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Peak Incident Management System 
ail i g„ • PCO026997 Cpl I ,gg c ('OA Deleted User-- Deleted Tear l 

Rc i.::1 i • Targeted At -- NFR - No Fix Regd Tfl f 

nII r` " ' '. Business Integration. Testing Incidents/Defects Pn4niy C -- Progress restricted 

Cc+nt<,vi DeletedContact Closed Nofault in product 

2807/2001 ..:.. ~/~!~ 0 

SPOIL i'rl2 DWE2E2 - OBCS/APS/EPOSS SLA figures incorrect 

;" <T S:"k',: ws N:ikl';]17X l/ : l/, ;,.% ;; . .:. .:. ✓/, ..:% ,,, .l .:.1/ .: ..../l• :: l l/ :~ :: :/• x .. p ::.. 

:21-Jun-1999 15:09:00 User:Alan Matthews 

CT1,I, -cr -2r.' 7 opened 

H c. -., -nt-re'. are:-

F] ,::Iu. d 
et Re l- - o, -er=d: i)'l'L - unknown 

Dv,-:2E2 - OBCS/F.PS/EPUSS SLA figures incorrect 

C-. ':'04 rig at 1 2 

SL."-M Performarc:e Measures PWi05, PW106 and PW107 were checked foil.ow:i.ng the 

ir_csut of a nu:iaer of APS/OBCS/EPOSS transactions on 19/02/2000. No post 

o "i :__ were :i.n fallback. 

The dceti-aer-ation for CON standing data (DW/DOC/010 version 1.29) describes 

--qu-es as having performance unit of SEC (seconds) but are given 

Pb4i0`` ar_1 FPI1r7 gave a result of 100.00% 
M}- 1 a.itu is that the performance measure should be Achievement / MAL 

n, 

'iS ca Te a result of 98.99 which seems to be MAL / Benchmark Trans Time 

7Co Cwugti this may be c 'H ntal. In an•, case, 1-cw can the Benchmark Tras 

c:7ier than the MAI any perfo e mea ure? 
P'V 08 gave a result of 115.08, '4;111 g 109.74, P16116 gave a 

r=_suit of 105.26 which all .. _.0 1 L 1 nc-.urrt Trans Time * 100. 

s it signifs-.,n. that s more than. 100% ? 

If th - c a_e n 0-:, -hy ax- of-ier, apparently similar, figures e.g. 

,qoil, to C10 ? 

„F.LL =CCO2oP97:Pricrity C:CallType B - Target 28/06/99 16:09:28 

Date:21-Jun-1999 15:14:00 User:Alan Matthews 

New evidence added - compressed Oracle dump 

T'he Call record has been assigned to the Team Member: Dave Colclough 

Defect cause updated to 99:General - Unknown 

Hours spent since call received: 0 hours 

Dal . :21-Jun-1999 15:41:00 User:Dave Colclough 

Fi Respo:lse 

;k 

[END OF REFERENCE 1.1565849] 

Responded to call type B as Category 30 -TL confirmed 

The response was delivered on the system 

The Call record has been transferred to the Team: QFP 

I-Iours spent since call received: 0.1 hours 

:22-Jun-1999 09:44:00 User: Lionel Higman 

-icd is the Team Member: Steve Newman 

Ho nt ai :.se call received: 0 h<na.rs 

Date:22-Jun-1999 11:46:00 User:Steve Newman 

The r1 rfnr - _ snit on CON Standing Data specifies the units in which the 

ac_ie_~er_nL is measured. On SLAM all conformances are expressed as 

If tl-ere ie nc fallback and no foreign transactions then the acheivement is 

''F irk Trans Tin - 1 ccn 'msnce < ,Icalt t ion be „. -.es MAL / 
B _me * I  It we-., 1 05, 1 fn; , P i i' 1O, and 

1: _._ a-1 :-eing ca c' C  ot1y, - ._:rct_nc to deign. 

strange chat for Ill s less mho 'F'mar* Trans Time; This 

wsll n,an that it is lmpon, - I - -:;r 'W to be cnr.`nr-iant for this PM. I have 

F  this issue with Peter Rob -:icon. This at  is co_nfiourable via CON 

AL'.-silty -1-1 does not require a soi-ware fix. 
'rv; ormance is the expected conformance where no transactions have been 

pecfc-med. I suspect this is the case for P15105, PW107, P16109 and PW119. 

