999, POCL 
contended that: 

"the plan is still immature". 

"the proposal not to deliver the additional controls until March 2000 is not 
acceptable". 

"the latest i s revs-
ve dc ~~ ~..~,_ ~ ~:_ .~. ~ Ei~. ~:~P~~~ ,~~ a , t, .~ i, o~z>~~ ;agreed . 

0 1999 ICL Pathway Ltd COMMERCIAL IN CONFIDENCE Page 5 of9 
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ICL Acceptance Resolution Plan 
Pathway Acceptance Incident 376 

5 Pathway position 

S.I Background 

Ref: CR/ACD. ',` 
Version: 0.9 

Date: 23f9/99 

During the Live Trial, and since, incidents have occurred that, in POCL's view, 
constitute a potential threat to the integrity of their accounts. These are tracked in 
AI376, TIP Acceptance Incident Status, and associated Root Cause Analysis. 

S. M ari f plan 

f1i cesoli]ii i pia n ate defined as activities within the integrated 
v z ance Resolution Plan (currently version 0.9, 16/9199). 

fhe Pathway proposal in this area has now been expanded into the High Level Design 
document Logical Design for EPOSS/TIP Reconciliation Controls. The joint working 
group has reviewed this in detail. This document provides a description of how 
Pathway will provide additional reconciliation between the Cash Account produced in 
the outlet and the transactions sent to TIP. It contains detailed proposals for 
enhancements to counter processing, harvesting and the TPS Host. 

5.3 Delivery o u1tio n! :ontrols 

Clearance ti .g: 

The document Logical Design for EPOSS/TIP Reconciliation Controls, Version 
0.7, 20/9/99 has been agreed and the enhancements will be in service by 31/12/99. 

. . . Ongoing Analysis And Review Of Incidents 

ICL Pathway will continue to analyse new incidents and will issue periodic updates of 
the TIP Incident Status Report. This report will be reviewed jointly fortnightly or as 
required. 

ICL Pathway's objective is to eliminate the root causes of such incidents as are 
described in Section 2 above, while providing a clear method of communicating rare 
error corrections. 

5.3.2 Development Of Additional Reconciliation Controls 

Additional controls through the introduction of reconciliation will be developed as 
described in the document Logical Design for EPOSS/TIP Reconciliation Controls. 

POCL's requirement to have continued visibility of the functionality of the solution 
will be met by re-issues of the above-mentioned document. Should low level design 
affect any area within the high level design, then the Logical Design document will be 
updated and re-issued to POCL. 

Pathway is currently providing Harvester exception reporting and will continue to do 
so until the additional Reconciliation Controls have entered service. 
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` i. Acceptance Resolution It 

Acceptance Incident 3ti 

Ref CR/ACD/376 

Version: 0.9 

Date: 23/9/99 

POCL is concerned regarding assurance of testing plans and testing activities. ICL 
Pathway will issue the High Level Test Plans (HLTPs) to POCL for the additional 
reconciliation controls and will also issue the corresponding Test Reports, both for 
comment. POCL will provide such comments in a single batch for each of the HLTPs 
and Test Reports within two weeks of their provision to POCL. In addition, POOL . 
may witness testing. The testing strategy to be adopted for this Plan will be 
documented and provided to POCL. 

5. ®3 Additional Reconciliation Procedures 

POCL has observed that joint procedures for dealing with reconciliation incidents 
need to be developed. ICL Pathway recognises the need for such procedures and will 
work jointly with POCL to develop them. It is agreed that these procedures will 
embrace the following five points: 

cars' g ? 1. t . Ea ~ ,. . fi manual error C  her transaction reCE 9

or ca o. stream record errors up aggregate level of 50 per week 

2. Above this level Pathway will fix errors and (re)submit the data electronically 
to the TIP interface, unless agreed other wise by POCL. 

3. Man or reports are to include a '`,.C3P •specification of the repaired 
trans i data, such that the data  s the integrity checks if 
resubmitted. Where it is necessary to au a ,judgement about a repair, such 
judgement will be declared explicitly b .J -athway. Data is to be presented in a 
suitable format for POCL to key into a i'OCL data input facility. 

4. The delay between the occurrence of an error (or where applicable its later 
detection) and the notification of the correction to POCL (either manually in 
accordance with (1) above or electronically in accordance with (2) above) shall 
not exceed five working days. 

5. Pathway is to pay POCL liquidated damages of £100 per transaction error 
correction s~ ;_ t,: manually. 

The Contractor shall test the procedure described in sub paragraph (2) above prior to 
the implementation of the additional reconciliation controls and POCL shall assist and 
witness the attainment of the outcome. 

The above procedures shall be intro ui2
reconciliation controls referred to in p, : ~.h 5.3.2 ai = r ° 

Clearance action: 

The document, Ceasing of Non-Core Products at Outlets; is agreed and ICL Pathway 
will implement the defined functions for CSR+. 
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Acceptance Resolution Plan 
atEio,, Acceptance Incident1> 

5.4.1 The position at CSR 

Refinement to product management procedures ,t

Ref: CR/ACD, 7 
Version: 0.9 

Date: 23/9/99 

Al 410, although related to Al 376 through the
Account and the TIP stream, is in fact the re
incorporated in the Cash Account was received by TIP. 

This condition was caused by ceasing a product at an outlet by changing it from a 
Core product (transacted at all outlets) to Non-core (transacted at only a subset). This 
resulted in "end dating" the Item Reference Data at an outlet that had not received 
replacement non-core reference data but had transacted the product earlier in the 
week. EPOSS did not include transactions in the Cash Account that had occurred 
immediately before the product was end-dated at the outlet. 

It had been agreed, for CSR, that Operational Business Change procedures would 
screen out cases of Item Reference Data being end-dated, the outlet would not be able 
to perform housekeeping functions such as remitting out remaining inventory in any 
case. The agreed process for removal from sale is by use of changes to the Menu 
Hierarchy. 

Unfortunately neither say SL i ,~, ~ i ,  .~t ,6',5~' ~ ?:? changing a 
product from Core to T al d result in )rocedure 
documentation has now been amended to make this case explicit_ 

ICL Pathway is introducing a change to ensure that all transactions for end-dated 
products appear in the cash account. This will provide full accounting integrity. 

The parties shall carry out the pr E 4 , . c. described in the document Process For 
Removing Products From , > :'  , .~ _ ." ' 1: ~ =~cedures will be 
revisited if experience so indicates. 

Introduction of an enhanced proposal for item transaction modes at CSR+: 

A feature, Item Transaction Mode, is scheduled for introduction at CSR+ a , f i 
pr'''ide a comp trolling CtiO(d

ah ,i  however, in ourse of der117 . ~~~li

rt:.,ised that _ r ovision at CSR+- ir iterfaces and designs t I
particular case of end-dating Non-core products in individual outlet.>. 

This issue, ceasing Non-core products at individual outlets at CSR+, has been 
addressed in the document Ceasing of Non-Core Products at Outlets, which was 
published on 24/8/99, and which POCL has confirmed is acceptable. 

6 Closure Criteria 

The closure criteria agreed between the parties are: 

1. That there will be an Observation Period of six weeks starting 1$` October 1999. 

2. During the Observation Period there will be no reoccurrence of previously fixed 
faults 
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'lv Acceptance ReSolutio an, Ref: CRIACI ,
, Jux Version: 0.9 

Acceptance Incident 3/6 Date: 2319/99 

3. During the Observation Period not more that 0.6% of Cash Accounts sent to TIP 
will be found by TIP not to reconcile to the Cash Account derived by TIP from the 
transaction stream due to Pathway processing error. 

4. During the Observation Period Pathway will analyse all new incidents within 1.0 
working days, and report these analyses to TIP using the established TIP Incident 
Status format. The 10 days starts from the time TIP log the incident on the 
Pathway helpdt -,, . J" analysis is to inclt01 :.: E expected fix implc i
date. For im ot be wxlt of
implement (i :. gnostic

5. There will be a period of parallel running of the Pathway and TIP reconciliation 
process during which the Pathway solution must find at least all those 
reconciliation failures correctly reported by TIP. 
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r. 

noncili-an ion ntn `ols 

Ref.: P1/DFS/002 
Version: 0.7 

Date: 20/09/99 

Logical Design for EPOSS/TIP Recos 11' Lion Controls 

t, .YR 7-i t. fi -rr nt describes the pro e. :se  „}J }r i, .t 
reconcile that the EPOSS t r..?~.~. r

Coi nt- ;, ,=7 passed through to PC tr
f +it weekly case

En the Cash
POLL TI

S/ 'bus: Draft 

Distributi:fn. Id Ward Peter Wiles 
J •ick Long Ann Cooper 
v -)lm Dicks Lorraine Holt 

)hn Pope Roger Donato 
Chris Humphries David Jones 
Gareth Jenkins Stephen Doyle 
Steve Warwick Janet Dore 
Phil Hemingway Stefan Robson 
1.e :. Dixon Dennis Sandor 

13runskill Dave Cooke 
1) r ' iacDonald Peter Chandler 

~O Sullivan 
, i t .rry Calum Craig 
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',., o „ Control 

) ent Htory 

e: `sicr Date Reason 

Ref.: PI/DES/002 
Version: 0.7 

Date: 20/09/99 

0.1 - First -) t in \\ i} 95 format (with lost section numbers) 

0.2 l  ; tit `rs/ )r ii ir so .o „:t : , presented to POCI "<lt= ,'9 

0.3 F ?£i {~ ~J: f . f, . , ` '9W ;.:. 6 .i .. ,'ersio ).2 

Lddr l ;six UI tnt  ted by Collis'

0.4 14/ii1;, '91_) Same as version 0._ 

0.5 l6/0 , a, Scope

S1}

L .  TransaLl!,.,ie D ,.t U lr-orri report of Host 

D ransacti{;ll rlrt4I s 

0.6
4'99 

f Is '~P: :t : _ .: 
s smb 

Y, 
&s, J 

AA

I t
JMS~ 5`  ~,. 4~.4 i''16-0.. 1.4 .9'. i ^ .. .✓SN 0.4 '' k a~ 

by 
S &s 9 

iii ll. Workshop ai ,C.'  1e li a ` c na `"t' ,l a 

O2 Associated/ Doc n 

Reference %, ..r i)-a i Title

1 TT/IF/001 5.7 f, fr 7/99 Pathway to TIP AIS `I 
PCSTIPIS 

TD/DES/118 0. i ' ' L -1) 1 1 ui '~i: i , iIL 1 ILI I",vc~i_
.ni 

_➢~~ft,4 k~C~ FJi l  4y 
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NJ / " ? 

0.3 Abbreviations 

C <". Cash Account 
Cash Account Period 

L1, ) Electronic Point of Sale System 
Outlet Processing System 

L Post Office Counters Limited 
Transaction Information Processing
Transaction Processing Service 

Standard Terms 

Ref.: P1/DES/5 2 
Version: 0.7 

Date: 20/09/99 

Cl Table Number The number of the table as it appears on the Cash 
Account: e.g. table 00 contains Receipts, table 10 
contains Payments 

Trading Date Trading Date is the period of time between consecutive 

public end of day markers in message store. Normal 
end of day is Outlet closing time (as specified in 
Reference Data) plus half an hour or 19:00 hours 
whichever is the earlier. Where an outlet has end
at 19.1)0 then a Trading Date of 07/12/99 covers tine 

4 l; of time between 19:00 hours 06/12/99 to I) °! i 
X7/12/99. It should be noted that where fin 

f ~ tipt has differing closing times on consecutive ,i<$d
Day b 7% presL M rK .. r=e or lr-s

.t. r e

Changes Forecast 

Report Layouts to be modified in line with Low Level Design. 

Other corrections and comments as necessary. 

0.6 Approval authorities 

To be defined 
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0.7 Table of

Ref.: P1 ')F -I( + ',`y 
Version: 0. 

Date: 20;=,i) 'J 
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INTRODUCTION .................................................................................................6 
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3,1 Daily Tray: section Control Totals ......................................................................................................... 7 
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.l 
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4 re..T' iL 0 Z SiC . - OPOSAL .....................................................................10 
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4.2.1 d of Day Architecture ......................................._................: ......................,..:.,,.....,...................14 
4.2.2 Normal End of Day Processing ....................................................................................................15 
4.2.3 Cash Account Processing ..............................................................................................................16 
4.2.4 F d of Day Processing Following Cash Account .........................................................................16 

4.3 Chao, 4acle Database .........................................................................................................17 
4.3.1 ., L. a, ;r.r.is ...............................................................................................................17 
4.3.2 Cash Account Total 1 :1es ...................................................................................................:.........17 
4.3.3 Stock Detail Total Lnes ............................:..................................................................................18 
4.3.4 Exception Messages ......................................................................................................................18 
4.3.5 Control Exceptions ............................._...._.................._............................................................... 1.8 

4.4 Chau . t{:, 'FPS Agent .......................................................................................... ...........................:19 
4.4.I L .. .; l'', _ ._. .. ..... ......................................................... ........ 1.9 
4.4.2 I , .... _.;7...f ..;ta .................................................................................................19 

4.5 Changes to TPS Host ............................................................................................................................19 
4.5.1 Daily Processing ...........................................................................................................................19 
4.5.2 Processing ofCA:P Stream Control Totals ...............................................:.....................................20 
4.5.3 Processing of Office Stock Holding Control Totals ..................................................................... 20 

4.6 Exception Reports ................................................................................................................................ 20 
4.6.1 Host Detected Transaction Control Errors ........................:........................................................... 21 
4.6.2 Message Store Errors ...................................................................................................................... 21 
4.6.3 Host Detected Cash Account Control Errors.......... ........................................................................ 21 
4,6.4 Counter Detected Reconciliation Errors .....................................:................................................. 22 
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e 

Ref: PI/DES/002 
Version: 0.7 

Date: 20/09/99 

This document describes the proec  ci duced to the I `b. infra L u' t . 
products to reconcile the transaction details and cash account deta is passed to
TIP against the details captured at the counters. 

The level of detail given is adequate to enable I ( ; I to ascertain tinat the s• 1
de h 'e -r the li lrelllent, wbif'h . ttnclde whic~-)

tr i 

t11 . Account.
IlP. 

This docunr=ixt is the principle vehicle for communica i fI reconciliation design to 
POCL and will be re=issued as necessary. 

2 t~ tion 

docun ni describes the processes that will be put in place to ensure that: 

• The. accounting transaction data recorded by the EPOSS system on the OPS can be 
reconciled with the accounting transaction data returned to the POCL TIP system 
across the TIP interface 

• The accounting transaction data written each day at the (-t l`5 can be reconciled. 
Ii AL Y lial dad \ 'rtitc "i fll: inc ill i a` `s a t ;lt _'' w . 1.?' 4L 1S 

p UJ dLLu 

• The Outlet Stock Holdings generated at the end of a Cash Account Period at the 
OPS can be reconciled with the Outlet Stock Holdings transferred to TIP across 
the TIP Interface 

♦ The Cash Account Line records generated at ti n.° ' " can be reconciled with the 
Aiv(oanlL I' An c `OIL  to Iii ros6 d TIP InUL r"L tee 

The processes to be put in place will be delivered through the implementation of new 
software functionality at both the OPS and TPS Host systems. Where a new OPS 
function is delivered to generate control totals, the function will be designed to 
calculate the totals by a means different to that used in the current OPS functionality 
which generates ball nc'ng and Cash Account data. This approach is being taken to 
ensure that if the sar, r, -;,t,? is calculated by two separate logical processes then there 
can be a high level s. r,ce in the integrity of the data. 

Overview 

The reconciliation processes will be split into two separate sets of activity, Daily 
reconciliation tasks and Weekly (or more accurately at the end of each CAP) 
reconciliation tasks. 
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td ? c r rt r  a , Ref.: PI `)T
Version: 0.7 

Date: 20/09/99 

The daily tasks will ensure that the base transaction data recorded at the counter 
matches the Leo 1: r oo n data transferred to TIP for that day t the same time, 
the transactions ° I sac used to generate coo Ursa Lotals for the Ca:Th Account tables to 
w i E i c h the tran s« c° t t s will report at the end b' ne CAP. 

At he end of tin P, the daily control tot .:ls generated for each Ala ecount too; 
wt? € be accumulr,i °`1 and the resulting va::E , ;. fitculated for th is ;7 i I. r:w?tfi 
tables :.'ill i.i red with the Ca line rf the L :~ 1 

A . itpro ess. .i ,arison then the 
s will vat' 1,~ ; teat ~~ r~: ~~~ls with the 

ondin .,, . . .. . .; , ; ~  hich does not 
reconcile and record an error message in the l .ipca `.v ge store. 

