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Purpose 

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

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. 

The Criterion cited is 53611. 
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5.2.2 System Load Events & "Unauthorised" Reboots 
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The high level analysis of system instability incidents thus includes three 
categories: 

® Authorised reboots (correlated with Help Desk instructions) 
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DHSH System Incident Calls rdHSH Authorised Reboots ❑Unauthorised Reboots 

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 

® 1999 ICL Pathway Ltd COMMERCIAL IN CONFIDENCE Page 7 of 24 

( 



POL00028464 
POL00028464 

ICL Pathway Acceptance Incident 298 Resolution Plan Ref: CRIACD1298 
Version: 0.5 

Date: 1019/99 

of HSH calls per counter per week relating to systems incidents. The level of 
HSH (authorised) reboots is now at the level of approximately 0.5 per month 
per counter, below the first Pathway target (1«0) and the proposed threshold for 
classification as medium severity. 
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53 Detailed Incident Analysis, Categorisation & Resolution 
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Button No 

CAP19 CAP20 CAP21 CAP22 CAP23 CAP24 CAP25 CAP26 

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®1.5 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. 

Suspense A/C Print Hang 
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A 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. 

• 
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System Busy Message (exc printerfog-on) 
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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 WP 5406 which has eliminated the problem. 
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5.3.10 Counter Printer problems 

Two specific problems have been identified with counter printer operations. 
One was associated with the failure to print a second APS receipt, resulting in a 
subsequent system hang; this was fixed as part of WP 5406. 

APs 6SueS 

CAP19 CAP20 CAP21 CAF22 CAF23 AP24 CAP25 CAP26 
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As can be seen, the overwhelming majority of APS related problems have now 
been eliminated. 
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There have been no further recurrences of the problem. 
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Counter Printer Busy 

A fix for the Riposte Peripheral Server is currently under test and is expected to 
be issued to the live estate during CAP 26. 

5.4.1. Contractual Requirements 

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 —
BPOSS, APS and OBCS.) 

5.4.3. Acceptance Position 

Al 298 was raised against Requirement S36, on the basis of Live Trial usage 
experience. 
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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. 

a 1 ! • i 'i ! 

It is important to recognise that ICL Pathway is strongly motivated to reduce 
such incidents as they directly affect its own costs through staffing levels 
required at the Help Desk. The Pathway Help Desk model and projected 
staffing levels are consistent with this approach. For ICL Pathway this equates 
to a requirement to deal with up to 700 such calls per week as the outlet 
population increases over the next six months (and the incident rate falls). 
Clearly Pathway will be strongly motivated to seek any further possible 
reductions in incidents to reduce the corresponding call rate applied to a full 
estate. 

For POCL the achievement of this target would result in a predicted loss of 
service of the order of 6.25 minutes per counter per month. For a typical outlet 
operational period of 42 hours per week this equates to a loss of service of < 
0.06% per counter. In reality lost customer service time is likely to be 
significantly less than this since the above calculation: 
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It should be noted that the Pathway incident target does not represent a 
contractual obligation (since there is none within the scope of the contract). 
However, it is in the mutual interests of both parties to reach this level of 
achievement (and indeed to exceed it if possible). 

The incident analysis which has been jointly undertaken to date and 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. 

! a • l) • : . «'iti •-  :.may 

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 10s 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. 

s '• ► a s . f 
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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 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 for these PinICLs have been analysed to determine the nature of the 
defects concerned. As a result they have been categorised accordingly, 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: 

i 

Screen freezes, Printer hangs, Memory leaks, Blue screens, NT messages, 
Archiving anomalies, Function performance. 

• I 

Category Testing Faults Live 
Faults 

Usability/Robustness 38 38 

Stability/Performance 14 5 

Application Logic 26 7 
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• The overall approach has been extremely successful in reducing the 
exposure of the Live Estate to a very small residue of defects remaining in 
the system (which the industry recognises can never be entirely eliminated, 
although there is always room to improve). 
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c) From (a) and (b) above, establish any potential test points for existing 
testing stages, and consider extending their respective objectives/review-
checklists accordingly. (Include Unit Test, System Test, and Conformance 
Test.) 
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