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Call Ref'eretice 

Release 

Call Type 

Contact 
Taruet Date 

Peak Incident Management System 
)49629 Call Logger Customer Call -- EDSC ...... ...... ...... .. .... ....... ...... ....... ....... ....... .... ........ ...... . .... ... ... ....... ...... ...... ....... ....... . 
~ted At -- CSR-C13 _2R Top Ref E-0007032190 ...... ...... ...... .. .... ....... ...... ....... ....... ...... .. ...... .. ... .... ...... ...... ....... ....... 
Incidents/Defects Priority B -- Business restricted ...... ...... ...... .. .... ....... ...... ....... ....... ....... ..... .... ... .. .. ... ....... ...... ...... ....... ....... 

12/07/2000 
Summary PM reports that last thursday an er 

Pro ,ress Narrative 

Call Status 

— :07-Jul-2000 08:31:00 U.  Customer Call_ 

..J9y62`✓:1'- iLy  "_ape L - r.;eI 12%07/00 (,9:31:45 
' 7:26 T.1.1 , "I„ -t :, the;t L, t- 1- 'r,, zl.. y ,.. i l` - r sa, pod the base 

me : a .:>ne a- oft -e , apsh t- a-id .a= r: 1 iced that some work has 
_r dup_i _d -_rid —ne -r s b omi a 
07/00 1-:`. , ,-i-0Rr996 

advice: Refer to call e-0006290568, this was the original engineer 

1-1 ref. 
,rrame: JL0001, shred SU AA. 

i-ave been duplicated on the office snapshot. 

ms a t to data central are £300 short. The AP total is 

it . 
1 advises that this is all. of the work that was done when 

I ̀ i- enq'. n,aer was changing the base unit. This was done on 

Liurs 29th, he arrived at 2pm, then another enginner came at 

into  do more work 

J:In7/0 11° i i ' . 

Lfc m&'--c ns -f t cunt info: 
..~:,I I -gr .ro s; f .: ::w in 1 t 1 AP's are 

I ' by, as ~,- -- - 1- fl , -.1 r^ i .r t'. li :'.--.pancy 
f  the rem, and if pc-s-ble t _ _-.e 1 5- who 

involved in d ant' se try: ~L-oc ac I Ltie 3U Lhey 
:a -rte done in,  if yrn: r :.mot .qh times on 

2'sth/30th ihc, t:-arsac+:ions may have been done at. 

ti _11 paa:=. t n =i(;I_ I n- ,ro>re info 

/07/0 :  - I a 916 
der: Passir-g back to HSH for more info 

T/07/00 17:14 uk01+284 
T-fc- mat -on: the omated payments showed a discrepancy last thursday 

a1Le- t'.e box was replaced . the ap[ discrepancy was £66.07. 

list n ,, was £311.75 which was not in the 
m. the are 34 pension dockets that were duplicated. 

me -s j10,_ol 

3epeat -ai-: the RNLI rang and wants to know whether the po should 

_or.i uac w U. I to the large discrepancies 
~.ad t'nr;un t -, S11C or 5089 and asked for advise on this 

i-d eras to -d to advise ROOM to continue to balance. 

111 
T -cfr: - mai-  ro .;1 1  to contact the NBSC and let them know we are 

i-_ves t_i_:at sc t ftware issue 
:1 i 1. 1 , UE2 

z;nt.:=.ct=d: contacted PO...ass- stent will ask PM to call us within the 

:,-xt iG runs. 
"I=rc into 1  on P&A & APP trr,rs' , wa r  c.elnmri

Details -e aps r_o., type of ap_ e.J _, u. al  name

._ddr. -  L, secs id, user, I Le e- ic_~d. or need 
-. 1 of P&P.. rhtails i.e. r,-n- ,. N- nn. , amount, grp 

time -, date entered, ::s id etc. 
odes & d f When rpl 's p  I, Thanks. 
r,0 10:39 ,.1.0 .862 

3;  =peat Call: Pm will call back with an example of details from 1 of 
I  trans's from t1- report, -nfo required; 

F  deta=_ls i.e. mine & NI no., amount, grp 

user, time & date entered, sess id etc. 