Is o-lid yc 'heck whether this is the case? 

Nc sc -tvr,re faults apparent 

RI _;r _ i;1 'PEACE 11572905] 
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Responded to call type B a=. C-_-egor,.- 62 -No fault in product- 

Hours spent since cal]. received: ~.0 hairs 
The response was delivered on the system 

D=.rr:23-Jun-1.999 12:41:00 r:Alan Matthews 
F'ron a with it  Newman, it would seem that, at present, only OBCS 

receipts are ILrib.trcy ._'re Perfor'ran e 'F u'  PW109 (OBCS Receipts 
and Issues -  - - Local) . OBCS 
issues are not mdipea to the Pe^f ^ma-1Cc mc_sc^es. 

The Call recd 1 '.,is t-,een tray_ r'l er in  d L~r Lh 'Peam: -'P 

Hours spent since call. received: 1 hours 

Date:24-Jun-1999 10:17:00 User:Lionel Higman 
The Call record has been assigned to the Team Member: Steve Newman 

Hours spent since cal]. received: 0 hours 

Date:24-Jun-1999 12:43:00 User:Steve Newman 
FFD T ht E~h1, ,~ 
The c~ll~ ou_stanaina issue s whether issues should be contributing to PW108 
arr~l 1" F. 

-xcat. Release updated to NFR - No Fix Reqd 
Tl Call record has been transferred to the Team: Oust. Services 

Hours spent since call received: 0.5 hours 

Date:25-Jun-1999 08:26:00 User:David Seddon 
he Call record has been assigned to the Team Member: Peter Robinson 

Hours spent since call received: 0 hours 

Date:10-Feb-2000 17:32:00 User:Peter Robinson 

New evidence added - Standing Data PinICL 26997 

Fi Resrnnse : 

There reeds to be chaage in Standing Data and this is attached. 

:ors" are req.,ired for I call n, O r' "  1pt.s" are not. This 
s tc r proq. _ sea CSR r~q~: rod

C1- H sal:_ t r . Ise l 'r _:r] - k -x -required - '- SF. 
O, ' . :I : "I cr r71 , : :ul , .d h:_ i • < 1 •_cI and Pir  has 

a  -vier 1 =i❑-:L noz: beina used `or OHCS sI .ific 1rob_e:n. 
Fl D )l l;l JRh'.JCE 15`]:`; 7 L', aj 

Respc,I :1:-1 I :r ::II 1 type a.s Category 38 -Pot:ent:ial- Problem Identi`ied 
The a se w_s delivered on the system 

The Call record has been transferred to the Team: CFMSupport-2nd 
Hours spent since call received: 2.0 hours 

D::t^:10-Feb-2000 18:15:00 Ps.~ ,:Steve Newman 

Th- t ,.hr:_9 :reads lv-: does not address the issue of whether PW108 & PW109 
-_s & Receipts. I think the issue it attempts to 

r e -h. %ies 1- -:I in PC30147. Please advise the changes to Standing 
Da-a -.hat will be requi-ea so that these PMs measure issue transactions 

rather than receipt transactions as requested by Peter Robinson. N.B. The 
cables used in SLAM must also be updated so that they are not mis-leading. 

Dat,:14-Feb-2000 11:56:00 User:Deleted User (Jillian Artt Feb 02/01) 
Response . 

1 P"ltT' a-e n-tipped to OBCS Issues only. 
transaction types 3911 and U911. PW109 is mapped to 5901 

a r_ 1 T C 1. 
oH_, receipts do not contribute to PW108 or PW109. Peter Robinson has stated 
al e that thi s is correct. 
Th-s only leav_s the description fields in the standing data that refer to 
OL - . .>-.rc , ::r-::I ceipts. 
The 'PM Narr-` -nl -:mn in the 'Performance Measure' sheet and the 'Requirement 
Desc' colon 'PM regs variables' sheet need amended. 
Customer Sexvi:.,, are responsible :fior the update to standing data. 
Or::ea he standing data has been updated we can release the changes to live in 

lay. 
these changes are not made the Performance Measure labels in. SLAM will be 

ng. 
Rc_IL__Ic Lo Release Management for authorisation to release at CSR. 
N : her of other CSR pinicls (e.g. 30819, 35257) require a change to 

stana_rc d._-a and this update could be made at the same time. 
IL'VD ul' liISRFNCE 15480517] 
F.s- s;u 'udr :1 i :, <:, Li type B as Category 55 -Live Fix Impact Supplied 
The r-si ns- tias delivered on the system 
The call re. I has been transferred to the Team: RelMngmntForum 