The existing functions in the system which create the outlet stock holding. records and 
the Cash Account Line records will also be amended to accumulate a control total for 
each set of records which will be written into the message store at the end of each set. 
These control total records will be harvested and inserted into the TPS Host database. 
The TPS Host system will compare the Stock Holding records ('STX' records) and 
the Cash Account Line records ('CAC' records) output to the TIP Cash Account sub-
file with the control totals received from the OPS system. In the event that the TPS 
harvester fails to locate either the Stock Holding records ('STX' records) or the Cash 
Account Line records ('CAC' records) or the control totals calculated by the TPS 
Host system differ from the control totals received from the OPS, then a reconciliation 
error report will be produced. 

Dail"  n r o f Totals 

A i logical day (1 ; ; s;:i . ,. E .vw uns
nr tt i_4. ti~_:. . _ 1` ip 'ste Message store. Th• <_; _,  ,. tecise point irz
in ' =fir!` .+. 1i node in the g'roula :if, l~! . •' fatly process

1T jl yer is u., :t ~~j i€a_ 11` i flarveste ?'t. ; t ..t tiisactions V tRa.

be extracted h. -tt tr,_ message store and : . 1 pia the Ii =a I-lost System, to 'hc SOUL 
TIP system acres t  TIP Interface. 

The End of Day process will be extended to include an additional set of functions to: 

♦ Calculate contrat ttalr c4" all ancertnrin transactions recorded since the last End 
of Day marker. The c.a: ul a t -,viii be made up o t those transactions which 
get passed through to I11' t ` ra°a "transfers" and Neinittance settlements" will 
not be included since they arc; not passed to 'i =1'. 

,t 
°;c full list of transaction types 

not passed to TIP are listed in section .2.1, a iit -ol total will include the 
following fields/attributes: 

1. Trading Date (Date o +re_r_ art

2. Total number of transactions 

3. Total of thvol t,.' value of trim , ,, on fl, .a;:

4 1 ;i~ ~~ ~f ~+ LY"' 1_i` dt ton ct 
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Ref.: PI/DES/002 

Version: 0.7 

Date: 20/09/99 

The control totals written by the OPS system will be harvested by the TPS T Iarve ,~,_•,.. 

(o ;c . . $ `w ,;c., s l i- ~ xs6) and will be insetted tt''. s _t y ew table
Tl'' I °usi z .dt~u sc 

. 
fc . ; t . I' Host system creates tine .1 s:.>b-file for an r tic t 

a ta CSs will be ackci iu-ici:cndently calculates the L  t otals ti,c ni the 
re rds being generated in the sub `ilr and then compares the i'ii _ ie control totals 
harvested from the OPS. If there is a discrepancy between the TPS and OPS 
generated control totals, the following information will be written to an Exception 
Report: 

1. O~t lr; t 1 ) 'de 

2. The t t> calculated 1 y " I-ic ," k' 

3. The vale lcula 1 , `F .1 .° T' iT

3.2 Daily 
as  nt Control Yogis, 

A€ t!iv ~u -i ii `_it _ 4G i ". L  El , s .w s" a ' •,i ti 6, € _u ~.ivl xai ; , , .a

tr LlOn C I ta S (see 3.1 ct :p. a fun ai4 L)`k, €L fl 1 I If 
Da ,=; process will cause the value of the transaction to be accumulated in an 
appropriate control total(s) to facilitate reconciliation of the Cash Account at the end 
of the Cash Account Period. This process will determine, for each transaction 
processed, which Cash Account period is appropriate to the transaction (there may be 
transactions for more than one CAP on any given day) and to which Cash Account 
Table(s) control total the transaction is relevant. The determination of which Cash 
Account Table control total is relevant will be based on the `Transaction Mode' and 
`Product Number contained in the transaction message that will then be used to 
access the appropriate Cash Account Mapping reference data to determine the table 
number to which the transaction relates. The control total record will include: 

1. CAP Number 

2. CA Table Number 

3. Total number of transactions 

4. Total of signed value of transaction 'Qty' or `SaleVai ' i ield (only one of these 
attributes is present in each CA Line message). 

U he Transactio `✓`= t 1,°, t'i <:inctNumber c H fi r ".;~~9,

dc ̀1s t .1i' +ll i7 E'} G "~tl`..' '~ 
,T..._ 

l t7>.a."

I $i. ;i .t ;r:~i }{Z :[ , }  I ¢.IC ~ { CiD rl .tu~_ '. . ~  ~~ 

~ 1 "kt Ln 6'(ifi_tl~_ 

V:'t?d u14 't  .lt .

i_F [ . 4 ,:h Account t~. bv_tp `
J-

o!  F._ .~. theC. '" ~ s are a a c iiie li Crash. 
Ayti_,t7
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Version: 0.7 

Date: 20/09199 

If any transactions are found which are not possible to map to a CA Table, thei f 
details are added together and included, in a Control Total for CA Table Numb 
"XX" . These are exceptions. Th.e corresponding error transactions will be f1n y M. in 

message store from where they will be harvested as Counter detected errors. 
Harvested error be written to an Exception Report for action via the normal K € L 
processes. The repo ill contains 

1. Outlet FAD code 

2. 'The unique message number of the failed transaction 

3. The Mode in which the transaction took *+ e 

4. 'I o is z,=it in which the transaction toot, k 

5, is-tiher of the. failed transaction 

6. T 'i Sa.l ui « C5i :w i transaction 

7. The reason that the transaction failed to be mapped 

3.3 it Account

Sct 'l' 

Co  pro Cash. AccouwL l) 

For each set of records produced, an additional message will be written wh 1-_ 
contains control totals. The control totals will include the following fields: 

Total absolute number of transactions 

Total of absolute value of transaction `Otv' or 'Sale  field (only one of 
• ;c11 $' i als Vv. s i6r 

r`YE 

an t u< I 

At the time that the Office is ̀ rolled over' in to the next CAP, the `Final Cash 
Account Report' is produced and the OPS system creates a set of 'Office Stock 
Holding' records (which reflect the accumulation of the stock unit holdings at the end 
of the CC..P';. 

For _<1 C' ! D""'U[4d 

CU 0   ! L 1 

i. CAl N amber 

2. Total absolute number of transactions 

3. Total absolute value of transaction `Quantity' field 

4. Total of absolute value of transaction 'SaleVal
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1 Reconciliation Controls 

Ref.: Pi/DES/002 
Version: 0.7 

Date: 20/09/99 

The Stock Holding and Cash Account Line Control Total records will be harvested at 
tll L a1_ r ; , '._,L' Stock Holding and Cash i C)iliit `i:t :3u rt

wil a it, .a a new table in the TPS Host System c, k 
s}. t,_i _ L-v f.va the TIP Cash Account sub-file for an outlet a , , f <0', ._'

aoLid that independently calculates the control totals from the records being genera: 'ed 
in the sub-file and then compares them with the control totals harvested from the .,,~ °'S. 
If there is a discrepancy between the TPS and OPS generated control totals, the 
following information will be written to an Exception Report: 

1.. O D code 

2. C ber 

2. 't -le ax e ; caiculated by the OPS 

3. 'l lie values calculated by the TPS Host 

34 Weekly Cash Account Control Total Reconciliation 

The end of day procedure which follows the Cash Account Period Rollover wit) 
retrieve the Daily Cash Account Reconciliation Control Totals (see 3.2 above) ficr tie 

current Office CAP (including any that took place on t1 <:.lay of the CAP rollover). 
These totals will be accumulated to derive a single tote for each Cash Account Table 
and totals of appropriate tables (such as the Retnittanc tables and the balance brought 
forward for the Receipts table) will be added to the ' tc _k. Payments and Receipt table 
control tota The values generated t)r N a 1 ~_x t I each les will then 
be an r ia l r the a, ., r., Fr; ti , ,.~(„~ =?r tbe 
prr ,l„ „ f F 1 , , , t ?_. ,°, r,. difference Sl

51 :" n1es~ .. 

Aar :, error messages will be subsequently harvested any' inserted into a new table in 
the l PS Host Database. Errors will be output to an error report. 

N( IB

'conciliatior is t t~ ' ii ry L3 b J1 'tiai _ in at iB c. _'Xiided Ca C 

b c JL iLS, Extende PS a a . normal ' f':P except that SAP 
i3 rrt ui increases by more than a.rr_i tie period cove e is mc,Ee :.ii rn 7 

ia',a 

N.: reconciliation F;s . ; ., ill he unaffected '1, . E 1 . , i

trading beL S is covered 1 1 ) . .„ r, ,,, 
t-je end of

4 Detailed Design Proposal 

Changes to Message Store 

The following new messages will .e wa IC t`,e ounters to support the 
Reconciliation process: 
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fr,1- 1... 1r.: I J ". liir for EPOS S/ : yip Ref.: PI/DES/002 

it Version: 0.7 
Date: 20/09/99 

♦ Daily Transaction Control Totals 

♦ Daily Cash Ac4 r,,,r- t . =r:. col Totals 

♦ Transaction LA J by Counters 

♦ Weekly Cash c4.o nt  and Stock Holding Control Totals 

♦ Cash Account Reconciliation Errors 

i.D dj Tran. t°,o ;ontr l Totals 

T 11? -q message wh 1 o ° written by the normal = n c; =city procedure and will contain 
coprol totals that °. .l be harvested and uses i s t: PS Host to check that the 
transactions passed through to TIP reconcile against the totals generated at the outlet. 
The message will contain the following attributes: 

<( :._ .. Id FAD FAD Code 

<lL°i.n > Node 

<Nutn:mmmmmmmm> Message number 

<Date:dd-mmm-ccyy> Date of message 

<Time:hh: mm. ss> Time of message 

<Expiry:nnn> Retention period in days 

<EPOSSTransaction: Group attribute for EPOSS Transactions 

<TranType:DailyTxnCT> Transaction Type for Daily Control 
Totals 

-- TradingDate:dd-mmm-ccyy> 

<MessageCount:nnnnnnnn> 

<QtyCount:nnnnnnnn> 

4. r.2 Daily Cash Account Control Totals 

Date ofF()I) kfarker 

Number of tranL i. 4. 

Total of absolute val3.v.
Quantity field 

This men_; F; l~. ~:lttc a e normal
CC:; ,c t.5..a1 Zr,, t'.~a r ~1. ~, i I'.~2~~~ . C~~ 

enda P. LA ^ :11a~°

Accouir k'  will `,; , ,iia the to

<Groupld ffJjj. 

<Id:nn> 

<Num:mmmmmmmm> 

<Date:dd-mmm-ccyy> 

<Time:hh: mm.: ss> 
CO' 

FAD Code 

Node 

Message number 

Date of message 

Time of message 
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l , e d i n '$~ i,: r U~ Ref.:
g Version: 

Date: 

<Expiry:nnn> Retention period ii +lays 

<EPOSSTransaction: Group attribute t'Or' EPOSS Tra

1ran'fv1 CT> 

( tb e:/t> 

<~l essageCourit:nnnnnnnn> 

~rcCount:nnnnnnnn. nn> 

PI/DES/002 

0.7 

20/09/99 

Tr1 tion r` y 1 

Cash Account :,i ; No 

Number of transaction messages 

0 Transaction 

Total of absolute value of Transactior:_ 
'SaleValue' field 

Note: 1. Where aproduct rc  
account the quantlt.+ ,1t~ B L~ I i' r i; i~ .r . ~ ~ . 1 3L ~z~ tihl;I L. to 

separately into the  tive C

2. Although the above structure contai~1s botil t y aad value counts the 
majority of Cash Account Tables have only one or the other value (the 
exception being Table 1.2). On Quantity-only tables the control total for 
value will be zero. On Value-only tables the control total for quantity will 
be zero. 

3 p ,1
wfl _ ~`~. 71:'' 1, .!~ _ 4. rYQ.S v

4~

4L3 Trans a o rr 51 Detected by Counnters 

This message will be output where the counter is unable to analyse the transaction in 
message store. A new message is output containing the following attributes: 

<GroupId. rfff> FAD Code 

<Id:nn> Nods: 

<Num:mmmrnmmmm> ^ ,,,,x number 

<l )ate:dd-mmm-ccyy> I au e of message 

<T ime: hh: mm: ss> Time of message 

<Expiry:nnn> Retention period in days 

<EPOSSTransactiom Group attribute for EPOSS Transactions 

<TranType:DailvCAErr > Ti isaction Type for T
Ac count Cor I rrors 

fxnId: rFrnsaction in °rror — formatted as 
Cyr -r:rg ld / h / ",woi i 
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r Contrs l 

Ref: PI/DPS/00 
Version: 0.7 

Date: 20/09/99 

<Group- fff Group Id (FAD Code) 

<Id:nn> Node Id 

<Num:mmmmmmmm> Message Number 

<Reason:itttitt> Reason for rejection (e.g. <Reason:No 
CA Mapping>) 

Weekly Ce r. 4 courts Control ioi  si 

This message Will be written when the Cash Account is produced and will contain 
control totals that will be harvested and. used in the TPS (lost to check that the cash 
account details and stock details passed through to incile against the totals 
generated at the outlet. The message will contac. t3 C',i; r% i:r- attributes: 

<Groupld ffffff> FAD Code 

<Id:nn> Node 

<Num:rnrnmrnrnmmm> Message number 

<a . dd mmm-ccyy> Date of message 

Ttsn nzm: ss> Time of message 

<Expny.rauan- Retention pericu u ys 

<EPOSSTransactior. : Group attribute for EPOSS Transactions 

<Tran' E !'f,_ ?. V "ff €
....4. > 

I r . , w, , a fi; f' F,
 ' >~ 

L:l't i, _::`_'  v : . E ~.: =;.E (tt—SH) 
Coca .

<. )tvCount:nnnnnnnn> 

Cash cfv unt Period 

me ., ,_;s cs 

Total of absolute value of rr t 

Quantity field 

Total
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Logical Design for EPOSS/TIP 
1 v"J yr. Reconcili :='mt Controls 

Ref.: PI/DES/002 
Version: 0.7 

Date: 20/09/99 

This message is output where the ericl of day procedure following the Cash Account 
finds that the sum of the Dairy t.astl uwit Control Totals (see section 4 
captured during the Cash Account Period does not agree with the totals on
Account. A message will be written where there is an error in the total;

The message will contain the following attributes: 

<GroupId.j f f,~f> 

<ld:nn> 

<Num:mmmmmmmm> 

<Date:dd-mmm-ccvy> 

<Time:hh: mm: ss> 

<Expiry:nnn> 

FAD Code 

Node 

Message number 

Date of message 

Time of message 

Retention period in days 

<EPOSSTransaction: Group attribute for EPOSS ons 

<TranType:WeeklyCAErr° > Transaction Ty ... for Weekly Cash 
Account Errc: s 

<CAP:cc> 

<CATable:tt> 

<CAQtyTot:nnnnnn> 

<CAValueTot:nnnnnn. nn> 

<ControlQtyTot:nnnnnn> 

Cash

Cash Account '1'able No 

Total of signed values of the Quantity 
field accumulated from the Cash 
Account Line records 

Total of signed values of the Sale Value 
field accumulated from the Cash 
Account Line records 

Tf: -:al of signed values of the Quantity 
(~ acumulated from the Daily Cash 

,.: count Control Total records 

<ControlValueTot:nnnnnn.nn> Total of signed values of the Sale Value 
field accumulated from the Daily Cash 
Account Control Total records 

CATab "XX" will be a special table set up to hold control totals for exception 
transactions that do no map against a valid CA. Table entry. If a message is written for 
<CATable:XX>, <CAQtyTot:> and <CAValueTot:> will be null, but 
<ControlQtyTot:> and <Controly . > will contain values. 

Changes to Counters 

4.2-p,1 :r  . jf  4 hitectLlre 
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ICL l tag, ic, I % e n for EPOSS/TIP 
Pathway R e m ,cili i n Controls 

Ref: PI/DES/002 
Version: 0.7 

Date: 20109/99 

In order to ensure that the record set on which the Daily Control Totals are calculated 
is fixed at a point in time,. the processes for calculating the totals will need to run 
AFTER the EOD Marker has been inserted into the message store (since this 
delineates the messages for the day). The calculation of the totals will therefore be 
carried out within the EOD process using the architecture developed for CSR+ for the 
creation and management of `Harvest Trailers" (see Ref. 2). This will result in the 
Control Total messages being written after the EOD Marker but before the EOD 
Harvest Trailer message. The resilience of the process remains unchanged since the 
EOD process itself will continue to ensure that if the process is interrupted for any 
reason, then the generation of the Control Totals and the Harvest Trailer will be 
carried out when the system is re-started. 