7/00 12:41 GB082201 

I-:fc -_mat=on: pm is available to be called back before 1pm today or else 

Lomo-row morning from 9am onwards as today is her day off 

mn i. . . in thi offic -•. a .i .: with I s inf

xa] f o£ t:he dup i tr> I t  i Ora l cn 
ui-dc ; d Lr).rj on to Pe- sy: teen base unit had 

F's:A tra-.saoti.~n 

I i ---- - - -------

2o1 A 
serial no: 28 

L40.75 

roup 13 
c-.t int system at 16.14 on thursday 29th june by user name 

-- Reconciliation - resolved 

J /r,-./00 15:43 uk066862 

1-,10--mat-on: Session id & counter affected still needed, will call pm F/34/1 
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:09 12 
C e: nt-._ct ad: talke:_1 prn t_,.rc-_igh trans log.. .sess id is 1-49297. 

09:17 u1:0r.-,o6Z 
f,:-:-mat.=on: PM a7s. -, states that the rems out to data Intl did not tye 

up c the bat s.shct, rcpt shows a rem out on 29/06 16.04, 

su: a_ ;/s sn_,ws£2812.40, should be £3124.15. 

862 

^.k-em-uie~d: ELSC pls investigate. 

ills 
F aC, nFt - c:-an name: 

si II - ct)er-d dai_e 03/07/2000 17:26:27 

CFTT I- Gr, .a , ,; r. r. r, d 

L'__te:07-Jul-2000 08:33:00 User:Barbara Langley 

I,.i.. t „ r I I 
P,od,ict EPCSS & DeskTnp added 

a.Le:07-Jul-2000 14:08:00 User:Jim Anscomb 
:iF Respon ea : 

L'':E. AA: -_•,ol:s an interestinq one. 

NI ., ib Nc 1990°8891 
=spond-d to ca_1 type L as Category 40 -Incident Under Investigation 

response was de i•' =L, _t Lo: E n _r1:eIp 

T` =. Call recn,d na I ,,n Ircd to the Tears Member: Lina Kiang 
Lefect cause apdated to 99:(eneral - Unknown 

'!lours spent since cal'- received: 0 hours 

L-te:07-Jul-2000 15:29:00 User:Lina Kiang 

I t t , ,, U, nq_n","r rar ~ ,;i:rd -_ "',. J<1 ,:

ase ur_-t rid had t 1 0 a: :e --ou - d on the Tue so 
1~. U L I fl 1- 1 _ u- L-) LIL Lilt 'i :and d_

dnnl, ~t- r- (i " r,f w • c d-.,p. c<:1-nr. -.1,ir,  w f - nit- t -r, r a, d tn 
t- em tw-ce ..-d Cheques t ; Late. CF - -t-al (w ich is is as  -iq) . -he- t_-  -nc- neer 

:qol_ h~,cl: ,;- I , Ua: ,_> rr_t , nr•.d 1~ il shed 1 .is work. Have .:;Led the PM to give me 
snapshot, P&A cutoffs, etc. 

NL OL RE_'ERNNCE 11y i03831 
-,:;h:n:',•d to call type L as Category 40 -Incident Under Investigation 

response was delivered to: PowerHelp 

f'.1 r. I,,:10-Jul-2000 14:03:00 User:Lina Kiang 

'uIC cf £311.75 cheques ('-44'74) is alas -rg from r,-sage store. The P&A 
I  la h the PM • she did :!0 •I ' :1 r„I n ,rl: ,,hic'ri is why 34 

!-f the 48 P&A transact  c appea again in th= P,A _-port or 05!07/00. The 

ot_t'ier 14 P&A a.,,1 -on ar=_ I s=ino 1 -:.au me- a sLc--. The m-ssing 
~nr n ct . I  Ih. _. . 1 1 1 I I  
t aril r -s-d th_ cc-r:-pt Ii - d-_k (see 0-06270-99 and E-OO;drj05"o8), 

L I  I  showing -,1_ U- A1'u :.1 EL':7„5 L-_,r _o.Lions that 

xi:-t m-ssag- store. --is will need to Ie- reconciled with the 811 to 

cc:-striot ALT m:ssing transactions - routing cal_ to MSU to liaise with 

N-<SC. % PM. 
NT nF 1FT"FR:='NC=1 199537711 

spond d to ca-- t-_;pe L as Category 40 -incident Under Investigation 

The resi-r ,I : Iv^red to: PowerHelp 

:The Call r=>, d been transferred to the Team: MSU-Indt Mgt. 

