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Peak Inc1dent_Management System

2-Nov-2000 09:24:00 User: Customer Call_
120 GBOB2302 HSHl Informatlo 3

9 create a new eclaratlon‘for the dlfferenCe
02/11/00 09: 24\GB082302 HSHl\Informatlon KEﬁf

S eated on: 14 Septemb o 2000
3 “John Ballantyne

PinICL number: PC0054018
Powerhelp number: E- 10009133878




FUJO0070841
FUJ00070841

CSR+ H IR R
‘EPOSSRGCOQClllathn S
San September 2000

John Ballantyne

called pm on the adv1se of sara in sme to get the messages
pm;ls gettlng , pm would like. call back as is. now\tradlng

nanually and ls not belng called back to get problem solved 2

;Date«OZ—Nov—ZﬂOO 09 40:00 User: Customer Calln
EMPTY 02/11/00 09 37 UK0619¥6 SMCl Informatlon- This call

02-Nov-2000 09 '54:00 User.thn Ballantyne\ SRS
(The response was dellyered tp,ngye;Help :

~/00 10; 36 HSHtemp12 HsH1 Infbrmatlon'
contact -an stsa. has S
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Error commltlng declaratlcns

;{END~OF REFERENCE 22630159]

iDate 02-Nov—2000 11 06‘00 User\John Ballantyne: l'
New ev1dence added - Audit log cl 01/11 5

fDate $02-Nov-2000 11: rrTiE e ong Eus e
IThe Call record has been transferred to the Team;\EPOSS—Dev:f

[Hours spent since call recelved

0 hours

IThe Call record has “been assigned to the Teem Member Martin McConnell

EHours\spent 51nce call recelved

las per his earller request as
,thls call not resolvad yet.

-0 hours

jDate‘bz—Nov—zooo‘ls 16:00 User:Martin ‘McConnell S e e
In my flrst analysls of the messaqestore supplled it would appear that the

ldeclarations being written away

jkicked in. The message which indicates the Riposte failure - =
:(putperSLStentobject) should have allowed the user at lea to have backed
Jout and start again, which seems to happen satisfactorily when “these
:condltlons are 51mu1ated on a development system. As Les has indicated

learlier a system restart should

be sufflClent to get them back and worklng

ok, in which case I would Suspect ‘this call should be dropped to a 'Bl. Wlll
isee lf I can 51mulate the fallure whllst 1n the mldst of an EOD scenarlo.f{

iEMPTY\OZ/ll/OO 15 52 G5082484 SMCl Informatlon’ Mike calied to adVlse that

Jif call not resolved by 18:00

lthen to page the duty manager agéln‘\

iCall updated as requested.

'1Qck1 errors writte
£

were done so at the time that the EOD process“



:EMPTY 02/11/00 18"6 GB083168 SMCl Informatlon;
ref th;s call & asked im = E

ADate 03—Nov—2000 08: 41 00 User.Llonel ngman
[The call record has been transferred to the Team‘ Escher—Dev
0 hours Shinemens &

Paul Steed
‘PowerHelp

oo 10:59: QO User.Paul Steed )
EF} Response N R RS S S = S S 3
1T have spoken. to the BM regardlng PC0056876. He told me that because ~the
:system had ground to a halt he had rebooted with consent from Horlzon and
zfollowlng ‘the reboot he was. able ta: balance and rollover\w1th no further

F} Response e : Shh IR 3 ‘
iy assesment of what happenedxls that on Wednesday 1st Nov at 18:32:13 a lock

was acqulred on the run table which was not released This had the subsequent
cffect of causing may Rlposte API calls to fail and hence the applicatlons

lconnected to Riposte could not functlon\reliabiy 1 would speculate that the"
probable cause was a thread. s;l tly ‘alllng but have no way of proving thls.,

I*wlll check with Escher to confirm my assesment is reasonable and if not =
h1§<P;nICLe§~_: = - . : :
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Hours spent 51nce call recelved 0.5 hours

IThe Call record has been transferred to the Team: EDSC
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iF} Response~ z :

Kel updated JBclla‘tyne524
lis very unhappy with the\W<y‘the call has been dealt wlth and 15 wrltlng
lettter of complaint to her RNM 5 S

E[END OF REFPERENCE 22855761]

:Responded to call type N as




