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Peak Incident Management System 
Call Reference PCO093837 Call Logger _Customer Call -- EDS 
Release Targeted At-- BI 3S60R-Provisional Top Ref E-0307150419 ~
Call Type Live Incidents Priority B -- Business restricted 
Contact EDSC Call Status Closed -- S/W Fix Available to Call Logger 

Target Date 21/08/2003 Effort (Man Days) 0 
Summary During the monthly audit review; issues regarding 

Progress Narrative 

Date:18-Aug-2003 10:48:00 User: Customer Call_ 
ALL PC0093837:Priority B:CallType L - Target 21/08/03 11:48:40 

15/07/03 12:10 During the monthly audit review, issues regarding the 
performance on the Bootle Centera was discussed, please 
15/07/03 12:16 uk058804 

Information: Passing incident to CFM3 for progression. 
15/07/03 12:16 uk058804 
REASSIGN: Call # E-0307150419 was Reassigned from Santo 
Troup SMC1 to Group CFM3 
15/07/03 12:17 534768 
Information: Read performance still slower than expected on Bootle 
Dentera, i.e. Bootle appears to be running at 2/3 of the speed of

the Wigan Centera Cube. Please contact either Richard 
taking I GRO ' or Alan Holmes GRO for further z ~ # 

information.. Thanks, SG 
16/07/03 07:38 uk058835 ?'we~~ ~zt ;1fim ~i~a `xetaR~ ~C s 

Information: CFM3 have not seen any errors on these portsrelating to 
the centra cubes at Bootle. Sniffer traces were performed on 
the LAN and normal activity was observed, there was RIP on 

this LAN which as I understand is not needed as these boxes 
use a default route, this can easily be stopped on this LANs

however if these updates are being used could have wider ' e~ ss 

implications. KB@CFM3
16/07/03 07:47 uk058835 

REASSIGN: Call # E-0307150419 was Reassigned from Group CFM3 to Group 
SMC1 
16/07/03,08:34 GB083727 

REASSIGN: Call # E-0307150419 was Reassigned from Group SMC1 to Group 
ISD NT 

FAO Steve Gardiner - For comment after previous update.
17/07/03 16:24 uk061275 L < 
REASSIGN: Call # E-0307150419 was Reassigned from Group ISD NT to 
Group CFM1 

FAO Stevie G 
18/07/03 13:50 534768 7 x h ae~~Ma ~ 

Information: Could a comparison be performed from the Network 

perspective on devices etc between the set-up at Wigan and the set-up 
at Bootle to see if there are any differences that maybe 

causing the poorer performance at Bootle. Thanks, SG 
18/07/03 13:52 534768 

REASSIGN: Call # E-0307150419 was Reassigned from Group CFM1 to Group 
~FM3 
Please see, previous call text. Thanks, SC 

18/07/03 18:37 uk084297 n ~ r~ zkue w l ~rtk en, 

Information: I can sec no difference in the' wap thee-network is §et up 

Nigan and Bootle and these also run the same protocols, i 
can still see no errors on any of the ports. Have the boxe 
themselves been checked, are the configuration/setup the 
same for these boxes and is the information load at both W 
an Bootle the same. If all this is well suggest a PC/Lapto. 

using Centera cables is placed on the Lan and ping testing 

is carried cut (as Centera has no ICMP capability response 
times are hard to determine). This will require an outage 

the centers at Bootle hence it will probably require an 
DCP.KB@CFM3 
18/07/03 18:54 uk084297 

REASSIGN: Call # E-0307150419 was Reassigned from Group CFM3 to Group 
SMC1 it Ratitgifitif3fu.
FAO Steve Gardiner' ma x. f   yl'~ ~ `\~. h~+ia„~kz1N~1 ~,'~ ~IT •°~Al•A~,~Y~̀  dA ~ '2a1 
18/07/03 19:07 uk07985r: m ?s s -B-\r i 

REASSIGN: Call # E-0307150419 was Reassigned from Group SMCl to Group: s ,.; " >;r<.,x ^• 
~. Y> _''  