4.2.2 Normal End of Day Processing 

The end of day procedure will be extended to scan message store to calculate control 
totals and write messages for: 

♦ Daily Transaction Control Totals (see section 4.1.1), making sure that absolute 
values and quantities are used. These totals will be subsequently harvested and 
used by TPS Host to reconcile against the number transactions passed through to 
TIP. Some transactions are not passed through to TIP so these will not be 
included in the control totals: the following transactions will not be included: 

- Transfers 

- Transfer settlements 

- Remittance settlements 

- Non accounting data settlements 

- Parcel traffic settlements 

The identification of the products to be excluded in this way will be controlled by 
the use of a piece of reference data (persistent object) in the message store. 

♦ Daily Cash Account Control Totals (see section 4.1.2), making sure that signed 
values and quantities are used. These totals will subsequently be used by the 
counter software to reconcile the Cash Account. Totals will be written for the 
following CA Tables 

- 0() Receipts (Values) 

- 10 Payments (Values) 

- 07 Discrepancies (Values) 

- 20 Cash Stock and Vouchers in Hand (Table 5) (Values) 

- 30 Receipts (Quantities) 

- 40 Payments (Quantities) 

- 50 Stock in Hand Break. o a 4 ! Qi.' w a . ,  ,

U ,,

(Values) 

- 60 Remittances from other Offices (Values) 
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P .i.., ,, s `W . 'nc0l " n, Conn„ ",o!,: Version: 0.7 
Date: 20/09/99 

- 61 Receipt of stock from SSO (Val es) 

- 70 Stock Returns to SSO (V,_'4Ev g 

- 80 Remittances to other Offices

- 90 Girobank Transaction Breakdown l  bl : )f, r:i farce] Traffic 
(Table 12) (Values and Quantities) 

- 91 Number of Transactions (Table i erg) ((~ Iatii s) 

A new message will be written to message store (before the EOD Harvest Trailer) for 
any transaction that is found to be in error (see section 4.1.3). 

otal for error transactions are idded to ±her and incl'_:ded,  special Daily Cash 
Account tControl total for (A Table a. l  ;. ., 

423 Cash Acc&f.t,t Prot ss4n

When the Cash Ac eport' is produced the processing will be extended 
calculate control tote _s nc a ite a message for: 

`Weekly Cut Total (see ion 4.1.4), rol s c
d. '1

to Tl"°. 

When the Cash Account Roll-Over' is executed the processing will be extended to 
calculate control totals for the outlet stock holdings . bnd write a message for: 

♦ Week Holding Control Tote Lion -. .1.4), mah

a LA 14 l'L' £_ ' 1  x ua

P al I_ti. . .,_' 1 4 

4.2.4 End of Dat Processing 'ol:ovning Cash Account 

The end of day procedure will be extended as described in Section 3.4 to retrieve the 
Daily Cash Account Reconciliation Control Totals (see section 4.1.2). The total for 
each table on each day will be accumulated to give a single total for each table for the 
Cash Account Period. The system will then perform the following additional 
calculations. 

' " l Cy la ..t d l vC ad lid "IL itt Lu ltfo LoLai fuz i Al 

5:. 

2. The otu1 of 
.l 

abie 3 will be deducted from the control total for Table 5; 

3. The Table 5 Control Total from 1 &2 above will be added to the Control Total. 
of the Payments Tal~ie (T abie 10), 

4. The Control Total of the Discrepancy Table (Table 07) will be added to the 
Control Total of the Payments Table (Table 10); 

Fli (-L11t-ol Tnt ;l }4ir ta}))le 6 _p(~i ((d , 7 11 } , Et. i. { I tOe Control Totalof 
the Rec; ipts 'fable (Table 00); 

COMMERCIAL IN CONFIDENCE Page 16 of 39 



POL00325269 
POL00325269 

f l,. r~ir'~ l ) ijn for EPOSSI TP
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Ref.: P! T)L" I( )2 
Version: t. 

Date: 20 ii

6. The Balance Brought Forward value for the Current CAP will be added to the 
control total of the Receipts Table (Table 00); 

7. The Control Total of Tables 8 and 9 will be added to the Control Total of the 
Payments Table (Table 101. 

:..11010 .'.. -se~r~,l~ t ! Li !.) mi i.  'T fl + hs o. 6 ;.. s2 , ..;'G'.!)1 1t Fa*' t€'+t tl 

31n the (. asri Account line records written during the production of the 

LctS i A"OUIit. 

An error messsage will be written (see 4.1.5) when the total for any table does not 
match the Control Total against which it is being compared. 

43 Changes to r k Database 

The f0 owl,_,; l~ v .e'?f3 .,t~tl ,. . _r S, t l .1~1f'u>. . .ai; r .

Harvester and pl ,->cess~

♦ Daily Transaction Tote IS 

♦ Cash Account Total Lines 

♦ Stock Detail Total Lines 

♦ Exception Transaction 

♦ Control Exceptions 

4®3.1 Daily Transaction Totals 

This is a table of control total t,k }~: .' ' . ~; .gi,.a;ed nightly t 1l c 11 
the Transaction Stream Cc' Message. lr ,x i + contain
items: 

♦ FAD Code 

♦ Trading Date 

Total Number of Transactions 

♦ Total of absolute value of transaction "Quantity" field 

Total dof a sollitc v uc' of transaction "Sale Value" field 

: . 2 CsiI AccounL 
.Lodi Lines 

Ibis is a.table of control totals which will be populated by the harvester from the 
weekly CA Stream Control Total message. It will contain the following data items: 

♦ FAD Code 

♦ CAP Number 

♦ Total Number of lines 

♦ Total of absolute value of transaction "Qty" field 

♦ Total of absolute value of transaction " Sale Value" field 
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Pathway s ' ; n i1 -:t an Controls Version: 0.7 
Date: 20/09/99 

4.3.3 Stock Detail Total Lines 

This is a table of control totals which will be populated by the harvester from the 
weekly Office Stock Holding Control Total message. It will contain the following 
data items: 

• FAD Code 

♦ CAP Number 

♦ Total Number of 

• Total of absolute value of transaction "Quantity" field 

♦ Total of absolute value of transaction "Sale Value" field 

.4 :ception Messages 

This table will be used to hold details of messages where exception conditions have 
been detected by the Counters and/or the Harvester. For example: 

♦ End of Day process may not be able to map a particular transaction into one of 
the CA. tables (see section 4.1.3) 

♦ The Harvester is unable to convert a particular data item because the content in 
Message Store is not compatible with its definition in the Oracle database 

The table will c(nti;nflie, 1 ,z , ,t,

♦ FAD Code 

♦ Transaction Date 

♦ Transaction Time 

♦ Transaction Identi:tier 

♦ Reason fz 1 .:; tion 

4.3.5 Control Exceptions 

This table will be used to hold details where the Cash Account Totals calculated by 
the Counters do not correspond to the Control Totals captured by the Counters from 
the transactions processed during the Cash Account Period. It will contain the 
following data items: 

♦ FAD Code 

♦ CAP Number 

♦ CA Table Number 

♦ Accumulated signed total of 'Qty' values from Cash Account Line Records 

♦ Accumulated signed total of Sale Value' values from Cash Account I..ine Records 

• Accumulated signed total of ' Qty' values from Daily Cash Account Control Totals 

♦ ,. , . li ,f. „t F < 5i» T tal of 'n!  a,j,'lue' vf&i' frnnl 1) lti C"ns `.cct, 1.12t 

Control I"orals 
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Date: 20/09/99 

CA Table Number "XX" will be a special table set up to hold control totals for 
exception transactions that do no map against a valid CA Table entry: Cash Account 
attribute entries will be null, but Control Total entries will contain values. 

44 Changes V` PS Agent 

ri 

4.4.1 Daily Processing 

For each outlet that is harvested TPS Agent will process the Transaction Stream 
Control Totals from message store and will populate the Daily Transactions Totals 
table in the Oracle database. 

Any transaction which it c  ,. ~ ''
Exception Messages table (see section 4J. -

Any Transaction Error detected by the counter (see section 4.1.3) will also be written 
to the Exception Messages table (see section 4.3.4). 

4.4.2 Processing of Cash Account Data 

For each outlet that is harvested TPS Agent will: 

♦ process Weekly Cash Account Stream Control Total(s) from message store to 
populate the Cash Account Total Lines table in the Oracle database 

♦ process Office Stock Holding Control Total(s) from rn tore 1 .  [ H 
Stock Detail Total Lines table in the Oracle database 

Any line which it cannot harvest (because of invalid data) will be written to the 
Exception Messages table (see section 4.3.4). 

Any reconciliation error detected by the Counters (
the Control Exceptions table. 

4.5 Changes to TPS Host 

-: a ,. i. Daily Processing 
For each outlet, TPS Host will 

♦ Add up number of EPOSS transactions which have been harvested 

♦ Add up absolute value of transaction quantity field in the harvested transactions 

♦ Add up absolute value of transaction sale value field in the harvested transactions 

♦ Compare calculated totals against the control totals in the Daily Transaction Totals 
total 

COMMERCIAL IN CONFIDENCE Page 19 of 39 



POL00325269 
POL00325269 

f „1. 1.M rlir° l -P41 ° for ElOt EPOSS/TIP 
P  ili ti n ; ontrols 

Ref._ PI/DES/002 
Version: 0.7 

Date: 20/09/99 

♦ Output an exception report for those outlets which don't balance containing both 
sets of totals for each outlet (see 4.6.1 below) 

♦ Output an exception report of exception  ti«rig rep:,ried by Ilse -Tarvester 
(see 4.6.2 below) 

NOTES: 

1. For control purposes a reversal will be treated in the same way as the transaction 
being reversed. E.g. if the original transaction was for quantity 6 at a sales value of 
£ 1.20, then the combination of the reversed and reversal transactions would 
increment the number of transactions by 2, transaction quantity by 12, and sales 
value by £2.40. 

2. "Event" transactions will be ignored from the totals 

m . i  i
. geeing oi' CAP Streai i

For e h outlet, TPS Host will 

♦ A number cash account lines which have: been 1

♦ At '.:1 .G) absolute value of cash account line 

♦ C rflii%Ct➢ ' €calculated totals against Weekly CAP Stream Control

♦ Output an exception report for those outlets which the Host detects.
balancing (see 4.6.3 below,

♦ Output an excel-t ,,~ r~ t ~ `,sr ouuct5 v hicn uouitca
1111 e t;k~t~ ~ ...:~ tY . t=t i .'• 

♦ Output an exception report of exception cash account lines reported by the 
Harvester (see 4.6.2) 

®7f Processing f ')f 9r Stock Holding Control Totals 

For each (IL r `. 2 t will 

+ AckJ t paw. ib 1 sL". L«:tail lines 

♦ Add up absolute quantity of stock detail lines 

4 '\A.i , 1, aA-,s=alute value of stock detail lines 

n calculated totals against Weekly Office Stock Holding Co: , rol. Totals 

nption repo  for those outlets which the Host deter,

Output az of exception stock detail lines reported by the 
Harvester (s 4,`).'` 

..  t ii ort 

folly, I p£ c 'c ~c :d { ". _c T IC ll=st: ~. ~ w.~_.sw1 aJ~  c~ r: 

♦ Host Deaec=ed Transactio, t_` rat
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♦ Harvester Detected Errors 

s Host Detected Cash Accoi  

♦ Counter Detected Rest

All these reports will be routed to the Business Support Unit w ; 's:i=i IC I. P 4'i .vav who 
will investigate eac, t / missing transactions will h r i t. ~ 
P' ,,;:L. 

,6A Host Detected Transaction Control Errors 

This .report is produced daily showing details for any outlet where the control totals 
for the transactions output by the Host to POCL TIP do not match the Daily 
Transaction Totals calculated by the Counters. The following data is reported for each 
exception: 

♦ FAD Code 

♦ Trading Date 

♦ Control Totals calculated by Bost 

♦ Control Totals calculated by Counter 

An \IT)  1?.i )   k  .<~:~ .  ?~~=a ~ ~~~~~~ f.M e r n~ 

errors reportwd. 

• <6 Message Messagr tore Errors 

This report is produced to list exception conditions detected by the Harvester and/or 
Counter when failing to process one of the messages in message store. The following 

is reported for each exception: 

i) Code 

♦ Trading Date 

♦ Transaction Time 

♦ Content of message 

♦ Reason for Rejection. 

An "END OF REPOR"I lea sae

errors reported. 

4a ®3 Host Detected Cash Account Control Errors 

This report is produced daily showing details for any out➢ P core the Cony
r of entries on the Cash Account output l u," ;l ~o P('13-`s

~, < ~.oh the Control Totals calculated by the Counters. 

The following data is reported for each exception: 

• FAD Code 
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♦ Trading Date 

♦ Cash Account Period 

♦ Absolute Control Totals for Cash Account Lines calculated by Host 

♦ Absolute Control Totals for Cash Account Lines calculated by Counter 

♦ Absolute Control Totals for Stock Detail Lines calculated by Host 

♦ Absolute Control Totals for Stock Detail Lines calculated by Counter 

An "END OF REPORT" message will appear at end of the report even if r~ 
errors reported. 

4. .4 Counter Detected Reconciliation Errors 

This report is produced daily showing details for any outlet where the accumu':t,F ; 
Daily Transaction Control totals for the cash account period do not match the • „, 

the Cash Account produced by the Counters. 

The following data is reported for each exception: 

♦ FAD Code 

♦ Trading Date 

♦ Cash Account Period. 

♦ Cash Account Table Number 

♦ Cash Account Details calculated by Counter 

+ Control. Totals for Cash Account calculated by Counter 

CA Table Number "XX" will be used to report control totals for exception 
transactions that do no map against a valid CA a ta.

An "END OF REPORT" message will appear at end of the report even if there are no 
errors reported. 
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Date: 20/09/99 

5 Data daw Oiagrmr

Si Daily Processing 

The following diagram illustrates the data flow of the daily reconciliation processing: 

♦ Counter End of Day will process the transa - ii,:,; in Message Store and generate 
additional. messages  c ~ ~ -y { ~s i. _ x~:•;_tt gas 

Control Totals 

♦ A message will also be written to Message Store for any transaction which cannot 
be mapped into one of the cash account tables in the Daily Cash Account Control 
Totals 

♦ The Daily Transaction Control Totals will be harvested and passed through to TPS 
Host where they will be compared against the transactions output to TIP. Arny 
discrepancy will be reported as Host Detected Transaction Control Errors 

♦ Any transactions which cannot be extracted by the Harvester will be pc~ 
error table in the host database. This will also contain Counter Detected 
Transaction Errors. This table will be processed by the host and they be r e
as Message Store errors. 
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ti erraiydttecleC try Haivaster 

Message Store 
Errors 

Errors 

TIP-SYSTEM 
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f;l. 1-ag   frog EPOSS/TIP 
Controls 

2 Cash Account Processing 

Ref.: PIIDES/002 
Version: 0.7 

Date: 20/09/99 

The following diagram illustrates the dTt i Account Period 
rollover 

♦ The Counters will generate additional comro:i i essa ;es representing the Cash 
Account Lines and Stock Details 

♦ Counter End of Day will compare the Cash Account against the accumulated 
totals for the Daily Cash Account Control Totals. Any reconciliation errors are 
reported to Message Store 

♦ Counter Detected Reconciliation Errors will be harvested and passed through to 
the TPS Host \vl, 1 they mill reported 

♦ The Control Messages for the Cash Account Lines and Stock Details will be 
harvested and passed through to TPS Host where they will be compared against 
the Cash Account Details output to TIP. Any discrepancy will be reported as Host 
Detected Cash Account Control Errors 

♦ Any Cash Account L.H toct t be extracted
ltarv~ 4 ) r r,~ „~,$ — i~:_. ~a. ; .~ i .~8i'~~rt °,°~~~~~: , i . }~_~~ I'I , ~ av~ 4~  T1lP'
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.I ai,. ~. €t" i c E"n s, i f F Ref:

n y e a n r a Version: 0: , Fs~.. .. 
Date: 20,0 
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L i .i tur in" 
a 
i ~:; . .~i duuWw 

pad :h as y 

6 1, :  .'$, .,: . 1 n   e. P Errors, 

Date: 7 fora c} 

0 0 0 c: 0 a 0 0 1 1 1 1 

1 2 3 4 5 7 8 9 0 1 2 3 

1 .'-789012345670 901234567890123456"/89012345678901,23456789012345678901234567890123456"7890123456789012 

TPS RECONCILIATION REPORTS RuN (SATE / TTMF: dd/mm/yyyy hh:mm:ss PACE NO: Z.ZZZ9 

PROGRAM- NNNN 

Host„ Dot=ct;e+d Transaction Control Errors 

Outlet Trading Date Absolute Quantity Absolute Value 

xxxxxx dd/mm/yyyy TPS Total xa rcxxxxx 

Counter Total xx ; ,X ,->;xx 

xxx dd/mm/yyyy TPS Total ,.. .. , ;s xx rc.r:; , xxx. 