Hours spent si nce call received: 0.5 hours 
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Date:18-Feb-2000 18:31:00 User:De1(12/03 Nicola Lambert) 

Decided at RM a for Release Management to resolve the standing data 
problem. On hold until then. 

The Call record has been assigned to the Team Member: MM 

Hours spent since call received: 0 hours 

Date:25-Feb-2000 08:52:00 User:Deirdre Conniss 

Confirmed with Peter Robin,or- wh_= Ine issue wit, s_an-linr 4-ta is, from his 

pcLnt of view. It is his underst,-iJ_-ig that it was -agreed between Steve 

Pi ow and Terry Aus`in that th of at ., I irr data would be 

ca^ried out by Development. However on attempting tc pass the next update of 

stsuding data to De It, it was re_ec_eH. Fe' ld_i1U resolr_tien of this 

,so e, there is no p  in authorising the fix, s]-.sr it carne- cc ahead 

ur=il the standing data is amended. I a_: E-Mailing _te_then ar.d '-er_y to try 

tc net the i _ "e ved. He._ i r I Linson as t it-ta l Br-ine _i_- have 

ccc I ble:n .i . .,t;~u . :1 't- f~,tea

requires all SLA calculations to be correct. 

at :20-Mar-2000 18:08:00 User:Deirdre Conniss 

x'} ponse 
Prnq=r~-s provided by Pete Jobson by E-Mail on 9/3/00 

TLe I=d t- SLF_ Steer -no Group, chaired by Steve Muchow has given authorisation 

tc L_r ai-_Li , Ia re]«teI p' nICLs following issue of version 1.5 of the 

sl-.and rc d cent. Th -. _]]cws delivery of the following PinICLs: 

3 S , "814, •?Cl!8 i d 3<[.>T. 
~a t ~crelu-~ _ra e rred Lhese to CFM-Support-2nd for immediate fix and. 

It has also beer agreed that PCO032366 (APS->DWh irterface) can be deferred 

tc 'a3I . This PinCL was on the RMF stack - I hav-., ~i ,., tr„1 h L:,ro-t release 

ar..] e-rd to CFM-Dev. We will sit on this one until CSR Inc4 when the problem 

ati_or-atia lly rectifies itself. 

PCnC 126997 is also on the RMF stack. This issue will remain outstanding until 

deputes with -O CL o.per counter performance measures have been settled. The 

CL is o`ol -ably best. residing on the Oust Services stack. 

fI-IF; OF RFJ RPl'_ ]CE 16

Re-punded to call type - as Category 40 -Incident Under Investigation 

1 i i w  -'del -ve-ad on the u.atem 

T L'• ~' :1 -. t . .1 h,a, . . r.1r~f 1 to the Team: Oust. Services 

Hours dent i-ce ca 1 , eceie, J: '7 hours 

Date:30-Mar-2000 14:54:00 User:Janet Reynolds 

Assigning to Deirdre Conniss 

The Call record has Y, - assigned to the Team Member: Deirdre Conniss 

Hours .pent since call received: 0.0 hours 

Da-.e:21-Aug-2000 08:37:00 User:Deirdre Conniss 

Peter Robinson: we are still waiting for POCL to deliver their 

I _-_ra-ions and findings to Pathway. The dispensation has been extended to 

I N

[F an 1F IFJ ]PF_vCE 21239310] 
P.esponded to call type B as Category 40 -Incident Under Investigation 

The response was delivered on the system 

Ca' c 30-Oct-2000 14:36:00 User:Deirdre Conniss 

P.r^noace : 

Update obtained from Peter Robinson on 30i-0/"0. We are sf_ll awaIrIna ir-out 

fa "Ji:L. At _'tie Hu r :,.. J 1':' ice R I re Is r_ ,.at_ur was 
rai,( I pal -t has t -=n. t .s clear tc PI'"T -.- ha- 1',,e mii _ u-- ]t ^c -at -_on 

peck t -~ c mc: ths. ._e m1-_- u_-. as 'ac  minimal change to code re ]nested by 

P.; I . 'vl- • n .t r is L,c i _q escalated within FOCI, to the Contracts Board. 