'it  ~~'" ~ u~  \z' à,a~,'Zi r s ?m~. aS ~A'>,'"+," `̀,,,T,',:y' Y3a• fiai' %~*, ,' ,. "~' ".. ' t^C4u '' 
FAO Steve gardner ~<' :;. ;' ~, ~ ~':..;-::
22/07/03 10:10 534768 ' j Y n~ 'T~°L iy ~d la N?\S i 1 y~~§a > 
Information: Call will be logged with EMC. SG ~ `- 
22/07/03 10:58 534768 
REASSIGN: Call # E-0307150419 was R asslgnec(..f om Group CFM1 to Group 
ISD NT

``` ' r 43~51x~`S~ `"~C '' m 'rm  'm : ,rrm' '
FAO Shaun Pinder. Thanks SG  ,,. it  x,  s ... ,:: ....' ....i .... _ ....4: '2..... ,.:.. ....; .,:..:; ,,t 

22/0 7 1 8 . ::~ . ~ ;~ap,«l~.~1~~:.~i:, ~ :A N~ a ~ aP"~, . ~.,,.. ~, ~?ea. ra „~r.' Sz °e;:; ~ ~'/03 4.59 b543 21 ''~1~k.',>~:.. . ._..,,.-_:.,:<...r~...,:~:~'.~::. >..,...:.~ ,....~M.. ........~`t"~ .... ..:r. ...,.:.., ..., .,..,_.,..,,..,... .,.. ..,,.:~":., .,..,_.,..,...,.... ..,.. ...,..: ,~~,+~. 
Information: Richard Laking is -re"ar3-n ' Yns'trlictio i~ 'ah•"h'ow •1` Bari.p p 4 ,.:.~"i: ;~"' ;e': ;i ~.`: ;;: ~~ ``,.~ - .tiu.. T.A. ~.~.;'i~~•,':e'~,i'~. %;M ';ti~""e;,; ~ ..a,..,s: .;;~'; .`~ :;i c.. iM `"ic 
oe r f orm a 1 oca l test on the Bootle Centera . Awa i t in these



FUJO0176338 
FUJO0176338 

i nst ructi nns. 
24/07/03 15:29 gb543821 
Information: Instructions have now boon received from Richard on 
erforming the tests. OCP7410has been raised to carry out the

required tests in Bootle at 10am tomorrow morning. '~ ~ .£ ~a~,~y.~ry ~T~ ~' .~~a1~2 R'*,x ~ 3~~ ~ i~'~'y.~T~w, 
25/07/03,12:03 gb543821 O ? ` 

information  OCP7410 has been actio ned. '1' e resultshave been rot rte a e h It  b e u d y a .... 
to Richard. The tests indicate a lower that expected ^, ~~ti~ 
throughput. EMC are now going to be contacted to perform a 6 Monthy

Checkup on the Bootle Centers Cube. 
29/07/03 10:49 534768 

Information: We are currently awaiting feedback from Simon Fawkes 
regarding the 6 monthly checks. SG

> 
12/08/03 14:29 gb543821 ~-' ~~ ~ "'~ ~ ter:• .;,.`, 

t lag 
. Vin' "A.'i` 9 ~s°3 a • ate, C"f , dal ~>: ~~4 ,CZ,a,* i, '~A ~rt'~wh.~. ' . i ~c̀ .9 Information: Steve Gardiner informs me that we are still waiting for a, 

response from Simon Fawkes who is on leave until next week. `y~ ~y~,~i~r~.h~rx ~~Tti .~,>~, ~~~Gr ,~ ~i;~{,,~~„~;a. 'yw~,~.~~,~as y~i~~~~'~~`,'> a',,Ns~',~,~~, ~ ~'•a~ > 
Please suspend this call until Monday 18th August 10:00am. '>'' u •' ? 

r- 'w?;. .,'•~+~..,'.Ad ~'i~,-~'a°~~R ~n ~..a.5~, 9 q
>'%R>@1~,`~.p..+.l ~,._..: 1'nS?..-.~:..> .:,,...~.̀_n..`,l.,,it'¢iS> 12/08/03 14.30 gb~43821 ,,.~ ,a "' ~'~, ...,~ ,. 

REASSIGN. Call E-0307150419 was Reassigned from Group ISD NT to # g  
Group SMC1 

,. ;. . .."~' :: ~;•;„> `; ,;;, 

Please suspend as requested
18/08/03 10..10
REASSIGN: Call # E-0307150419 was Reassigned from Group $M~1 to Clair ..,,. :..,,. ....a 

Dowsett Group SMC7-Distrib *44rti" `pc ;~~;t,"e:.b' +rrt c > `":z ~i.'.""4 ?
a~RY~;:~, 5 ,~.

~i. '1

/
ASSIGN: Call # E-0307150419 was Reassigned from Clair Dowsett

Group SMC7-Distrib to Group SMC1