Counter Total x_:, xxxxx. .c xxxxxxxxxx 

';I]IPORT #, t* 

i he report ULW!ls lines will be in the following sort sequence:-

Ascending Outlet / Trading date / Trancnrtion Date 

C ) FPCI t IRS COHflFNCF Page 27 o{.39 
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°'•a v, . Or ! , 'T.fP keonuid 
VetS~ion 06 

ief 
~: 

PI/DES/002 

Date: 17/09199 

U (1 0 0 0 0 0 0 1 1 1 1 

1 3 4, 5 6 7 8 9 0 1 2 3 

45678901234',- ii 7S0

TPS RECONCtLrA'T`ION REPORTS 

outlet Trading Transaction Transaction Reject 

Date Date Time Reason 

RUN DATE / TIMF: dd/iem/yyyy hh:imm:sr PACE NO: ZZZZ9 

PROGRAM: NNNN 

Message Store Errors 

Message 

xxxxxx dd/mm/yyyy dd/min/yyyy hhrmm:ss XxXXXXXXXXXXxxxxxx xxxxxxxxxxxxxxxxxxxxxisxxxxxxxxxxxxxxxxxxxXxxxxisxxxxxxxxxxxxxxx 

XXXXXXXXXXXX)XXXXX%XXXXxxxxxXXXXXXXXXXXXXXXXxxXxXXXXXXXXXXXXXX 

xxxxXXxxxxxxXX.XXXXXXXXXXXXXXXXXXXMXxXXXXi4..> x'+: Y.xXxxxxxxxxxxxx x xx 

XXXXXXxxxxxXXxXXXXxxxxxxxxxxxXXXXXXxxxxI,X';:xXXXXxxxx}txxxxXxxxxx 

xxxxxx ddhun/yyyy dd/mm/yyyy hh:nim:ss xxxxxxxxxxxxx:exX•X;•t xxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxrxxxxxvxxxx:~3~xxxxxxxxxx 

XxxxxXxxxxxxxxxxxXx,XXXxxxxxxxxxxxxxxxr xxxxisxx: ,1:,?7; w IMRXxxxxxxxX 

xxxxxXxXxxxXxxxxxxxxxXXXX)CXXXXXXXXXXXX:,{px XXXXXk::+.:XXXXXXXXXXXXXx 

xxxxXxxxxxxxxxxxxxxxxxxXxxxXX'XXxxxxxxXXxxxXxXxxxXxxxxxXxxXXxxx 

END OF REPORT

Notes 

C P r" f'7AI- I 1 ; r Page 28 of 39 
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PUSS/ "iP k unci  r Coat u 
Pathway 

The report detailslines will be in the -

Ascending Outlet / Trading date I]

Ref : a

can: E, 
fy9!Q9 
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c ar;"'°  ~  Ref`. PT/D'E51002 

v " y 
Version: 0.6 

1:)al e: 17/09/99 

6 ioI AeU: mash ff s,I'c u I Firr 

0 0 f1 0 u 0 0 0 1 1 1 1 

1 2 3 5 6 ) 8 9 0 1 2 3 

12:340618901.2345678901.234565789012.'34 6 CU1.23456789012345678901234567890123456789012345618901.234056890124567890123456789012 

TPS RECONCILIATION REPORTS RUN DATE / TIME: rid/mrn/Vyyy hh:rnm ss PAGE ND: ZCCZZ9 

PROGRAMI NNNN 

Host Deternted Cash Account Control Errors 

Outlet Trading Date CAP Number Number Absolute Quantity Absolute Value 

xxxxxx dd/mrn/yyyy xx CAC Lines TPS Total. xxxxxxxx xxxxxxxxxx 

CAC Lines - Counter Total xxxxxxxx xxxxxxxxxx 

STX Lines TPS Total xxxxxxxx xxxxxxxxxx xxxxxxxxxx 

STX Lines - Counter Total xxxxxxxx xxxxxxxxxx xxxxxxxxxx 

xx dd/mm/yyyy xx CAC Lines - TPII Total xxxxxxxx xxxxxxxxxx 

CAC Lines Counter Total xxxxxxxx xxxxxxxxxx 

STX Lines - TPS Total xxxxxxxx xxxxxxxxxx xxxxxxxxxx 

STX Lines - Counter Total xxxxxxxx xxxxxxxxxx xxxxxxxxxx 

END OF REPORT *** 
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Ref: PT/IDES/002. 

PLhW Version: 0.6 
Date: 17/09/99 

Notes 

The report details lines will be in the following i•i ~LLJ .: F •;: 

Ascending Outlet / Trading date / Transaction Date 

CO F C A 1N, 7. I F I" Page 31 oi'39 



POL00325269 
POL00325269 

i;) .!s c tor Eps 
rF,,,i.. 

`t , .,,"..3 t Ref; PI/DES/002 

pathway Version: 0.6 
Date: 17/09/99 

6.4 o r ) 4 Reconciliation Etyt

0 0 0 l 0 0 0 (J 0 1 1 1 1 

1 3 4 S 6 7 8 9 0 1 2 3 

1234568, :i AS6789012345€.789012345678901234567890723456789012341 , . "i )012345678901234567890123456789012334567890123456789012 

TPS RECENCTLIATIoN REPORTS RUN DATE / TIME,: dd/mm/yyyy hPt:nen ss PAGE NO: ZZZZ9 

PROGRAM: NNNN 

Counter Detected Reconciliation. Errors 

Outlet Trading Date CAP Number CAP Table Number Signed Value Total 

xxxxxx dd/mmlyyyy xx xx Cash Account xxxxxxxx xxxxxxxxxx 

Control xxxxxxxx xxxxxxxxxx 

xxxxxx dd/mm/yyyy xx xx C h Account xxxxxxxx xxxxxxxx.,x 

Control xxxxxxxx xxxxxxxxxx 

END OF REPORT *** 

Notes 

i hc' repart details lines wi i! he in the followin,

Outlet /lradi (te/Transac;tia3.
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f i.. 
'di ̀IV Y 

6 a' irIS``f:p "

t...>>fl tt., l D N G ~n. ft a / I :i:P, irr c tti  L 11 Co itl i Ref: PI/DES/002 
Version: 0.6 

Date: 17/09/99 

ch scribe 3ciliation Process will function iii+ ?cr various failure scenarios. 

Candi[, til 
I , i

arm when 
Process

" or to Scenari
of Process 
h accuas during the  Scenariood  when failure occurs sfor 

( ttion of Pi ucess

1. End of Day -
Non gateway 
node failure 

Note that the most 
common scenario for 
this is the Postmaster 
turning off the power 
to an unused counter 
PC. 

E.u , :, i l t i,I i;i lie nodes which are 
runniir 

♦ Pi g  ;~.. 

writt each live node 

♦ No public end of day markers are written 

♦ No Daily Transaction Control Totals 
written 

♦ No Daily Cash Account Control Totals 
writtfiu '

♦ Na , r,,_iIa,t on is carried out if it 
is a C`ts;li ,1, l:lrtc~t a,iy 

♦ N1 i l ,.1,.; ~ ii4ii ii t ' . ag'il 

♦ ' I . , ! lis ,l •.li: i.i[ _ I I ➢tlt i+ ; (P. 

ft ical 
ti It 

will nol .7. 

nce the Pi ;,.)s 

till

If node isrestc
run on the day it is rest ,

lr a non —gaLeWay none tints Wtnist t:VIJ Is 

running then. EOD fails to complete and 

♦ No private end of day markers will be 
written for node that dies 

♦ No public end of day markers are written 

♦ No Daily Transaction Control Totals 
written 

s No Daily Cash Account Control Totals 
written 

♦ No CA Re r if, i ° is ¢,.lined out if it 
is a Ca`

♦ No transact 1,, =rr. Harvested 

+ Notra-, ,; i ~

tin"

d at tli. nornia' 

Whi

♦ No lay markers will be 
writ ' i kll d. .s,l rode 

♦ No ire written 

♦ Na totals 
Writ

♦ i~-, ily C ntrol Totals 
WI item 

♦ No CA Reconciliation is carried out 

t No tr 14i ' iF +t„ tit'(' ll.irvc,oI 

• Aa, di ,i t' ' F iittoTIP. 

a node is du )D is 
In the narewv;, M ,ie ~~ attempt 
)l) wall 11 r. onik , o-v's 

F . , tt)i ,. 1 ~ } OD 
d E^tOD 

time. 

~4 ~:f'.iTl 1 'r~ C°7' tll ;.1 '•ka ~i~;'; I s ' ii iron tic 

do ,F ! , ;lltl kll;Io , 
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Ref: PI/DES/002 
Version: 0.6 

Date: 17/09/99 

rD 

End of Day nver is 

time for EO,O 

11 node goes d ill2. End of Day- 
Gateway node 
faihtre 

down: ♦ are >v ~: ,.. t t
♦ 1\'F ♦ No an a oc n .utttral'Totals ♦ Pulp
♦ No U; t . ;;is • 'ar 1 1 . , ' >1 '<~ ." written insc'

written ♦ No Daii Cash Account Control Totals ♦ Daily Tran ia 
♦ No Daily r , ~, ;~ ~ v~~i ! ~~ -rr;al i",xals wr for each n 

written ♦ No CA I H it ♦ CA it if it is a 
♦ Ni ("A, Rerrrnr^i rtint nrt•ied out ifit is aCa Casl[

is a tA Accoim day 
♦ No ff I`ii ' 1r r i 1. (1 P +, j f, ~ ♦ I J: ,a 1t lil x'41 t 11l[.'(f t ,j~,ilc 

♦ No transactions are harvested 
♦ No transact 71 1 rut to TIP. vi t n for . e1; e,nd dity Ehat tu,r;.IC Was 

.i .~ I _ 
dov,' 

+ No transaction details are output to TIP. 
If the node is restored befor n, -, right (local 

If the node is restored before midnight (local time) EOD will run as nrar  rbove) 
♦ All '-S WI i. c harx ;tea 

time) EOD will run as normal (see above) ♦ Cu a or totals will be 
clie b , , ,'S Host 

1 r in H a passed onto TIP. 
ansactions will be 

liar vet< < , idi !h, "' correct" Trading date) 

Sant a failin in non-gateway node (see 3 End of Day - Same as for failure in non-gateway node (see Same as for failure in non-gateway node (see 
LAN failure I above) I above) I al-v,

4. EEr cl of Da Day — run if WAN is down: End of Day will  w End of Day will continue to run if WAN goes During period of WAN f s%lute: 
tiff' 1N failure down:

+ Public end of day markers will be + Prb!i^ r: nd of da'vi tv, will be 
inserted at appropriate places ♦ Public end of day markers will be iii el at <zl ,r ,;ln 

This , on is not ♦ Daily Transaction Control Totals written 
inserted at appropriate places ♦ Daily Transaction Control Totals written

detect I he ♦ Daily Cash Account Control Totals 
♦ Daily Transaction Control Totals written ♦ Daily Cash Account Control Totals 

c(
 °`;

written ♦ Daily Cash Account Control Totals written 
it ; ~t~.' .1<~ta 

written 
~I y7r1)1, 

ar ♦ Recancii ru'Sl cf,r i (._; viii be carried out ♦ Reconciliation checks will be carried out 
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i'rt f i fjlLclt OC;`al t PtUSj"
.iIi 

.t:,,t,t ttr il.rt~ € "at't t,nt ,.rF+r „ Ref:. PI/DES/OO2 
Version: 0,6 

Date: 17/09/99 

5. End of Day •-
Node rebuilding 
following failure 

r.uu Ul V4y ,—

Application 
failure 

7.  t  Ac at 
1 nd 
It

talii te 

t No transactions are harvested. 

♦ No transaction details are output to TIP. 

When WAN recovers: 

♦ All missing days will be harvested 

♦ Daily Transaction Control 'Totals will be 
checked by TPS Host 

♦ Transaction files will be passed onto TIP 

N/A 

Crj f; l ~t•l i 'i :irlcttot Can plot Ld 
Oil..._ 

gul i long as: 

♦ A its have been rolled over 

♦ USLx may:, (A,, fie proceed when warned 

nchecksv
ifCAdf . 

♦ No trai  ru,

♦ N tuliP. 

WI AIN rei s 

♦ All :nissin,, G.1ays sted 

♦ Duo tetion Control t i,rals will be 
checke by TPS Ii, , -t 

• Tt t files

Node rebntl or a non gatev, de will 
no effect t,i end of day a,,- j l tails will 

~.rrvested to lIP in the acv 

jlditi ul otit IC'lay 

cot td of ,l ill i .l r=d 

harvesting will run as normal. 

I t c. When 
the lout nu„gem,. (t„ f,c i 1 ti:. rI is the 
message store. 

Servicewill art,„ ~
o f

desktop takes place 

ateuvay'node during the 
cash account will cause 

Cash tti t➢i. 

Howe h. Account can. 

be rest way node: (or this 

COMMFPCIAL, x 114, ,,0MFPPI Fmr 

if C 

♦ No

♦ No +o:ansacti ,. hwt-r.l  rt to TIP. 

When W ;'. N recovers: 

♦ All missing days will be harvested 

♦ Daily Transaction Control Totals will be 
checked by TPS Host 

♦ Transaction files will be passed onto TIP 

over and process as 

♦ Cash r . euuunt can be ,,w,iu„ed 
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.. t cj p : for  : / I itui a itciI Cr ols 
thwiy

Ref: PI/DES/002 
Version: 0.6 

Date: 17/09/99 

that all nodes are not available no ♦ Weti

But subsequent end of day will not run. Thus: But
♦ ~,;;~ ,~ ~c~ ~~ ~;it rlt: iI; ~t, ill be ♦ Outlet 'will roll over and process as ♦ On 

~har~vni.ted 

normal no al ♦ , ,_, , r;°, : ' ~r„ , > Er,:, toy 

4 Cash Account will be produced + Cash Accc> 
'II l . 

♦ Weekly Cash Account Control Totals ♦ eek- F, - , ~ ._< . ,f + ~~.,; tz~,l Totals 
~n n n ~iez E ~. ~~i x r I it

~ 
written

W 
written 

s' ~telll t "Ovum 15 hef 1 next i

+ All missing cash account details and ♦ No cash account details will be harvested ♦ No cash ac. , ,1. !! l„^ I,;tl , ,I ~i 
totals will be harvested 

♦ No cash account details will be output to ♦ No cash ac to ♦ Stock Holding and Cash Account Line 
TIP. TIP. 

Control Totals will be checked by TI'S 
Host. 

♦ Cash account details will be output to 
TIP. 

♦ CA Reconciliation is carried out if it is a 
Cash Account day 

8. Cash Account N/A   CA production can proceed on any other As for 7 above 
Production and node. 
Rollover — As for 7 above. 
gateway node 
failure 

~. --.—9. CGrsb. Account As for (7;) above -- —.--.—.—~ ------u
Production and 
Rollover - LAN 
failure 

10. Cash Account During period of WAN failure: Same as column I During period of WAN failure: 
Production and 
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,.. ,,. E z:a. l a ._ a + @ 'fo t F P /1 F et a la t i t  

Pathway 

Ref P1/DES/002 
Version; 0.6 

Date: 17109/99 

Rollover -, WAN ♦ Outlet will roll over and process as • ---.— ___ _----- 
Outlet will roll over and process as 

failure normal normal 

♦ Cash Account will be produced ♦ Cash Account will be produced. 

♦ Weekly C'  
n,cewritt.

"onfrol '1' t<ds: ♦ Weekly Cash Account Control Totals 
written written 

♦ No ca v} i at it  will be harvested ♦ Weekly cash account reconciliation will 

4 N< < ~~,,~ , , 'i, vvill be output to 
be carried out at outlet 

`l'll" + No cash account details will be harvested. 

When WAN re t ti. <.. ♦ No cash account details will be output to 
TIP. ♦ Al! r ii'''' , ;I ~ . i tails and 

totals wa M alw When WAN recovers: 

♦ Stock 11, r in and Cash Account Line ♦ All lnlssin~t cash account details and 
C ."tl . t J .v'vI I ' II I

11 
~lilLi Cask 1i. r .4 L.irl 

s C Cow will be ch <. 
1 i 1' Host 

lJcr'__~_ _ _.._ _... 
r!e t hit€' liar+ far rt it:''o r `.vill 

♦ I 3 ,t ~ .;>i ! i ~ 'fi t it C' 

11. Cash. Account N/A 
..,_.,.._..._._..__._..._.._._._....__._.. 
N/A 

Production and ha' ~~
Rollover -Node wily way 
rebuilding
following failure 

f I,, .i!:-{;, ~,;s,~ ,.t~ , i t .nli I i' 
"r CA" .6,, i. t,l , ~iuildi► nnpiete. 

12. Cash Account N /A ii 'ç c~;~ ,., 11c~~ ~¢71a ~~~ I`;~(l~ 'I N/1# ------- 
Production and t1ney c: ! . I t: rein'
Rollover —
Application 

~nce !  Itn I ) . :; don "trali,°t.