Defect cause -.wpde.te1 to 41:General - in Procedure 

Hours spent since call received: 3.0 hours 

Date:11-Jul-2000 08:39:00 User:_Customer Call

11PTY 11/07/00 09:34 uk081625 HSH1 Repeat Call: PM phoning to check on 

ogress of call. Sent info to Lina 

Kang via fax, would like to sort problem asap as did not 

l over last wednesday. Wou- d like to roll over tomorrow.

Date:ll-Jul-2000 08:46:00 User: Customer Call

!! .lil''I'Y 1-%0'/; 00 09:42 uk081625 HSH1 Repeat Call: Spoke to Lina Kiang of EDSC, 

•~-11 chase call to John Moran 

tat_ 11-'1. Call was reassigned to MSU 

LTte:11-Jul-2000 08:49:00 Us-r:Lina Kiang 

-w evidence added - Transact-ons in message store for FAD 311432 

Lr,te:11-Jul-2000 08:53:00 User:Lina Kiang 

B.2spe;ns- 
r fl . <: r: r:oL in the office today, talked to Asim (MSU) instead who will be 

Ff34121
(following this up. 
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[FND CF RFFFRFNCF 19976345] 

Responded to call type L as Category 40 -Inc:i.dent Under Investigation 

The response was delivered to: PowerHelp 

Date:11-Jul-2000 12:55:00 User:Angela Shaw 

The Call record has been assigned to the Team Member: Angela Shaw 

Hours spent since call received: 0 hours 

Dt:e:11-Jul-2000 13:11:00 User:Angela Shaw 

Response : 

Tiffs is the system incident for this call. 

Tie associated business incident is 0007111199. 

L_na, can you proivide me with as much additional i'nfo on this call as 

ssib.le. 

fiat we have txn & cash account wise? 

list appears Lo be inissinu? 

fiat is tl-~ - errant .state of this office? 

Cash account .rise? 

S it: _ - `1l ,nn -r- etc?? 
T --d r... . qua. - --fe & detail on this a possible in order to progress. 

Can "-ou please return to MSU afterwards. 

P1.:.oy I I

[-NL OF REFERENCE 19988231] 

+s[ _cuU.:,J to call type L as Category 40 -Incident Under Investigation 

T ̀sn. rest nnse has been flagged to the gateway team for validation 

'Tie Cal_ record has been transferred to the Team: EDSC 

:lours spent since call received: 0 hours 

Date:11-Jul-2000 13:26:00 User:Garrett Simpson 

The Call repo_d lac been assigned In the Team Member: Line Kiang 

Hours spent since call received: 0 hours 

Date:11-Jul-2000 13:27:00 User:Barbara Longley 

F] Response : 

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

[INC Of REFERENCE 19809135] 

+spoo1c1 1in r.a 1 typo T, ,as Category 40 -Inc:i.dent Under Investigation 

Tie response was delivered to: PowerHelp 

Date:11-Jul-2000 13:57:00 User: Customer Call_ 

'^MPTY 11/07/00 14:54 uk079680 HSH1 InformaLion: chased call with B Lonyley 

Date:11-Jul-2000 15:14:00 User:Li.na Kiang 

Fi Response : 

L,.te:11-Jul-2000 15:15:00 User:Lina Kiang 

[ II rolled into CAP 15 on 28/06/00 and did not roll over last Wed, PM is 

ac_xious to roll tomorrow (as update to this call states). 