Insure of action required, SMC1 please deal with this. ""` 
18/08/03 10:53 uk058804 
REASSIGN: Call # E-0307150419 wa3 Reassigned fom Group SMC1 to 
ichard Postance, Group SMC1 a - 

t~ eta x ~ ASa~\" w 18/08/03 11:19 gb083646
REASSIGN: Call # E-030 / 1384 19  was Reassigned from Richard Postance 4Mr4 ac e 
Group SMC1 to Group SMC FILTER -e .

, 1, ,, ~ a :~~ a;,. ~ n ~ a*"~~..   : 3~1 ~' ~~  ;a a...: ^ .. ~{.. .`
...

: r"(' :.  FAO Simon Fawkes ..-. . ...-, `. ..k .... . . :. ~._..,.-.€ ...: _,... .--..... .. ...... ........ ':~......~";,.....t.-~P,, om,;a,.., 
... .. ~ .... .. ... .. ... . .. .. ... . ..,....._.... .. .,.. ._..- .......,._.> . .. - •'ice' 

_IReturn. +:MC _alter - ... ._ .~... ~+ -... -....~.. ....._~..... : .......y_.... :.:...._:....~._. _ ::~`; 

18/08/03 1154 SYSADM ' yA ,;,u i;C;, wsw~l *:n . 4~ y a,.t RNZY~ 
en OTI: Automatic O en OTI '~ ~.  '"'v•" 

***Updated by Santokh Chahal at 18/08/03 11:5412 p,;:•,: ; ;;~°; ,,;  x,, r.; ..i z~ 
18/08/03 11:54 uk058804 
REASSIGN: Call # E-0307150419 was Reassigned from Group SMC FILTER toy... ; ;;_' ?:;' • .~̀~̂_~%;: 'i•~;.y :.~`„k••;;~:,_;•~" 
Grou EDSCl 

g '  
A h~ i ° ?~ M

Fr Call details ., >>x,
:tea. r fi g : z . ., Diagnostician name.  

Customer o ened date 15/0(/2003 12.10.55 .:::;~... ..:~.:.,-+,
~:,~>~`.,;a.< :..,.,z~.i,,..;.,.:_.,:;:~•,'~._.:>>~,::::..g.:`:.,_.,... , ; ...:~;, . .-~. ,..~^ - - - 

CALL PCO093837 opened 

1)o o :18-Aug-2003 12:35:00 lJser :Diane Rowe 
Target Release updated to BI_3S40R-Provisional 

Product General/Other/Mist ISDN added 
The Call record has been assigned to the Team Member: Chris Hawke: 

Defect cause updated to 99:General - Unknown 
Hairs spent since call received: 0 hours 

o:18-Aug-2003 12:54:00 U:;ci- :Chris Hawkes 
Please pass to Simon Fawkes - - .

3 ~~ " ~~«~ro~s ~a ~~ a ~ T ` 

Forwardin to Simon Fawkes for ~actiori' t om .;,.."_ , _ ; =.. ; r„ .., " ;. - .•, ~ ~.,> .,.~ +`.. ,~ ; _.„. ,. ..?,=,a ; ., i g +, ~ ' .î ' C. -:],y ~~, 3F, e~~ 
.,,'gam a >ti~ •~;"` ~>?;'4 +~~~ '~ .~;~ •;r?2 1~:6~? "3'~":a~„~~?~}, ~.<~`a~1~,~.4.~#~.,~•u,:c1...:,~_~~"~-'.?~~"`~d,''.'r...ar~,>.~?^.~'',,~~~~`~.a :~A~,3n:.~.~ac'~..~~-~xa._ .._a..;?~'? .:~f~c'~`~'`"~,>tda .. .,.r~.... ,_. ~.'~a~, . _..~~ ,>..r,_:e.~.._;~*j _ 

Responded to call type L as Category 40 -Incident Under Investigation~ ~' i\&l'~'''t 'x.~„'`'~'

The response was delivered to: PowerHelp 5_. ......

The Call record has been transferred to the Team: QFI' 

Hours spent since call received: 0 hours 

Data :18-Aug-2003 13:25:00 I.ou-.Lionel Higman 
The Call record has been transferred to the Team: IPDU DesAuth 

Hours spent since call received: 0 hours 

Date:18-Aug-2003 13:26:00 User:Lionel Higman 

The Call record has been assigned to the Team Member Simon Fawkes s~ 
L

Hours spent since call received: 0 hours :. , ,.,  ,„ 

Il.0,, :28-Aug-2003 14:18:00 I Iu;ro :_Customer Call_ 