..._.._......- _..._..........._.,..-. ~t,tuo.721~ :4i iiCJiY of tiIL t,I I -:r i1.c .k
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si r v-A 11P a6 0 r i . ~~t~ ~"tC31" ~ ~~ ~ ~~ (et,~;t~t

a d a y 

Ref: P1/DES/002 
Version: 0.6 

Date! 17/09/99 

failure then the harvester should only pick
successfully completed Roliovers an
Account reports. 

There are checks to prevent 2 Rollovers 
being done for the same week and 2 cash 
Accounts to be produced. 

13. A Harvesters consider the following types of N/A 
failure 

I , ~ ns,_... 
Riposte fail'

f,,~ expected' ed, 
ttrc 

then the ageEat 'v'v i li ai,; ; I w , ,7t cr 

in t;ace of the agent to ' chuff 
rnai '' i, !rt sr't:ed as hHa hus 
2lt~llll, Yt ai11 1~ I , Il1 rvenl} 'M before_ 

f ~ i '( 171i kC1 f l 'S[: i l¢t I il `.. 'f'Fl „ ro t 1.1. t i ,i Ct 

tin 

t)rL. , . . t 1 a. t . . . ❑#i :.sare 
ae 

ju~ 8 ll. :~, t.tR 1 ~Iilcle havil7'c! 

I ,

ti?: • ,J I)?~. r~. ,,! it's ur ;, t~litii ki 

CilIu11 U

siric Fa.cle has di ly 
>, the a 'trt r C

3cOl 

)raclefai'Iurc~
data fail ~

U: , ,.st (see 5.2) 

14. Agent& 
Harvester 
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,: L ,.( t' :a" I 1"I i rg r *",t,.k;: _ ' S "'ilk / ~" &:;' b G ~ .a $ ' 
a 

Ref:. P:[/DES/002. 
Version; 0,6 

Date: 17/09/99 

jwrmal interface 
tai (.rre 

15. 1 ~ i , LL1'r -- To be supplied To be supplied To be supplied 

It tiure 

?• i ,:= r  7rp y. I) 
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Second Supplemental Agreement Annex to Schedule 2 

Acceptance Incident Analysis Form I Jo he romplexd 1,1 the JCL 1'at bony Acceptance Manager. 

1 to he riven to the Horizon ACCeDInIWe Incident Atanacer 

.€ oept nce Incident Number (1) 

Acs eptat"iea t :st iName (3) 
378 

TIP Interface 

Analysis Sequence Number (2) 

Analysed Incident Severity (4) it ipb / Mwiiu to fi n Authority (5) 

Analysis of Acceptance Incident (6) 

i; ac r. be€iCr,lir,'9AR OAR st e :€ ,nb 

Ice .,c -c .1/OCUme.at 1L ,-A( = )t A A; vO.-",

1.'_.'t;h. .;n` 1F. o, •vh h has sln itar Sy up'_ii13' be..t a Ad-:rz-tt r un . ,,e Is Petite diagnosed. and 't ie , yst,m_ lade 
rub cut rba7 SL ut' : U. rUJ '_cnuc:i, 

Number of continuation 

Clearance AriAn 97t 

Pathway will coot lone. analysis of TIP 'nc.,Jew 916, with a view to fix as soon s. possible- 

1e Initial. i/a for =1x 9lb will ho irnpl.enie raja after n..:dc]c P.arnv lv seeks this Ad sobe. re _atv <_tsw:[ a -Low. When 
a<t' fix has zr..ezz nor trsr _vr_ec.ttb iaciiit ,Ec _ as siieeessfbI for two w<e1:s, i,l nd the closure of the 

Number of continuation pages 
Acceptance incident Status lO, eie Agreed Resolution Plan 
Ana'y ed ketestiRcaonimended (hr KP[? (Sb 

Signatures: . . 
_ 

I nanpose t lnzir  1 i ; ICI Pathway Test 
and nretina  `_ ictus deserthed Manager 
trw  ,in?-y-t 16-Sep-99 

aran__ Horizon Acceptance Date:
Action, and Incident Setter Test Manager
described above 

Horizon Acceptance Incident Manager Date: 

DSS Acceptance Manager POOL Business Assurance 
--r -" ---.- 

I rte: 
-- 

Date: 

Version 1.0 1 of 1 24 September 1999 
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ICL Pathway Acceptance Deposition Ref: CRJACD/378 
Version: 0.3 

~".c.ct pta r =3 Incident 378 Date: 16/9/99 

ti ~.• * ,`',fit fsaL'627 1 ( .. 
r

't Acre ,~~iw. ".~ wG i'- t 378 

T~octonai t ye: A ,- , t,. ii' Resolution Pl t 

Abstract: This document contains ICL Pathway's Resolution Plan in 
respect of Acceptance Incident 378. 

Status: Issued 

Distribution: Expert: 
Peter Copping 

ICL Pathway: 
Terry Austin. 

T: ';)rary 

Author: P John Pope 

t9 i e is

© 1999IC;L 
Pathw...-.._,~~_,

ay Ltd CC RAE CAL IICNflDN E Page 1 of 5 
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!CL Pathway acceptance Deposition 

acceptance Incident 378 

. Dccu 'i u t  I ~g 

Date 

0.1 20/8/99 

0.2 25/8/99 

0.3 16/9/99 

emu- Approval 

nett 

C Dicks 

Ref CR/ACD/378 
Version: 0.3 

Date: 16/9/99 

Reason 

Initial draft for comments 

Version for the Expert

Updated. 

authorities 

Position Signature 

Managing Director 

Customer Requirements 
Director 

mc' Associated documents 

reviations 

TMS 

TIP 

sate 

.c) 19991C;L Pathway Ltd CCMt1E1LAL t ' C N E Page 2 of 5 
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I L. Pathway Acceptance Deposition 

Acceptance Incident 378 

tr; i I)e content 

Ref CR/ACD/378 
Version: 0.3 

Date: 16/9/99 

PURt'O L ........................................................................................................................:4 

SUN RY ........................ .................................»......... ......,»...........»........» ........,...,..4 

.................................................................................................................4 

t- CL POSITION ............................................................................................................4 

5 PATHWAY POSITION ..................................................................................................4 

5.1 FTIRTHER ANALYSIS FROM PATHWAY ..............................................................................4 
R ILL JN . .................................................................................................................4 

(L °. t r 

ic) 1999 JUL Pathway Ltd COMMERCIAL IN CONFIDENCE Page 3 of 5 
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ICL Pathway Acceptance Deposition Ref CR'AC D/37s 
Version: 0.3 

Acceptance Incident 378 Date: 16/9/99 

Purpose 

This document contains ICL Pathway'sR es{,Itr io Plan in respect of Acceptance 
Inci dent 378. 

Um rio a ry 

ICL. Patair" %x'.~ 13 ti .0 u,. ,men th e t`:' to ( . 7rt sn  S ..ra A,d@rim C1 8,1 Et„,1 ,. vb :'f"e. 
U. r.. 

Ces, on 9- 1 _>U .ust. ,'i. ._. t ..it-eway 
• 
., feT'an  i5  cid' :::' :L: lc:t 2 _ r X111 ba ts~ 

cover a sun fi lar incib.tk t. 

3 Criteria 

The Criterion under test is /31/1. 

"The Contractor shall support interfaces from TMS and Outlets to Transaction 
Information Processing TIP". 

Y POCI. position 

Based upon the minutes ofthe Acceptance I3= uth Meeting of 18 August 1999, '1 (15_, 

contended that: 

c̀rC :tificatibn act..tdty had o o ,11 _ . n $ Si .  , , Lt k . a ~is4  a .~" d 1., h 

Pad

5 Pathway position 

51 Further analysis from Pathway 

The original incident that gave rise so Al 378 was diagnosed and a ilx was distributed 
to the counters on 9-11) August. There had been two occurrences. 

A further threc uscadci.iL a crc r jp,urtni all relating to the period below 10 AuLn tt. 

A further incident with similar symptoms, but a different root cause (TIP 916) has 
been reported and is being diagnosed and the system made robust against such 
occurrences. 

" , s  . io n
~ , s~, d ~ ~i , g ~ ~ ~ . F~,~ a rk 

r I Patha , 9-A, . '11 con tin.rc:° to monitor for such - ;H'I":T.t_ .,_r_l , Us  m,. T:Ac- ..csde is 
ruckod or tine ,./riled level in AI378 TIP Incident Status Report. 

© 1999 ICL u" Liway Ltd CO ME R15ALN CONFIDENCE CONFiDENCE Page 4 of 5 



POL00325269 
POL00325269 

ICL Pathway Acceptance Deposition Ref CR/ACD1378 
Version: 0.3 

r x ptance Incident 378 Date: 16/9/99 

5.3 r p1..

Thee ~CJ~ E..^t _!,r_?~I": a :+wwi ("'~% 3 t t 3' ~f t c4 ~~,_fi

r f ..3( ~i s~s, . E;'a.,a„I ! .

for !A P

The fix for TIP 916 is its 1)r o ai, o:. a E- d  -••i' rt' or.'tc _ ar'. for a period c two weeks 
after implementation. 

Q 1999 ICL Pathway Ltd COWA CIAL IN CONFIDENCE Page 5 of 5 
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S cres, +l II ).T., le- ,err al Agreement Annex to Schedule 2 

Acceptance Incident Analysis Form To 1 e cnnrpkted by the ICL I'ai/n'ay.tce ptartce Manager; 

ItobegiventothellotLon (ccep'anre tnr relent Manager 

we Incident Number (1) Analysis Sequence Number (2) 

APS 

Analysed Incident ̀ Severity (4) lli li \ '

nalysis of Acceptance Incident (6)

POCL will 1 t ICL Pathway are changing the recovery processes of APS for CSR + `this include:, 
providing siipl= in or recovery of reversals: At CSR+ APS will automatically write recovery iransaetions fear a l 
AP transactions. ra the event of a Session failure these recovery transact >n< will be us d i a..rtc;natical yF ec ea 

their original ! s r::an,;action. 

-thee' -ii of .;>a ,~, 'y 1 s~ Wit« l ar Iles ic' t~•' cl_ i~ ,.L. s azr EatsSax x . s 

~P ~.k. LL ,«... tr., dsc c,~ ,, d a~ ~ t' ,MEe u.. i~ _ ~ .._ ,Et w_ k, ~,r a. , i~~ x a _ ~ ._- . ~ E' " tct d, '~x~} Ft, •  1 _ ~. .ts; ,. . 

> h t

Number of continuation _ agr 1~_. ~. . 
Clearan{°e Action (7) 

.e 17i`08 99. 

In addition to the CSR i- facilities described above, the following change will be introduced into APS by the end of 
November 1999. 

H „~ rAl IwJ. t ,3 el~ash, S: 4 ' i'1' SLTICIeI"ta ..,., 4 ' 8l`,'i' iV' 'E' ' =-s~' ~iti ` .tt 7_ tC ~1"ySf :r.0

( • € as ac apt has been iuced), the rt `l fa .. t a U   
covery to a rah ,e convenient to i U U i S 

very defer  

} r ~iC m~ , Sf:2. T. 3 ?:➢ti „"i, ; U aT.P C_itl . Fs@ t,  s ' i }°?<a~,s" =ar .,'1"4 .~'t :.l',~~i o '~`..",j1 ,Yri rC=, .._` e.ii"'.-_st 'r ,.tr:: 1'!'y 

rdditic ,al ̀ c o se 31/99(`99. 

his introdi l l.`rw : `}£ive C ;asp-, aw ~.>M ,' '~' 3.r} `lst 9.iz ' £)iNovember l991, Yd' f'.fC '.Si ar 4i, ':;y ~' >4 t I U

nalysi. t`a sari ,I• is ._2:'" U ,i ~~`ki'~nt?~ bic;Ii . .wes d , ~U .vi"[ i action U ~a'=°i fylU ri iHi 

his Al has been recategorised as Medium with a U   91.ari. 

Number of continuation pages 

Version 1.0 1 ol`2 24 September 1999 
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`*y '0 :t 4 ;its; lej _ea - I s > -er e •9e 

Acceptance Incident Status Open' a rc°c. I 1 ess tsOofl Plan 
Analysed k<Lent Recommended or li PR )1 

Signatures: 

I propose the Clearance Action ICI. Pathway Test Date. I1/8/99 & 17/08/99 & 
and Incident Status described Manager 31/08/99 & 16/9799 
above I). Cook e 
I accept! reject the Clearance horizon Acceptance Date.- 
Action and Incident Status Test Manager 
described above 

Horizon Acceptance Incident Manager I )ate: 

DSS Acceptance Manager PO(:l_, Business Assurance 

. ,̀ r ,r, () 1  , ) R {*€,.,. q1'
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1 °L P,itk _tv 

E a, Ii.P Wvvae " f EC' 

Document Type: 

Abstract: 

Acceptance Resolution Plan 

Acceptance Incident 391 

Ref CRi CD7391 
Version: 1.0 

Date: 13111:)9 

This document contains the' agreed Resolution Plan in respect 
of Acceptance Incident 391. 

Issued 

Expert: 
Peter Copping 

ICL Pathway: 
Library 

POCL: 
Bob Booth/Jeremy Folkes 

U. 'UtkS/JCCDicks 

ICL Pathway list 
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ICL Pathway Acceptance Resolution pi 

Acceptance Incident 391 

a 

Document: contro 

®. 1 ijO rf rRt hi/story' 

Version siox f a.t,F, 

0.1 20/8/99 

0.2 24/8/99 

0.3 _ iO')9 

0.4 5/C) $)&) 

1.0 Y 

Ref CRIACD/391 
Version: 1.0 

Date: 13/9/99 

Reason 

Initial draft 

Draft Version for the cx ° rf an : , nrk shop 25/8 

Version for the Expert , i .G ni .°shop 22' 

Version documenting the agreed Resolution Plan 

Plan agreed at i51127 op 

0.2 Approval authorities 

Name Position Signature Date 
r << 't Managing Decoi 

J C r DCc.L<.Ls Customer Ccqunenstuts 
Director 

2> P>r r?ett Quality and Risk Management 
Director 

O..3 Associated documents 

Vera iDe Source 

.4, Abbnv3Uons o 
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_ L P tti`wv Acceptance Re . o u or is Ref: CR/ACDr391 
Version: 1.0 

hW-1 ~ vur: Kuti "i Date: 13/9/99 

+ s s  ; o 

i"HJt).i O~ E .........................................................................................................................4 

\'L 4RY .. ......... ......... ......... ......... . ......... ........: ......... .......... .,..................,...4 

i"'RITERIA ........................................................................................................................4 

POSITION ...... . . .....................................................................................................4 

S. ICL PATHWAY POSITION ..........................................................................................4 

5.1. EVIDENCE TO ENABLE THE PLAN TO BE AGREED ..............................................................4 

5.1.1 Analysis uj"'t>''.`r'Incident ..........................................................................................4 
5.1.2 Resolution f' ... . ... ................................................................................................. 5 

5.2 RESOLUTION ' . .i . ........................................................................................6 
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ICL Pathway Acceptance Resolution Plan Ref: CR/ACD/391 
Version: 1.0 

Acceptance Incident 391 Date: 13/9/99 

. Purpose 

This CioeUrll.C11i. 55u5 O . ￼a -gif., jam-, r_ .ct. '✓v {.y .s, _. ̀ Ji sz1 :Ea1 Pia_, with respect aL' sc.e. tmese 
hlc "s n , 391 . 

2. Summary 

T F? plan contains the ,.;dens as red with Jeremy balker and P b Booth ( OeT,) that 
now constitute a whir r; 4 ry Re ;.: l: _tion Plan for e _,ssaes, raised under, snaepianr:e 
Incident  391. 

3. Criteria 

The Criteria under test are bdCia. 11 ; _'.9, 4(- Pd 44 P snetusid. 8 02, and 698-01. 

fRN- PS39 is a repetition of <.c r-01; PS,0 : s a: rapes ltr ,n of 698-02; PS4J is a 
repetition of 698-03; PS22 /s eiadified in the (' ads iica! -, reement to remove certain 
references to L)SS.) 

POCIL position 

Several meetings have been held w ih POCL repnerentasivas anti P":"}t faa , now 
a4rreed that the anti on ; in ni ran'li address the is . "Band in'nlssr Al 391 are 
aca_;en able. 

5. i L.. Path position 

5.1 ri to tg..abki the plan to be agreed 

.1.1 Analysis of the Incident 

;O(..0, arid 
I 

L Pathtv`:ay at: ,c., dthatthe 'oecsfic, areas enter, "were ,.a. .^Jid)v"e'u: 

1. The' 'f ).':g5 Centre fence is in, . , 'total' ° ens ati _ tc'.t0, z L, .: j,. (1ra r. 
.s 

..et by 

A&1_.) 