[FI ;F =:FF RENCE 22 0] 

RE.spCIEEE I to call type - as Category 36 -Known Problem Registered 

The response was delivered on the system 

Date:06-Jun-2001 16:01:00 User:Janet Reynolds 

Update from emai l /di on between, rei rd . c. onni.ss a  ar P,h -.r,cn: 

ast f giving extens-Or ye- -ai:-i on not _=I , It, -ig on SLAB in 

tk:• r' ,rr t . lion area. After -iy r. . w-t:h POw 6) and 

eor..a - t::day I will have r ,u--_s rr:- t ecr a _aq:: Monday next 

week _l-a will a1_ow me to r -- _.,e L icl--_ar iii ~ia1 .: . -ad uresent to Colin 

Lenten-Sml t', - thus moving forw:i-:I with PI  a efth sai:.es) with a view to 

ciosinc down this 22 month outstanding suspend on this topic. 



FUJ00075627 
FUJ00075627 

Date:06-Jun-2001 16:06:00 User:Janet Reynolds 

F'] Response 

LEND OF REFERENCE 26345946] 

New target: date set: 28/07/01 16:09:00 

Responded to call type B as Category 36 -Known Problem Registered 

The response was delivered on the system 

:17-Oct-2001 15:11:00 User:Deirdre Conniss 

F P.csponse . 
vi -tor 

Wi-shout being sle:ey shouldered, T think this one is now more in your area 

tt-,n nlne. I - ia y accepted responsibility for it tw(, }-,r-:r .::•.1 

wh-I I ide an update, I invariably ask Peter Robinson, as its 

a be _ci:- air zinc. 
[ Ft ENCE 2 i!%] 

Resp I t.;,) call type _; as Category 40 -Incident Under Investigation 

The response was delivered on the system 

Date:23-Nov-2001 16:59:00 User:Deirdre Conniss 

The Call record has been assigned to the Team Member: Victor Cough 

I-Iours spent since call received: 0 hours 

Date:05-Feb-2002 10:37:00 User:De1(01/04 John Newitt) 

Contact. changed to Kevin Barrett 

Date:16-Oct-2002 11:53:00 User:Janet Reynolds 

I have sent an email to Vic Cough and Peter Robinson for an update on. thins 

call. 

Ds,--:30-Oct-2002 12:32:00 User:Janet Reynolds 

RE-:: _nonce 

nI-:L. 
' 2is N -rlCL I . s II • r c=dE } er ❑t = relating to the manner by 

Cr •I I , r . r r . . : I C I ': rIo n .ns~ ,L:~c: wt 

.'ID 1111: or. It l: .F : )E ~e Ct ILI' Ier CC I IaCt rC' CIC); t] t LC"I -::O hl'Je 

cc ip_ Le rev in th of S7 es w I :._ _._ — ;;wn ri gJ,L
Iin a st:.; us of xedundarcy for these J LA's. Proposed -:hat this PinICL is 

closed to against Inc above statem.;ent. Closure to be effective -mmediately. 

Rc11s: Pete Roi-nson 

[F?In OF PD ICE 32087225] 
Respcnde1 t:, call type B as a' acre 62 -No fault in product 

Hear: - _uL ce call r I. J Lours 

D 1a°P1 to 4 - era,. - in Procedure 

sp-once •was r_:el ve-ed cr_ the system 

Date;30-Oct-2002 13:29:00 User:Del(03/03 Kevin Barrett) 

CALL PCOGroIy7 closed: Category 62, Type B 

Hours spent since call received: 0 hours 

' es
xst; ttt : General - in Procedure 

L o per POA Deleted User -- Deleted Team 

Subject I'roduet DW/MIS -- (version unspecified) 

> %/ Deleted User -- M T SV&I 

L.astPro e  '% /% 1%1 30 13:29 Del(03/03 Kevin Barrett) -Oct-2002 -- 