T__n PM _- cited that an FOCI of £311.7.5 chc 1 can Isis.sing, 34 P&A 

t-ar cart .'_c-.s are duplicated and AP totals did not a,id up. According_ to 

nos fi r_ sl_ c t-ai RODC is ,[,sing and t1 ; Pift . .Li:;ti d.-dr:'t :o pcn so 3'7 of 

tie 48 P&A t -,-.osactions cpp^ir again in thn rn ~t c-pert (2 worn pai'°d 

i:nbetween reports). The remaining 11 P&L trans actions are missing Iron the 

nc. age sL uu (Cup -, _:r-s, __,Lal £211) , sip 13, 8 r l:ns, lutil ICI? .37) 

[PSn :'t nt-.d n nT pri -rinis ,priata are c.'n- r{. 1 I an un-.:ra oa,aci- Iv ln;r mini 

tier ac,t-o s are Incising, tie. 111 did no pa-as --do ann i__ tons :ni-:sing =.P 

r --.~ :.t I~n. t I l , . <i I i <a:. I sl:: n . II - ,,t i ili,5 H I ii I i:

t er-ant'n s that a.- _ - n `he n-e. saga atone so it can he. re.nnncl - ed against 

t-e hM'a records. Passable times of the missing transactions, it would be 

r-Iav,r- :11-11:50 or 16:00-18:10 on 29/07/00. Routing call back to MSU for 

firmer pr-c;gress. 

L-NL of RCI'liY-NCI 19997951] 

•..=.pona"1 to ca-1 type L as Category 40 -Incident Under Investigation 

Tie response was delivered to: PowerHelp 

The Cal- record has been transferred to the Team: MSU-Indt Mgt 

H %urs spn, rt Sc 5ll call received: 1.0 hours 

L_ate:11-Jul-2000 15:19:00 User:  Customer Call

t"i1PTY 11/07/00 16:21 uk080908 HSH1 Repeat Call: PM chasing resolution. 

L:,_te:11-Jul-2000 15:23:00 User:Barbara Langley 

F R,: ,1:;; nse : 
l-/Or/2:1 0 16:11:00 - By Lina Kiang - EDSC 

I: rn.Ll.nd r 1 - CAP 15 on 28/06/00 and d d not roll over last Wed, PM is 
a_-x,~u, to roil tomorrow (as update to ta151 call states).

Tine PM rep rted that an RODC of £311.75 che3ues was missing, 34 P&A 
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di.l: l rated and AP tot 1 ,t 1.] '.:p. Am- )rr lin:_; to 

,re tl-. ~, RODC 1. , m;s.i.ng and tLn P&A cutoff d.dn't -appen sn 37 of 

t-e '8 P&A transactions appear again in the next report (2 were RV'ed 

icljct_oaeee reports) . The i-maininq 11 P&I I ransactions are missing f  the 

qe store (Grp 5, 3 trans, T'rtal £2 ) p 13, 8 trans, Total 165).37) . 

[No.s g oted in my previous update are er--o-1. 1 I an unsure exactly how many 

I I ILr l ons a g, thy,  I'll lid nol 1 ovide a "'fe on mrs:'i--y AP 

t-~araara -_ors, hoa; aer the attar,: sprees Is-eet shower a l APS and ETC"S 

tran-act-Ens that a--e in the message stare so it ca- b_ r-co-ci_ed against 

I c I [ I ' rr,c, ..--bl- i :n , • cf tie mH o t r<ir :'. ':I I :rs, iL wa. I
I-s r. "1.41;-15:50 or 16:00--8:1C on 25/07/ 0i . '.outrn l back to 11"11 fn 

I .;r] -er pr 
as been transferred to the Team: MSU-Indt Mgt: 

Ni OF RE-'ER.-NC.- 1a9s8865] 

'J  -•ponded to ca-1 type L as Category 40 -Incident Under Investigation 

e response was delivered to: PowerHelp 

D:-.-tc:1l-Jul-2000 15:24:00 User:  Customer Call

! IIITY 11/07/00 :.6:29 GB042222 SMCl Information: vo.'..ced Barbara. @ SSc with 

r=peat call 

L.: . I_e:12-Jul-2000 10:08:00 User:Ilka Koehler-Wain 

Call record has been assigned to the Team Member: Angela Shaw 

rs spent since call received: 0 hours 

Late:12-Jul-2000 13:27:00 Uses :Angela Shaw 

E: Response : 

T_I ra,nly being progressed. 