2. There are no physical restrictions on pedestrian access up to within 2m of the 
Data Centre, with the outer site fence claimed purely to be a delimiter and not 
intended as a physical control. 

3. Vehklessccess is still possible to within rr '7e Data Centre. CCTV 

coveraste ofthe co' ''s.srtz close to t .00 t': .` (?ne"0r g0Otll ; and 

POC L. have 'bee  d.e'nied p t w _ u, _ N. to vi' , w the CC" ,v coverage. Pat tv, av's 

1999 ICL Pathway Ltd COMMERCtAL W CO RDER CE Page 4 c' 6 
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ICL Pathway Acceptance Resolution Plan Ref. CR{ACD/391 
Version: 1.0 

cee to , c l t4u dent 391 Date: 13/9/99 

pr l , ... : n CCTV t_;,T'; ~1. , F>fc . 4 P i iPtr ,6..~1i`Y C,~ Y.`s14' p.Yb1;,1: i, ` 4't ~: i, . „, "'?3" t r a gi
, tla;Nl, t: ., -:as~Y~t4+,. ~;~. 1„4.a. .~ , w, .. ~~'~ , , ~. sr~,r'

WIGAN 

4. A.cee back gate zir_.  r covered by CCTV. 

5. Expected V impro, 2i'Zltha l been implemented. 

6. Site security is totally c:ependent on a single security g a ._I rf e; ptif ; ;t 
CCTV operator wit' r< < .; fined backup. 

5.1.2 Resolution Plan 

O 

1 Since tY, - id,atPOCL visit repairs to the data centre fence have been carried out. 
Missing or broken tension wires and fixings, attaching the fencing to the concrete 
posts and hooks to secure the fence to the ground have been replaced and the 
locks on the emergency access gates are now secure. 

2 The perimeter fence upgrade, installed to date and in protrres ll 
so ,_d:'t )I , ;€? i f , _? (sEC i . ... the likely  h _+ . y l i le for 
Coo :~' tn .4 "xt ' fw '~:4iG"..} ~~ 1  .W fl.

palisade fence, by 
fi u,~ rr ~~ ~~, X34. _~ "27'J'Ll~ r 1Y~3~i. ,~~ti:; b~.i:~(_t ~ ,~k"~~s~, ~.S1L~t will be to the 
scLCie star saC'i_E L' 1:k'. .$s( i~ ..,^.i =.'t ~f. ,.~!31 k, r.,> ...,. .a.l?'c at V. t'1, 

3 Changes will be. made to the A=2iance and Le: e_,ter Quality System security 
procedures, specifically relating to visitors arriving in a vehicle. The content of 
the changes have been agreed with POCL (J Folkes & B Booth) and A&L (B 
Jones). The necessary entries in the A&L Quality System documentation will be 
completed by 31/10/99. 

WIGAN 

4 Pathway will extend tl - .& L card access system, in line with corporate 
standards, to the pedestria-i ccess gate adjacent to the canal by the end of 
November 1999. 

5 a) ,A11 `? dittfTm l Y " r ]l c fi C„ . l Y C  t1,  i t { 

the meter will be inst a"IB d by 30 Sep 'ibP-i.

b) Pathway is currently considering options for adding a further exclusion zone 
approximately 30 metres from the data centre. These options include motion 
detection, a further palisade fence or a microwave fence. Pathway will make the 
decision as to its preferred option by the end of September, for implementation by 
the end of December 1999. POCL will be informed by Pathway as to which 
option has been chosen. The local procedures will be updated to take into 
account changes related to the new exclusion zone and Pathway will also add this 
onto the RED CARE svrstori1 Nvhen installed. 

6 f ' l ' js zl, a lions i - Lc_,k a€3 Ci„v °T1t} c J. k:`,' ,4.a.i`s s 

1nns L?l F lnri,. 
r~ fi _' s,' . ,:i 'lLI_bw ) Ln L_ic _ °<a c ,.ci011 .i1 a o i 

A ~,,, i  yV „y i. 
C cti'. 6-€4 , :7 u9f a ticals il4 Lu ~~ .;~_4t~ ,~;..~E~ ~. <~_ ~f~s will ~leil° 

© 1999 ICL Pathway Ltd C ME CAI lP C' N lL CE; 
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5 Acceptance Resolution lay Ref` CR/ACD/391
V eat>ioci: 1.0 

Acceptan, „ Incident v b t Date: 13/9/99 

flis

r a d.ion an su e ~ , 

All i'ies0 ution Plan activities « is _FL "r L w'+I .GA 1k ,?' sCl tL 4"t _ d _ t IL 

coi ;Meted. 

Pathway will provide site plans to P,, (" L, by 30/09/99, for Bootle and , t ,are, 
marked up to show where the arlr ti _ r:.' 9- eurity controls a: el ~,_~' be situated. 

ngoi 3 : Oring 1 >u t: € 6 I.st v i4 ., 4 1t joint t 
to ``._ s VIStt ,r 

p p1 W '„ c.,.d v€ ~a.._ ct~ , ~[' tl sab s~.S ., ~.~9a'i'?sdt_G' . _t¢ 4 ._t~ ~- C._ s==gut 13'` iI¢_ .>g eStT

early in i c r: nary 2000j 

Q 1999 ICL Pathway Ltd .~€ NV I C L  N JL Page 6 of 6 
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ICL Pathway Resolution flan for Al u•, - Horizon System Helpdesk R. CR/ACD/4€ n 
. is 1.5 

( .: 23/09/1999 

erSion iso. Date Reason for Issue 
1.0 26/08/99 First issue 

.1 08/09/99 Updated following workshops and. 
reviews with POCL 

1.2 16'O'?'`%9 lTn~?^tee f(1 r iric' an SLA wrrkhop with 

1.3 1"/t) Q/c, 1 pr'; fc 1 Followiri Tec ing 

1.5  r

a id. 

0.5 A r Authorities 

~.srt~e Position Signature Date

Stephen Muchow Director, Customer 

John Dicks ,C~;tc~E, ~s, `=hx~~ 

0.5 Associated DocLrrPnts 

Reference j Version Date Title ( Source 

1) CS/SMM/AI408 1.0 17/08/99 HS}-1 Scripting, SLA. JCL Pathway 
and R _scan_

2) 1.0  ? : t 

I 

nc 
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ICL Pathway Resolution Plan for A1408.. Horizon System Helpdesk Ref.: CR/ACD/408 
Version: 1.5 

C Date: 23/09/1999 

Abbreviation Definition 

FTE Full Time Equivalent 

HSI-H e =,:-Fon System Helpdesk. 

SLA Level Agreement 

Version Changes 

1.1 Primarily changes following the Acceptance Workshop on 26 August and 
the Call Volume/HSH Model Workshop on 8 September. Revision to 
document title. 

1.2 
 

~e follov,,iiie he Ac c ; , Workshop on I i :t , , . 1,.'r to age 

c C. I  

M ~ 

j 

n1

Additional final paragraph in 5.2.4.2 

1.3 v15.4 

1.4 125,3an15.4 

1.5
I I 

"on)pan)..in_Coiridenee 



POL00325269 
POL00325269 

ICI. Pathway Resohiiion Irian for AI408- Horizon System Helpdesk Ref.: CR/ACD/4O8 
Version: 1.5 

• ~~~ ,r, , ~°g i e Date: 23/09/1999 

6 

...................................6 ..... ...........................................................................................................6 

6 °IC ' ). ~ l  .. ..... .. ................................................................................... 

4 ILL PATHW ' ' P .... .................................................................................7 

5 C~s_A .F /CATIONS AN ROGRESS ................................................................8 

5.1 H.  i fysi.i gyring Plan ................................................................................................................................ 8 
5.1.1 Future activities .....................................::....................................................................................... 9 

5.2 HSH Resource Plan ................................................................................................................................ 9 
5.2.1 Background ...................................................................................................................................... 9 
5.2.2 Service Level Analysiis .................................................................................................................1.0 
5.2.3 14SH Staffing review .....................................................................................................................11 
5.2.4 Conclusions ..............................:................................................................................................... 1.2 

5.3 Monitoring Period ................................................................................................................................14 

5.4 SIJr- Rectification Plan .........................................................................................................................15 
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• ( il,/AL J,•• )o 

1.5 
[trite: 23/09/1999 

introduction 

This document is been produced following the POCL Pathway Acceptance 
Board Meeting 

n 
1 S/08/99 and addresses the comments ni {',, in the mimitos (if ti

meeting with r+.° ; : ..:t to Acceptance Incident 408 and the statements niaci -° ;n the 
POCL paper A14(8 1ISH Service Level Failure — 24/08/99. 

This document provides additional information and explanation to that contained in 
HSH Scripting, SLA Recovery and Resource Plan - CS/SMM/A1408 - 17/08/99 issued 
to POCL as input to the Acceptance Board. 

This document has been updated in the Ii«lht of the Acceptance Workshop of 26/08/99 
and the Call Volume/HSH Model Workshop oiu 8 September. 

This document has been updated in light of the Acceptance Workshop on 14 
September. 

i 

I CC;rnprises the coii Icnts of ve 

page er ( the topics contained in tes from thL -,,ov'e 

Acceptance Board meeting and the paper A1408 el Failure. 

The topics can be summarised as: -

• Plan. for production and imp] on icnnation of a dditional HSH Cash Account scripts 

• HSH Resource Plan, comprising call volume projections and HSH staffing 
projections 

• HSII SLA Rectification Plan 

,- 1  t' itfl 

Based upon the minutes of the Acceptance of 18 August 1999, POCL 
contended that: 

"Production of scripts is not complete" 

"It does not take account of activities sup.

"Some items have already missed dates" 

"Call volume projections and staffing= =:-L,jections contain assumptions that POCL 
cannot agree based on c j :i , t 

On 24/08/1999 POCL also provided the paper Al-408 - HSH Service level Failure. 
This supplemented the above points as follows: 

• POCL's experience to date is that some scripts have resulted in inappropriate 
advice resulting in further calls to HSH and the National Business Support Centre. 

I L Pathway Limited "., ~  °~, ,.° 1_ ..• .,. r; 
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IC( Pathway Resolution Plan for A1408- Horizon System Helpdesk CR/ACD/406 
; z: 1.5 

( s ,e # k'e: 23/09/1999 

• POCL requires an explanation of how the call volume projections are produced 
and the logic that supports this process. 

• POCL requires that the SLA rectification plan is produced any p,v =.., 

4 ICL Pathway position 

Taking the three main topics within this Al, ICL Pathway's position can be 
summarised as: -

• HSH scripting plan - The plan described in section 2 of ref. (1) remains the basis 
for addressing this aspect of the Al. The Acceptance Board may not have been 
aware that actions designated for the 17"' and 18th August were completed on 
time. Subsequent actions within ICL Pathway and POCL have been completed in 
a timely and co-operative manner from all parties involved. The revised HSH 
Cash Account script document was re submitted to POCL as Cash Account 
Process - ICL/PW/DSP/PRO/023 - version 2.1 - 24/08/1999. 

(At the Acceptance Workshop of 26/08/99, POCL advised t U ,
comments on the scripts and a joint POCL/Pathway wort :
the scripts was planned for (and was held on) 02/09/99) 

• HSH Resource Plan - Call Volume prediction 

ICL Pathway wish to ensure that POCL has confidence in the modelling tools and 
management processes th e . U UUU d to manage the Hon stem Helpdesk in 
terms of staffing levels. '1 Il: , , opment of the HSH re  model draws upon 
a de C market leading e  of ICL provid U sk Services to a 
d range of Clients. 

Sc,.o c of the key assumptions were introduced in ref. (1) and to supplement this 
ICL Pathway proposed that a workshop be held with POCL to address POCL's 
concerns. A set of objectives for this event was proposed in section 5.2. This 
event was held 7-8/9. 

The HSH has experier . , _ ... . ' t~ . , ' play 
as with outlets ,:41` . .' U U U  "nt 

pi U Bess. this increase in business related calls was no  
Pathway's intention to establish a cash account domain o stain with the 
appropriate business knowledge dedicated to handling this inci ease. 

ICL Pathway does not consider it appropriate for these complex business related 
calls to be handled within the SLA constraints of the Level I / Level 2 call 
definitions. These calls have distorted the SLA performance. 

• SLA Rectification Plan 

The actions and target dates that will contribute to an improvement in the HSH 
SLAs are set out in section 5.3. 

O 1999 ICL Pathway Limited Ui  Page: 7 of 20 
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I:CL, Pathway Resolution 'PIan for Al  Horizon System Helpdesk 

C ea idt C'a,BZrrt~s , 

Clarification c 

vH 11.I Scripting Plan 

5. .1 

Ref.: CR/ACD/408 
Version: 1.5 
Date: 23/09/1999 

ne script   described ° , . , . (1) and n teiov gas rice.
successfully ac 1i actions coi!if,

No. Description Target Owner Achieved 
date 

I Produce additional elements of Cash 17/08/99 P. Curley 
Account Process document in draft form for 
POCL comment 

2. Review and issue additional scripts to 17/08/99 P. Curley
POCL 

3. POCL review and comment on new scripts 19/08/99 POCL 

4. Collate and respond to comments 20/08/99 P. Curley

5. Review and respond to POCL comments on 17/08/99 P. Curley
version 2.0 draft of document 

6. Review comments with HSH 19/08/99 P. Curley 

7. Incorporate accepted comments into 23/08/99 P. Curley V f 
document from new scripts and comments 
against draft Ver 2.0 

8. Issue Document as V2.1 definitive 24/08/99 P. Curley 
✓3 9 99 

(status to be confirmed with POCL) 

1999 ICL Pathway Limited

W) ) 19:40 
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ICL Pathway Resolution Plan for A1408- Horizon Sy-,ttm -ivipcl viz 

Company-in-t-'2

Future activities 

CR/AL )i4 10 
1.5 
23/09/1999 

Following agreerneiit all tlic  2  

the cash account domain, these scripts came into g~k~,  /09/t ax. 

It was agreed that a joint ICL Pathway / POCL rep e held on 14/09/99. The 
objectives of the review held on 14/09/99 being: 

• Review scripts in light of operational use. 

• Review, agree and include any additional scripts 

• To identify any lear1ti+-':, opportunities 

Such reviews will continue in line with the recommendation in 

ICL/PW,DSP/PRO/023 

Background 
The development o4 #l_.  del t port the rest uirements o. t p,  ? ISI' alas 
based on ICL's previo . experience i, providing a w : of Help Dc es 
covering both systo,a . i infra call type  supplemen, . e I',. set 
of assumpti a ICL 1  w belleu be 
generated by 1POCL`s outlet,. 

ICL Pathway successfully applied the call volume and HSH resource model during 
the period of Release la through to Release lc. During this period there was good 
achievement against SLA targets. 

Dor1t~ Ti.3 . period of 1 T1 it b-- . ie clear that the actual call, patterns diverged from 
th particular there were significant differences in call 
VoIunLCs roiiowing O . 111rrod0ction of the first Wednesday cash account. 

Following the second and subsequent cash accounts the continuing high level of calls 
on Wednesday / Thursday, which had not been predicted by the model, required that 
remedial action should be taken. 

lie resources of the I ISI I were supplemented by expert assistance from Pi 's 

re able to successfii
;ount calls. Th ~'~

13 beii
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Service Level Analysis 
Level 1 and Lev lI resolution SLAs (excluding cash accuua
POCL on 14 Sep met their targets in August — see tables

Service Level Number August Target 

Calls Resolved: of calls 

Level 1 <= 5 minutes 190 96% 95% 

>5 minutes & 9 100% 100% 

<= 10 minutes 

Level 2 <= 30 minutes 144 97% 95% 

> 30 minutes & 4 100% 100% 

<= 45 minutes 

Total ( 347 

5.2.2.1 Level 1 & Level 2 Calls Analysis — August 1999 

The table below shows the number of service calls that were included within the LI 
and L2 SLAs and those which needed to be re-categorised as agreed with POCL on 14 
September. Cash Account printing calls remained in L2 as they involved an 
operational known error. The sub categories can be seen in appendix A. 

Total L1 & L2 Record, .: 0 ata Warehouse 
 455 

Calls to be re-categorise l'T 1 & T 2: 

Complaints 12 

Cash Accou ) 96 

Calls to remain -vithir 11 1,?:. 

Implementation 2 

Advice & Guidance 292 

Printing within a, ;zsh n -,rc, ~~ t 53 

Total 347 

5,2.2.2 ( a n i tujUfla &ails rt~zt~y is 

The tables below show the breakdown of those Cash Account calls that were removed 
from the L1 and L2 SLA calculations. 