EMPTY 28/08/03 15:14 534768 CFM1 Information: 6 Monthly Health Check to take 
:ace on Tuesday 2nd 
September, Health Checks will be performed at both Wigan (09:00) 
and Bootle (12:00). Unisys Engineer John Scragg will be onsite 

to perform the Health Checks which we have been advised 
ill be non service affecting. SG 
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Date:01-Sep-2003 09:20:00 User:_Customer Ca11_ 

EMPTY EMPTY EMPTY OTI Astea OTI Success: An add has been sent to PINICL 

01/09/03 10:22 534768 CFM1 Information: OCPS 7574 (Wigan) & 7575 (Bootle) 

have raised for the 

Health Checks. SG

:03-Sep-2003 12:55:00 I I Barbara Longley 

F Response 

Call currently with Simon Fawkes in IPDU-DesAuth. 

[END OF REFERENCE 35930760] 
Responded to call type L as Category 40 -Incident Under Investigation 

The response was delivered to: PowerHelp 

e:08-Sep-2003 09:49:00 User:Stephen Gardiner 

following is an extract taken from Unisys Engineers (Jon Scragg) email

t 8/9/03 to Steve Gardiner: 

health checks for the 2 Centerra boxes at Wigan and Bootle were clear as 

as any hardware issues were concerned. The status of all nodes was as 

ected. 

software 

a 

r il y on the nodes is currently 1 1 0 98 409 Thi ,will need

be updated f fairrly soon to the latest rel@as4 2 p•, 166 Q19 
can schedule t:Yiis at your convenience a"c i ;e't`2 ', , 8 + 'a^; ,i :.:4r:' it~:xy~is(;i?>`.~t*

Date:04-Nov-2003 09:23:00 U:;. :Simon Fawkes 

CP 3561 covers the upgrade I ver:;io: 2 ,A 2 tera system software. Will 

close Pin1CL once approved. 

:09-Jan-2004 14:40:14 User: Customer Call 

est Po: Service ___________ ______= Date/Time Raised: 15/07/2003 12:10:55 Priority: B Contact Name: Steve Gardiner Contact 
-

e:E GRO Diagnostician Name: -===--=================================================--===--  Product 

CENOYWINNT Product Serial No: Product Site: PATH026 

Request Identifiers Originator: Phelp 

inator's reference: E-0307150419 Consumer: 16953 AIGATE Consumer's reference: E-0307150419 Provider: PINICL Provider's 

rence
arding to Simon Fawkes for action.   

~N.+'  a'ma &'a A~ak~'+" . m.G , yex' ~,6b 5L &a3i k) 6wwa'6 eaPa&Pe98 :: e:+m.' =i'1A' +aa :wH'xYi4~ r t\Z .*.~,.a d~r;'x'S~lea' .J& m]6Ci99u1

Date:09-Jan-2004 14:40:15 User: Customer Call

Call currently with Simon Fawkes in IPDU-DesAuth. 

Date:12-Feb-2004 13:03:48 User:Lionel Hig 

The call TargetRelease has been changed f 

NI 3540R-Provisional 

The nail TargetRelease is now:-

BI 3S60R-Provisional 

BI 3S40R is no longer a targetable releas 

release. 

Date:20-Mar-2004 09:39:55 U.:'::Chris Hawkes 
F. Response

Administrative closure for OTI switch. 

[END OF REFERENCE 37879430] 

Responded to call type L as Category 68 -Adsi n ist. rat_ ive Response 

:20-Mar-2004 09:39:56 liner: :Chris Hawkes 

;r. , . : it  ,:a11 received: 0 hours 

Datc:20-Mar-2004 09:39:57 U:;.,i :Chris Hawkes 

:ALL 8C0083837 closed: Category 68, Type I, 

the response was delivered to: PowerHelp 