NL OF RE -EF~NCE 20028786] 

R_-sp-nd-d Lu _i type L as Category 40 -Incident Under Investigation 
Tae response has been flagged to the gateway team :f`or. validation 

Late:13-Jul-2000 09:32:00 User:Lina Kiang 

III w evidence added - APS transactions from message store 

d=w evi_efloe added - EPOSS transactions from message store 

lr-nee as requested by Angela - APS and EPOSS transactions from the 

n-sage stare. 

[d NL'. 01 !tL-'li-' NC:- "L 10 _,J138] 

sponded to ca-1 type L as Category 40 -incident Under Investigation 

T-e response was delivered to: PowerHelp 

L:. t-, :26-Jul-2000 14:15:00 User:Barbara Longley 

F Response : 

call cc ] ing invest -gaLIed byi 14Si' . 

T _na Kisnr. 1r FD"C has added the following new evidence on the instruction of 

_ gela Snag; i- 11  - €YS trc-isactions from message store and EPOSS 

<insacI I run m:- Lore 
NO OF RF-FR-N,,— ;- ]51. ?1 - 6] 

sponded to ca_- type L ac Category 40 -Incident Under Investigation 

Tc,, , l.~,r~ „ i .- ] ,_ 'r✓ red to: I -i '7[clp 

L'_-te:17-Aug-2000 12:52:00 User:John Moran 

dent has beer explained to FOOL TP via B  -eport 0007111299. 

/'01. Aber d's t-.si,.s this wit]- J&cgtii Cave (Tlv- ;-ia1 Team) , "_'P nave 

T)c 111 that tl r , •. f J r i r. .r m' .sing All txns. 
-1 txr_ da-a -as been pro.r33e3 in the p cadsheet. 

p': is cal:. as all transactions have been reported to POCL. 

Ni FR,.II 1 - 1 5 ;965] 
d to ca-- t-,-pe L as Category 68 -Administrative Response 

hours spent since call received: .3 hours 

Tie Cal- record hae been transferred to the Team: EDSC 

Tie response has been routed to the gateway team for validation 

i':,te:17-Aug-2000 13:16:00 User:Barbara Longley 

C 1 record has been assigned to the lean Member: Lina Kiang 

sper_I since call received: 0 hours 

L-_-te:17-Aug-2000 14:48:00 User:Lina Kiang 

~-.por. 1,  — Moran. (MSU) on 17/08/2000 13:52:17 - Adm:i.n.istrative Response. 

T_-Hr .r::-dint has 1 n ex c 8 to PO CI_ TP via BIM report 0007111299. 

1 :1/7/00 P,I t ,. <1 : :- . -r_g . Ii -. v; I I , it.cgi:l ve )L al Team) , TP have 

eon able m cnrf,rn w - t'~ tte 011 t' -,at tb-re are r-, f -.irther missing APS txns. 

A_1 txn data -as been pro-,rided in the earlier spreadsheet. 

cal= as all transactions have been reported to POCL. F/34/4 
~-NL OF RE ERENCFF 111E -02J1 
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peeled to cal I type

rs spent since call rec^.`. -r-.rL C.5

L 100049629 closed: Cat-e 9C, ^Ipe 

response was delivered L,_,: PowerHeil 

te:17-Aug-2000 14:51:00 User:  Customer Call_ 

-te and time comps-C 17/08/2000: i',:57:4C 

-vice Complete (Confirmation) Received 

Root Pause 

Subject 
Pro 

Assignee 
Last Procure 

stifle - rase 

- in Procedure 
Customer Call -- EDSC 
.. ......... .... ..... ....... ... ...... ........ ......... ........... 

,POSS & DeskTop -- (version unspecified) 
. ...... ....... . ..... ... ... .... . ...... ....... ....... ..... ....... ....... ....... ...... ....... 

)eleted User -- EDSC 
7-Aug-2000 14:51 -- Customer Call 

F/3415 