1999 ICL Pathway Limited Page: 10 of20 
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9egory Number of calls % 

U. ! i Account Reports 22 23 

)eclarations 22 23 

CAP Roll Over 1 20 

Suspense Account  16; 17 

Stock Unit Balance 

Discrepancies 

I 10 10 

7 7 

Total 9i= 

The table  1i s °_ i iii 1alln&. ito resolved time periods. 

Calls Resol:

<-- 5 minutes 48

>5 minutes & 

<= 10 minutes 

22 . 

> 10 minutes 26 -'

Total 96 10r

5.2.3 HSH Staff! , rvew 

At the 081 ` ' ,~` 4,vorkshop on the Call Volume/HSH model ICL Path th 
P()CL the most up-to-date HSH resource plans for the remainder of 199,x. t1:,se 
separately identified the staffing for cash account calls. The predicted staffing level, in 
terms of Full Time Equivalents, is set out below. 

Model prediction (FTEs) Oct Nov Dec 

HSH staff (excl. cash a/c) 26 35 35 

Cash a/c staff 6 8 8 

Total staff 32 43 43 

1999 ICL Pathway Limited "~s m ,., n,~ ; ~'`s,!. .. I I of 20 
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The nianned staffing of HSH is as t cut below. 

Oct Nov Dec 

Fully operational HSH 34 39 43 
analysts 

KnowledgePool staff for 10 8 4 
cash account domain 

5.2.4 Conclusions 

5.2.4.1 HSH staffing levels 

From its analysis ICL Pathway believes that the HSH is sufficiently resourced now to 
meet the call volumes for Level 1 and Level 2 call types. Further resource is needed to 
augment performance on cash account days. 

5.2.4.2 Cash Account Domain 

ICL Pathway has therefore establish.' main of specialist staff wig. . r _, u ii pass 
skills to handle Cash Account rel i cd Lt?is. The solution for servic , Cash 
Account calls was discussed us ho; workshop on 718 Septum b;r wuJ luctEter 
suggestions were tabled at the workshop on 14 September. 

The scripts now employed have been agreed with POCL and are to be reviewed 
regularly to ensure they remain as effective as possible. Since the navigation of the 
scripts is dependant upon information provided by the postmaster and may involve 
returning to the counter terminal to provide further tasks as instructed, the time 
elapsed will vary (e.g. closeness to telephone, frequency of external interruptions, 
etc.). It was agreed at the acceptance meeting that benchu as i i us of Cash Account 
scripts would add little value in determining the servo; po;lr: . mcc =rmd that a 
qualitative approach would adopted as follows: 

1. 100% availability of helpdesk staff skilled in providing the appropriate advice and 
guidance. That is, no postmaster will be told that they would be rung back on 
initially logging a call at the HSH. 

2. No repeat call(s) from the same postmaster f _,
accounting period. 

On 21 September it was further agreed that 

3. POCL will attend the HSH to audit that the approved cult scripts have been 
followed conscientiously and that consistent advice Lu Luen given. The 
performance measure is 95% conformance. 

0 1999 ICL Pathway Limited . a ao,-in-Confidence Page: 12 of 20 
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Pathway suggests that Customer satisfaction with the Help Desk service should be 
determined quarterly as described in requirement 914. Pathway will be pleased to 
assist POCL in devising and conducting the satisfaction survey. 

POCL may assure themselves that Cash Account service r i' ; i ,,,, i , u: wetly 
coded by the HSH through their existing Internet access to R HHp
type ID, described in Appendix A, may be used to construct searches , a Dequir,H. 

Should POCL wish to further understand Pathway's processes for service level 
measurement then Pathway would be willing to provide a two-day workshop on the 
subject. 

5.2.4.3 HSH Resource Planning workshop 

In order  ensure that POCL share ICH HThwayH ._ 
flcx i y_ r ; o U :.,a s at . p.r .. , ... ..k.,.a.~ in HSH Rc.o u _ i H....0 n.g. H .L P'aLH,.. ay 
hat held a workshop with POCL U* topic H o ~' •~ li. 

The objectives of the event being: - 

• To enable POCL, to gwii: understanding and have confidence in the overall 
philosophy of U call volume model and it's relationship to the resour E .tH'.ttr,

model. 

• To discuss and explain the factors and logic that apply to the modelling of call 
types and call profiles 

• To explain the iterative management processes that are supported by the model 

• To review the impact of Cash Account related calls on service levels 

5.3 

C 1999 [CL Pathway Limited   Page: 13 of 20 
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A workshop  Septembe service performa
and Level 2 c N ecount s agreed that the srw ~' t~~ ti re 
met. 

Weekly monitoring of the service levels shown below will commence on the 4"' 
October for a six-week period, ending 14``' November. Over the six-week period each 
individual service level must be met. as a minimum, for 4 weeks. Reporting on the 
achievement will be weekly and in the form of the following table. 

Service Level Target Week Commencing 

04/10 11/10 18/10 25/10 01/11 08/11 

Level 1 = 5 minutes 95% 

= 10 minutes 100% 

Level 2 = 30 minutes 95% 

= 45 minutes 100% 

Calls answered within 20 
seconds 

80% 

Cash 
Account 
calls 

Ring backs 0% 

Repeat Calls 0% 

Call scripts 
compliance 

95% 

MI
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JrPlan 

~l'his section summarises the activities that comprise the SLA Rectification Plan. 

l ~ ; .,i;,, i, t ar~.~r• cr 

.\J \ d (✓ j 

15S.1.h SLrHts 

c,`v rlt,ts 1g, l'.L -6 lvl6kt })  J Ll) 

nt n1c ;nts (wel r , ". . ` 0)91 ✓ 8.9.99 

;C _ PathwaN, l'-,1(. z `~ .. :~ t1:4
accordance  i)

1.. 101 d woihsliup NA, ittl PuCi, (o[1 t'i ..O7,U'/ 'I)

t 1 ,ffing 

1 HSH staff ✓ 31.8.99 
31/08/99) 

zdditi >u 11.i~ I I staff
6 ~ : c~ ; rr ,l lit. v updates tc~ t..: Ea.1'1 ̀  Tolume/H S 1-1 \l d

Oct 

ii to €Il:tt,:process 

.,. efresher courses on call handling process (2B' line) by ✓ 31.8.99 
31 0113 a9 

9. Start. refresher courses on call haticilir s (1y` line) by ✓ 1.9,99 
01/09/99 

on call handlingprocess (1st line) 30.9.99 

1 A•.c u : t ea snit 

1.. S#?c°,,,. ,G_; Ls t f t L! it;t[ t:L 1  lr.i , l , )9

l 2. C ccouui (Ioni €?t €~ratlrmal l -, 4`; `~;/, } e l,rl9 

3. 7it' n6HSHstL  i l J 
Y 

11'9 

.  s %.'/9 

/001199) ✓ 14.9.99 
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Description  'T',.ircct or 
Achieved 

(✓-) 

1.)a'c 

16 Publish proposed service measurement for Cash Account calls by ✓ 16.9.99 
t6/09/99 

lLCat~~ @ ,. :, ~, i _0 in',, 
~. 

pendi . A t s-referen the equivale.it , si ic. c I~_:

schedule 

to . E , ~. . ~.~.,f ~, ,:~ ;r> .t ~, a~..~, i~ v 21.9.99 
IL 

#)" l lay workshop to describe
t'r...

2 I. 10.99 

t. Workshop date agreed for Ji )9 

~ ~  arrce lit 

=r. .i
y

i..t':ie t'he Accel tanee 21.11.99 
if S .y~ i ( 1.,. 61),,,.. (1 ' DIY F 1 9 i~: (7~ . gyp?. }' ~ j

' .~.
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Appendix A -, Problem.  
Type 

Service , l 

a hi ";,ed cal I

rc I Dest~ ' ;7 

\i )VICE & P i ;, i:s 

I 

fi! > it

ADVICE & GI !Il)ANCE 

^t ' )VICE & )ANCE 

r11 - i2 JA 

A 1 „i3 

A 1

t /) 

]t'E & ICE 

it'E & c , rDANCE 

, "E & i3O, o 1 }ANCE 

A 

A 6 I I 

VICE & CI i ,€ pA NCE A 4 .f 7 ., 
A 

1. 

V10E & CE A' :i19 i 1 

VICE &' ; " :.LANCE 

E& dCE 

L&: E (E 

J VICE& CE 

A' 10 

; i 

2

A1)13 

1 2 

62 

i2 

12 

A 12 

OIFIs ; , ( 3 

CC03 E , .1 3 

'47h p(4, 31 'D?. iii  'Vtai,e?il 

P ° S OPERATION ENa  Y 

15 FALLPACK EN 01 RY' 

4` ? .'OP iP\ lIONi `.QUIRY 

FA", BACK ENQUIRY 

APS OI 'ENQUIRY 

APS FALI,i ,-\CK ENQUIRY 

OBCS OPERATION ENQI.' 11,1 

()I'1'I„'. ! . EN'S#I;. 
h . n 

\ruTIRY 

ENS, ? )NSUMABLE 

DOCLUe+ ', . AIR;"

SYSTEM

CUSTOMER COMPLAINT 

( ENQUIRY 

°E - EMERGENCY CLOSURE (St 

E —REOPENED 

A CR/ACD/408 
1- 1.2 
T 17/09/1999 

3
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CR/ACM/408 
n: 1.2 

17/09/1999 

HR CC22 6. "4.' '! 3 "E -PI PC,:^: ??I? s'J r

r 1 L1RA e 1 . 6 -H ' !' ° . 

#1T PACE' [,URE 

1 l wnA1~ ,F 9 „?~~ i .F ° A k .i;,

t '1 lti, a r ~N3 

I ;' r 

FE01 

FE04 

4 13 

X13 

2 

FE05  ! 3 4 

Tl'( 1;; FE06 1 3 

:. .1 3 

` C" t:;E 3 

, cl 3 

13 

CLI[ NT S A - 1'.  PROBLEM 

01..11

Ok t)I'LRA I ION LRt<CjR 

FE07 

FE09 2 

c t1'LR 11 iuNs FBI I 

1DWARF H.COI CI'NTR,AI , ;Y  PR0(- SOR FAULT -I!N11'

E.' f.5\ R FAULT - 1 

1, 5YSTi

-C1 , , , , LS' , . , , °,,I E L FAILURE-

[E

1_ . i i DFREADER 

; ; K1 )E ;;ALI-AiL1 l'-COIL', F" ERP??ii , 'ITR 

I i RIPE F ! ,; 1 7 AILU -.Ei-BAC1 P

PI:RIPI  KEY'; ) , :1) 

'E RII'1 I'C',)UCH'ELEMENT 

i AILURE - MGM E'I iii. 

. WAiw r; HCO2 13 

4,1 3 I ?WAI ICO4 

1'2 HC09 t:1.3 

X13 1 

H ;<<, 6)WA1 

EARL)

HD0I 

HDO4 

14D07 13 

HD08 1 :I3 

X 13 

H3

41 ")Lkli'llLRAL

HDO9 

ELD1.0 

HDI I e13 Ii 
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panv in-Confid pta o 

CR/ACD/408 
L2 

Date, 17/09/1999 

iZ I-ID12 f .~13  a ~~ `~~~ ~~ , ~~I'=1- ~ , I FA1 1< C,~'~ "~1 a JG 

,$ i k ,vll,z D •I":'4', i`. 

> f p.  x r s~ ,l s ~ s , , 

? ANNE!.) ;\G , . ' `~ 4 . ~ ,r i Il.LULE

! E F 

1C 

U,,4 1 ~l'.f .

l`t:7ST (,? ICE — I Ii d . . k E 

---- 
~ 

D13 13 

4el 3 

€,^s[ '➢ 

1 I 
U

N

,1v( 

H.D.L4 

IMOl 

IM03 vet 3

I3 

13 

gel 3 

N.DOI 

;I\7 ()} K ND02 

NETWORK ND03 

NE'I ()PK 

S UU

S 

i 'E ,1t 1. E -'I - 

NDO5 vet 3 

1 13 

POST ( r "ICE - CO'N , ;,k l lON FAIL) IRE 

POST (}? t? 'E L WN1

U U AILURI 

U ..;

OI:3CS ( 'f  , UAIkil°l  H.IIRE 

00O2 

OD02 I .., 13 1 1 

OD03 3 

OD04 1 .. 13 

S 

F '.  ATI( S 

; ,'; 1 ; y _ 

1'1OIS 

I ;ITION 

0D06 =. (:E 3 

13 

( , 13 

U. 1 3

f , ,.I 3

t. l 3 

 )1 JSE:R ,,N INTS"I'H.AHON FA!1,1

g' ,. 

1 , U'OMl 
U 

SUE 

0D08

OR03 

REO I 

RE02 

R.E04 ( ;l3cs 
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( I1'IFRATIONS I SC03 I Level 3 

'14 Level 3 

I 't,,", .RE Level 3 

2 13

FT 

RE

i ARE 2 C 13 

C . 3 11 1'°, 
r , 3

(3 
jxr 

i x F 3 .Y , ) 

Si ( i IY ~.. 
` 

13 

MSF( IFY 3 13 

( '''' '.L SYSTEM 
JLL 

4''', , , ~ M P1 4; 4 ' S 

N`Ilt ,1, SYSTEM - OPERATING SYSTEM - ERROR 
I SS/ ."

e a,{ I,SYSrI:n; 41'3=1 ~TR RASH 
'\Nl. JE 

{{
 ; . , 

41., ,1 ~1 r '~. ~, { .("i. ~ A,~}6_ ~ f 4~ 1 ~" . t 93.7f -Al t UN s 1" 10 

I:ISPLAY1 AJ,; .1 ';4_E 1 1. x' 

f )1TWARL ERROR. 

FF2M OPf R.AT[ON J f1. CHAINS i I' '( 'NI , i`}.G. 1EDLY 

E V 

aNX CARD Ok Ili i i UiiVi l + LOST 

ONE SI 101 PA' SW( RI2QU0 I I)

Total 

Total Level I calls = 413 

Total Level 2 calls = 42 

Total = 455 (aI; ekrun +,1 1r the figure in 5.2.2.1) 

1 

I 

I 

1 

1 

38 

1 

2 

175 

8 
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Version: 0.2 

Ac ptance Incident 412 Date: 10/09/99 

Plan or t cceptance Inc E , 

i o w e t yp' : Peso ition  Plan 

Abstract: This document cont tt is a ry 's Resolution Plan in respect of 
Acceptance Incident 4 i 

4C tk i~ Z la Us: issued 

Author & Dept: Dave Cooke - ICL Pathway Customer Requirements 

Reviewed By: 1oh° Dict's - Director Customer Require-ne-its 

it, li" s - Director Customs S .~ a 

1': li w PDT 

IL. a John visa r r 

Tony 0t It. h i , Keith Baines 

ICr P I E liar 
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Acceptance Incident 412 

03 

ument control 

Document history 

Late: 1O'('

Version Date Reason 

0.1 08/09')9 First Issue 

0.2 1 t U` /99 Revised as Resolution Plan following Acceptance Workshop 
of 09/09/99 

vb authorities 

r P os 1(na r.1* Li - Date 

anaging Dir

T i C ~ `' mer I f- ; ! P  ;i 
7 Il 

11'

Reference Date Vers J itle Source 

1. CS/PRO/031 21/10/97 1.0 ,IJ Report Production and ICL 
.°1 i Lig Pathway 

CS/PRO/030 21,'10/97 1.0 \'I  Report dispatch procedure ICL 
Pathway 

n ~ .ar viations 
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_...~._ .w_. 

Page 2 of 12 



POL00325269 
POL00325269 

I L Pathway Accept we Resolution Plan 

A > pt ar x o Incident 412 

p „ Tab c rf content 

ii 

2 

3 

4 

5 

0 

Ref: CR/ACD/412 
Version: 0.2 

Date: 10/09/99 

P F 0.1 ......................................................................................................................... 4 

1.1 t' E ...................................................................................................................... ...4 

Sii ;1!sTA RY ......................................................................................................................4 

CA. 1' 1 AiA ........................................................................................................................4 

POCL P(, ION ........................................................:.............:..................................... 4 

PATHWA  P S ° I N ..................................................................................................5 

5.1.1 .' uc ., t.r .~ ~  ~, , rx r Action Point 1) ...........................................................7 
5.1.2 11A%-.floc st - f':v,cp se..,' Definition (Action Point 2.)............................................8 
5.1.3 Ad-Hoc Reclaest inprovement (supporting Action Point 1) . ................. 8 

5.2 S1RvICE REVrT ' OOK .............................................................-......................................9 

'. / Benchmark Transaction time summaries ....................................:..........................9 
'.2 OBCS transaction times .......................................................................................10 

. .G'.3 Fallback transactions :..........................................................................................10 
.3 TRANSACTIO ` "OLUMES ............................................................................................... 10 
5.3.1 Se - 'vi e .-e ,l Reporting (vc ,e '. i(/id L '''tj i 3) ...............-......------.....................-.11 

a i . 1'i"i . L~1, ' ' ...,.. ... .........................................................................................12 

(n 1999 ICL Pathway Ltd CC "A N AL_ I (:NFW -NE Page 3 of 12 



POL00325269 
POL00325269 

ICL Pathway Acceptance Resolution Plan 

Acceptance Incident 412 

`ii rpose 

Ref CR/ACD/412 
Version: 0.2 

Date: 10/09199 

Th: _• ' c ..tiB"v~,~ l ,t J- 4 C 1 n,o t A. .a ;$irYl.s and a cn•an......cx P7 .1.2 

anal [  , k +✓ 1 . .. i 7 €' , _ 4  cL'

s , responsiveness in c< ssu will cn oo ,> t ,,;torts, Ac is .Lt„ d  nd cic

_usol in the July Service Review BcL coo cPddtyfofICL Pc:'  ^. 
counts of transaction volumes associated with SLA calculations. 