:20-Mar-2004 11:11:21 User: Customer Call 

and time complete: 20/03/2004 09:48:00 58,558 

ice Comclete (Confirmation) Received

Date:21-Mar-2004 13:30:05 User:_Customer Call_ 

CALL PC0093837 reopened by Customer Call 

EMPTY - --

20/03/04 09:48 PINICL 

REASSIGN: OTI monitor reassigned this call from PINICL to the Action Group 

SMC Filter as directed by the OTIReturn activi ty 

21/03/04 13:26 SYSADM 

21/03/04 13:26 uk086391 
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RFASSTGN: Call # F-0307150419 was Reassigned from Group SMC Filter to 

Group EDSC1 
ReOpen OTI: Automatic Re-Open OTI 
***Updated by Harjinder Theara at 21/03/04 13:26:45 

Date:22-Mar-2004 09:13:36 User:_Customer Call_ 
dministrative closure for OTI switch. 

DaLe:22-Mar-2004 10:28:07 Usex:Chris Hawkes 

The Call record has been transferred to the team: IPDU DesAuth 
The Call record has been assigned to the Team Member: Simon Fawkes 

Progress was delivered to Powerhelp 

Date:26-Apr-2004 09:50:50 User:Lionel Higman 

The Call record has been transferred to the team: SI Design Authority 

The Call record has been assigned to the Team Member: Simon Fawkes 

Date:21-Jun-2004 11:08:17 User:Lionel Higman 
The call Target Release has been eec L,>: 

Targeted At -- BI_3S6OR-Provisional 

Date:02-Nov-2004 17:13:59 User:Lionel Higman 
The Call record has been transferred to the team: ASD Ifrastructure Uni l. 

The Call record has been e;signed to the Team Member: Simon Fawkes 

Date:05-Apr-2005 07:30:33 User:Simon Fawkes 

[Start of Response] 
CP 3561 approved and deployed. Closing peak. If fault still exists their: 

lease re-open. 
[END OF REFERENCE 39405518] 
Response code to call type L as Category 44 
Hours spent since call received: 0 hours 

Date:05-Apr-2005 07:30:50 User:Simon Fawkes 

[Start of Response] 
Close 
[END OF REFERENCE 3940J524] 

Response code to call type L as Category 60 
Routing to Call Logger following Final Progress update. 
ours spent since call received: 0 hours 

I;aP_c:05-Apr-2005 10:10:12 U:;e;:Barbara Longley 
The Call record has been assigned to the Team Member: Joe Harrison 
Progress was delivered to Powerhelp 

Date:05-Apr-2005 14:48:21 User:Joe Harrison 

[Start of Response] 
CP 3561 approved and deployed. Closing peak. If fault still exists then 
lease re-open. 

[END OF REFERENCE 39407611] 
Response code to call type L as Category 60 
outing to Call Logger following Final Progress update. 

Service Response was delivered to Powerhelp 

ours spent since call. received: 0 hours 

DaLe:05-Apr-2005 14:48:22 llsr:r:Joe Harrison 

CALL PC0093837 closed: Category 60 Type L 

Date:05-Apr-2005 16:22:28 User: Customer Call 
Cocci mear I'tie p has receiwed Yee cal cLDsnre 

Root Cause General - Unknown 
Logger Customer Call -- EDSC 
Subject Product General/Other/Misc -- ISDN (version unspecified) 
Assignee _Customer Call  -- EDSC 
Last Progress 05-Apr-2005 16:22 -- Customer Call 