The- structure of this document follows these three areas of concern. 

To .addition the respc on.  a particular ad-hoe report request referenc c t ; r Ii O. 
also l•, P t~ . Pox  meat. 

ti Scope 

The scope of this response comprises the original A1412, the supplementary POCL 
paper AI412 - Service Performance Reporting and the minutes of the Acceptance 
workshop of 09/09/99. 

Summary 

Ad I T  R o ro-t 1111 T ~Et i y accepts « .~~s _ t, . 9:x?.e p r,tla:: o <.t 

110 Y3 _~ ~Jw'FC~ ,R. ~~ .::~ €i s ~ , .~ui Aras delaye,1
operating correctly. 

July Service Review Book - The Transaction Time service level calculations arc 
based on the previously agreed mean benchmark transaction time. At this time no 
adjustments were made for fallback transactions since the values for the various 
catagories of fallback transaction time are still in the process of being agreed with 
POCL. 

Transaction oh,anx (% i 
,rL 

- ICL P;.. o nY chic to count i't various classes of 

transactions <a+_% tI- .~ "- , ,ca ._ ,.s ,.:(k< tT  411 ,._ : .. Jf.,i, 

Pathway o mc!   

3 Criteria 

No criterion is mentioned in the .4]-

4 POCL position 

POCL`s position is represented in the Al text as: 

N TCL Pathway has not responded to an ad-hoc request issued on 22/07/99 
associated with the July Service Review Book 

• ICL Pathway has refused to respond to Area 1, x-viocx ad Pox yam 

• ICL Pathway is unable to count transaction volumes 

C 1999 ICL Pathway Ltd COMMERCIAL IN CONFIDENCE Page 4 of 12 
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5.1 

Acceptance Resolution Plan 

Acceptant = 1 ident 412 

Ref: CR'ACD/412 
Version: 0.2 

Date: 10/09/99 

rrl 
snot aT'~til`t~~l`.

har :„t. ~l ~~: : :1~ , , v.F.: fc  _._, - ~uA ., b_~+F .a z,atC.. ,r4 ...,iS to ~ ~~:~' "f"~Vi'ir <" r

re c..<n 

se .c  rr: it ;,rr A, ci :Jtarrce Workshop t 1 are: 

j  T P  .,r;av t ""neet to review particular examples (of ad-hoc reporting) 
it are of cone,~ to POC: ., 

2. ICL Pathway to consider whether it would be appropriate to provide a targeted 
teach-in to appropriate POCL experts to enable them to focus their ad-hoc requests 
around Pathway data structures 

3. ICL Path way to provide further information on (the SLA reporting cycle) for 

Pathweiy usition 

The response to this Al o : ,,a ; ; ;x ~: s , dd ve- ~ t' -e arious concerns and 
questions raised by P') '  I . d,_ii ~' ri a r ~~~i=~t  Plan E provided in section 6 to 
address outstandin ta it, ds, 

Ad-Hoc Rep t 

ICL Pathway accepts 1 < there has be * me delay in dealing with the ad-hoc 
request of 22/7/99. POt`C .as since pz a evidence that it was actually submitted 
on 23/7/99 by email i-m tie: intended ICT. P.-_th v  recipient (` id ncri :7r vc it. 

Section 2 -,f I
bi , rw,f :an , ..:-o hies h re l r ,, tea this

Th Lt~ S ~~..k+:^, 4 tiv 1 'l R', es ~q7 Ik ux_

ad '~~ . , ~ ~ rs w_ ~,`~~; r`<.~,~. 
advised WW'1y t ~, s not pos :~'

The three reel= e;ts are believed to P.

a ; d HocRequest Descripti t .

a,Uo/99 Informaria .every c...l t T ,. i since i'hc \je:lrrme of inform r,g,, . tr .at 
start of 1^< W2 tt ,~~ ..sj if this woaId have gencrs Levi 

would b aside a le
form that vv ju d €,=ake are;; 
subsequent Jn;;lysis difficult. 

he plat: iuctior -_f _. 
ss to a ti ,~c,-5IC III =cas-

e ttw" L ° :as believed tra 1gc a 
more appropriate way of 
meeting, .his request. 

06/07/9) , afi Ie-, it rase -; 7, t TISII relating to non- It was . . .< pl fined to 1-0 .  I that 
p specific messages the I-Teri on system does record 

memory", "virtual failures of this type. 
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F Fan 
m u 

ttq t ,~ ?,t h.r ~ti Eto :r: n 

~.~e~.ro v

1I cic 3.t e tex , '. C selp. 

06/07/99 Incidents raised at HSH relating to It was explained to POCL that
"lockups" and "screen freezes". the Horizon system does record 

failures of this type. 

Such information is now 
available by inspection of the 
call closure text via Powerhelp. 
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ic ad-hoc request process (CS/PR.O/031 - MIS Report Production and Scheduling) 
has been in operation for some considerable time, and the procedure for submission 
was discussed and revised at the July Service Review forum. Many ad-hoc requests 
have been and continue to be issued and ICL Pathway believes the responses provided 
are to POC12s satisfaction. The following table summarises recent requests and ICL 
Pathways achievement against POCL's required response date. 

I a',a cl Date Request Cs: ts:
Reque L u r.1c ds: cd

i. 

Jayne 21/05/-J9 2 Y/ a199 L 'J .. y completed, resui".s -_upaiied _rr•ezo incidents 
Widdowsoni 

ane { 0'i/Ub/a9 01/06/99 Calis to HSH by 2 outlets 02/06/91 Completed, resui s -L 2plied 

a is 01/06/99 04/06/99 OBCS transactions 03/06/99 Completed, results supplied 
`,rViddoovs

Jayne 10/06/99 10/06/99 OBCS transactions 14/06/99 Completed, results supplied 
Widdowson 

Phil Turnock 25/0€/93 ASAP All HSH calls since 25/06/99 Face to face discussion 
commencement of LT between R. Brunskill, PW an

Phil Turnock, POCL. 

( 
See 5.1 above. 

Jayne 0 7 g7, r,,; d , ,v , of r.0 ,l 0S' Telephone diuF 
Widdowson ri i Brunskill, PW & fl 7,/ ~l 

cL.aughlin. 

5.1 above 

Jayne 06./07iLLi 0u/( ?ii i iOSH cads — 06/07/99 -" ti x n cussion between 
Widdowson freeze. 

t c1 i i,ghli . 

Adele 3!O .~7 02,"),. G; 1;. Ei~~E t .r a " ,or 2r'kj7! `  rc p4 lse
Kilcoyne

sb t r o' r?r  rrre & roe. /-ujniini rative m

cat r , f f

Lisa vn, 0u 03/09/99 Top 10 .xt. '2 ` 091udIJaj vin eau, 3esuit supplied 
Browsd.e - Aug 99 for ( .X' s, 'after further clarification of 

' 
G RO 

EPOSS,APS by Product what was required, this was 
Description. contrary to what was requested 

------------------"'" via the ad-hoc form. 

Analysis ui a .ucv c ,iiJ`vws .`+ l w_t  as 'v` 1; Y1'.i I'd to v f iw :_ ~'. a  of 

the nine requc,.~t,~., c;l 4 tg; Ali se i ci within tlu or tho sCL requi &.I *gate. 

The exceptions were he request of 10/06/99 whose response was delivered after four 
calendar days, but fhrce =-IOCL Core Working Days, and the request of 23/07/99, 
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was not rM.-.';3 . .~ ? rh 6(-T :¢< lit ,::;j 
.l  1 ! 

.. t;,:~'iit escalation actl'6ties ,vere 

vLE i i it`l f LL o f & cU L

Complete responses were provided to five requests and POC L were advised that three 
requests could not be answered directly (see 5.1). 

JCL Pathway will normally provide ad hoc reports in accordance with R914 within 
i~ree POCL t'=ryce Working Days where the information required is readily available in 

<'Orm . 1a. Where such information is not readily available, as in these cases, 
ill agree with POCL the most ` >> f >,.,;E,~w way of addressing the 

5.1.2 Ad-Hoc Request - Request Definition (Action Point 2) 

Analysis of Ad-Hoc Requests shows that it would be mutually beneficial if the style of 
the request was structured in a form that more readily reflected the data sets available 
to ICL Pathway and from which the response will be generated. 

In order to assist in this process, ICL Pathway will provide a document to POCL by 31. 
October 1999, highlighting the structure of the data captured in the Data Warehouse, 
the Riposte Message Store and other Databases (local to ICL Pathway Customer 
Services / MSU). 

This document is intended to assist POCL in identifying whether or not an intended 
request for information, via the Ad-hoc query process can be readily met. (This does 
obviously not prevent POCL submitting a request without reference to this document). 

It is proposed that a joint workshop be hold, prior to 31 October 199, between. ICL 
Pathway and POCL to discuss the POCL MIS requirement_,
was originally scheduled for the end of August 1999 but w ierred
agreement between R Brunskill and Jayne Widdowson s °'' _ EE", l 13SM) duw° 
Acceptance activities. 

5 Ad-Hoc Request - Process Irnpto erner~t (supporting Acton Point 1) 

In order to improve the handling of Ad-hoc queries it is proposed that the following 
changes are introduced to the receipt and delivery procedures for Ad-Hoc requests. 

ICL Pathway will E., .:G for an `Ad-hoc Query' mailbo., > I : :at up within MS 
exchange. All inci  ~tu~ . • t, t12c 1CL Pathway r A . ̀.. , ! iav to , .' v to tills 
mailbox. 

• The 'Out of Office' return message will be utilised to advise POCL that a query 
has been received into the mailbox (Wording to be agreed with POCL) 

• The mailbox will be accessed on an hourly basis by ICL Pathway Cs! MST J staff 
who will, upon receipt of a new request, send an e-mail confirmation that ti 
request has been logged by one of the MSU team and will advise the follow ;11 

• The expected completion date of the qucr . o 

• 11 t '  n'.'S."'✓ .,lliE .'t •TE°' ,4'eted, E"st" [:f, o is.. .!F.ne. , c~ 11

d   y we cannot supply the ink 11:<
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0 The Aci-l.cs query will Ctie l be logged into the Ad-hoc query _l-. .base 

All replies to the originator will be electronic, using the fields within the Ad-hoc 
query report. 

Ord--r t J  pry ccd~ it  ;, o-t- f- , %N„e 1100 ( "` 

amen .,~;r 4r rr_ z __ ~z f Id for the of A :i; ator's e-mail 2

• Ad-hoc query process document ref.• CS/PRO/030, vi.0 21110/97 `MIS Report 
Despatch Procedure' will be re-issued to describe this new procedure. 

Tntil t  :operational, Ad-hoc requests 

Kaslunir.Purewal ; and Richard.Brunskill GRO 
, 

_r ve Review Book 

IL `tug ICli1 1 ,"Li .L`,,.~. f. F211_~ Jf ''., 6.? 4.i1 ~r , . . ., .a _ ,.tr . i l,, g%. 1 rut 

Wi 1v. • `fC L f., ~; ~I (i~Jr~ ~..,.  f 
if /3 .'!'k

L=f7, j b4-'r ~ +}4 I @ti/ /` aRt ` ~`villc ! L'C21=CF ="...0 .l.

of tran.pw? ;11, ti—i 4" ._,  ; ;'v'e level fr+ + ~ ;)ml

~.t_}<~ ~ ! y 'ea_t ~` ~1iF  ~ 

~:kt,~

zI 32 i Y~ ., 
~~,r 

dJ ~_'e _eIt ~".! _,t; ii s..i .'_C -1 ~4 .. z a" EL4f A ~+ ~~ _ tE .J,'_~.d e _~ ~1b tl t 

D 134.:

These documents state that, with the exception of OBCS foreign transactions, all other 
transactions times are to be based on the set of benchmark figures contained in each 
document and not based on actual transaction time measurement. In all cases the 
weighted mean transaction time of these benchmark figures is within the target 
transaction time (see 2.1) and accordingly the Service Review Book for July and 
previous months will show this as achieved using a green entry against the various 
Transaction Services. 

5.2.1 Benchmark Transaction time summaries 

The following is reproduced t € tfic 11 1 ,nr. .. , r ,f i-l; :, . _, 'z7

documents. 

w 9 . z F :erMakimutn. 
I . action time 

IBC L")  r Iii secs 

1 .o ( 4 S sots 
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1 ~ s i x 

5. .2 OBCS transaction times 

Tn the case of OBCS foreign transactions, comprising 6% of the total OBCS 
transactions, the variable element is the ISDN communications time. The measur 

benchmark figure for this is 5.4 seconds. 

The actual mean time for the last three months, onding actual nlcv_ 
transaction times are: - 

Month 1' time Actual Mean 
Transaction time 

Target Mean 
Transaction time 

1T. 5.39 26.02 27 e 1 

July 5.66 26.03 27.t 1 

August 4.71 "' 9K
_ Q' 1

. 1,3 Fallback transactions 

The service level calculations for all of the transaction types described in the Service 
Level Schedules also have to be adjusted by the number of transactions conducted in 
various forms of fallback. This will take place when the individual fallback 
transaction time figures have been agreed with POCL and this activity is being 
managed by Jan Ambrose (ICL, Pathway) and Pavittar Sandhu (POCL). A proposal 
from ICL Pathway was made on 3/8/99 and final comments are awaited from POCL. 

When these figures are c. =v 1 zr 1 'hr relr'v-nt Cnntr'a.ct Schedules updated, the SLA 
calculations will then take account of any adjustments required for fallback. 

At present, however, transaction volumes are not required in order to calculate the 
transaction time SLAs because the values of the fallback transaction times have not 
yet been agreed. 

— rat : 'i,,'I

PC theabilit
vo?:Irnes, intextoftransactic
explanation covers why transaction volumes are not currently required. 

The particular meeting referred to in the Al (9/7/99 - Liz Blackburn, Graham 
Wingrove et al.) was not concerned with overall transaction counting, but with 
particular aspects of EPOSS transaction aggregation. 

Trop isaction volts l n r'o , :A,,.PS, OBCS and EPOSS arc' r* ,, ,a y d ? part of the vii;: 
st.1 ! in " lCr2, ll,t1 1`.; }n the TCLPaf'nw ! , 0 "`_ ti. t, } , iccs Web
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Tu u ti ". i'? 
aK 

i ;. - ai  ` '~    ( ~ T :111'„ a t     ✓3 ': ~ i 3r d by tllc
l Conte iledulcs ;. .s$ ;, ; a uc use ns, subject t~: 

reement of the fallback ti . 7 .:4s. Once this i st a
1r - e kkdow ranscl-, fa"a , .;Qt,x' esthc~

. . `ervicce Levc Repurtui cycle (Action Poi it 3) 

in response to a request from POCL, ICL Pathwaywill provide a document by 31 
October 1999 describing the data collection and SLA reporting cycle. It is intended 
that the scope of this document will cover: 

+ What data is collected from the counters / helpdesks etc, and where it resides 

• How this data is used in the calculation of SLA performance measures — the 
interaction between Contract Administrator and the application of the formulas to 
calculate SLA achievement. 

• How this data is reported within the Service Level Agreement Monitor (SLAM) 
and the outputs delivered to POCL. 
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_. _
^ a 

m~~ 
Target

completion date 

is omplete agreement to Fallback End September Jan Ambrose (ICL Pathwa 
Transaction times Pavittar Sandhu (POCU 

eview and agree improvements End September Richard Brunskill (1P 
Ad-Hoc Request process Pathway) / Dave Mc. ti 

(POCL) 

Joint MIS workshop to a r Prior to end Richard Brunskill and v
POCL requirements October ( Widdowson (POCL) 

4. Provide" data structure  1/10/99 Richard Brunskill 
definition" document

Provide "Service Level Re poiis 31 /10/99 , _ Peter Richard Brunskill , 
Cycle" document Robinson (ICL Pathway) 
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