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Jef,

As discussed this momning, there are 4 disputed acceptance incidents where
POCL consider that the severity is category (a), i-e. High.

These are:

AL 218 Training Court Cash Account module inadequate.

Al 298 Counter system subject to lock ups and screen freezes requiring
re-hoots.

Al 369 Scanper reliability in relation to OBCS transactions.

Al 376 Derived cash account not equal to electronic cash account.

I am enclosing the following material:

(1) list of current status of aceptance incidents with disputed high
or medium severity, sent to Peter Copping.

(2) Pathway analysis of the 4 Al's rated "high" by POCL.
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Not yet available but to follow, later this afternoon, will be itern (3) POCL
business impact analysis of these 4 high severity Al's.

The meeting on Monday has now been re-timed for 8 a.m. (sorry!) at Gavrelle
House, Conference Room 7.

Regards.
GRO

Keith Baines
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E INCID IST 14th August 89

Nate : Pathway to eonfirm 'none’ and 'closed’ status of some incidents

A
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TIP 342 |TIP data file delivery SLA braach Low Medium
Duplicate records and files aver

TIP 361 |TIP Interface- Low Medium
Late transactions over 9 days old

TIP 371 lon HAPS system. Low Medium
Derived cash account not equal to

TIP 376 |electranic cagh accaunt Low High
AlS contravention/Data Integrity an

TIP 378 |the cash account (TIP) Closed Medium
Receipts and payments not equal

EPOSS 211 |on cash account Closed | Madium
Training course Cash Account

Training 218 Jmudula inadequate. Closed High
Systerns management (not ail 293
ofiices successiully upgraded to

Rollout 372 LT3 Nong Medium
Physical Security of Lytham St

Security 368 |Annes Computer Room Law Medium |Closed 13/B. To be removed from hotlist.
Daficiency in physical security at

Sacurity 391 |Bootle & Wigan Low Medium

APS 4950 |Recovery of APS ransactions Low Medium
Duplicats AP transaction reference

APS 395 |numbers None/Low | Medium
Counter system subject to lackups
& screen freezes requiring re-

POCL Infra | 208 |boots. Low High
Provision of tach. documentation

POCL Infra | 314 [for TP suppliers inadequate- None/Low | Medium
Scannar reliability in relation to

POCL Infra | 369 |OBCS transacbons Mana High/Med

Sarvice Failure of the Horizon System

Levels 408 |helpdesk to support the network None/Low | Mediurm

Page 1 of 1
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Acceptance Incident Number (1)

: 374
‘Acceptance Test Name (2) [ Source Date Observed (4)
TIP Interface BSM 19/07/69
Witness/Reviewer who observed Incident (Owner) (5) Authority (6)

Martin Box
Substantive fanll Medium
Other Low
Pending
Nane
Deseription of Incident (10)

New Description: AIS conravention/ Data integrity - derived cash account nat equal to the electronic cash
account.Incidents (TIP 821, 822, 846, B55, B56, 857, 858, 859, B64, 965, 866, 868, 869, 870, 873, 874) have been
raised by TIP in respect of al! transactions that constitute a cash account have not been received by TIP or when
electronic cash accounts received where transactions that have been conducted and received by TIP are missing
from the respective cash account lines. Thege issues have come to light when comparing a TIP derived cash account
with the electranic cash account sent by Pathway. Not all instances of similar occurrences have been lagged by TIP
as the physical resource (o chock each occurrence of a diffcrence within the derived versus the electronic it not
available, It was expected that this facility would by now be comparing like with {ike. This is very significant.
Missing transactions and missing cash account line entries cause reconciliation fatlures within POCL back end
systems and errof resolution is invoked. The cash account produced by the Organigarional Unit in these instances
must be in doubt and is not a fair reflection of the business undertaken at each Organisational Unit. A
subpostmaster may be asked (o bring to account an error, but the error was produced via system failure rather than
twman failure. Many hours of investigation at both the front end and beck end have taken place 10 help resolve
these problems. The benefits assigned to POCL back end system in respect of an automated cash accounl are being
questianed.

Severity: POCL - high - would effect POCL's ability ta produce an accarate cash account.
PWY - accept the problem exists. Would argue about the severity - would it genuinly effect the accounting fintegrity

as it currently exists?

Rectificalion: Steve Warwick to provide reenification of this issue. PWY understand the problem and are currently
working on the fix. Steve Warwick to provide details.

Wiiness / Reviewer

Date: Date: Date; Date:
DSS Acceptance Manager POCL Business Assurance

Entered in Acceptance Database Date:
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Acceptance [neident Number (1) Analysig Sequence Number (2)
376

Acceptance Test Name (3)

TIP Interfage

High / Medium / Low (4} Authority (5)
Medium

nalysis of Acceptance Incident (6)
Analysis of Acceptance Incident (6)
Pathway have analysed all occurrences where the (TIP) derived cash account daes not cqual the actual cash accenmt fup 0
TIP 883). There is no suggestion or indication that there is a fault in the calculation or reporting of the Cash Account; the
incidents relate to transaction reporting ta TIP. This currently has 4 rate of oceurrence of c. 1% of outlets per week (6
ocenrrences in 1ast 2 weeks), which it is agreed is unsustainably high when considered against a target population of
20,000 autlats.

There are Two causes:

{i) very occasionally a fransaction is recorded at the outlet with a missing atiribute (start time or mode). The processing

rules specified for the TPS harvester reject any transaction which has a missing atiribute, meaning these transactions are
not farwarded to TIP. They are however, correctly posted In ¢ash account processing.

The harvester specification is being modified to (i) reconstitute any missing start time attrihute by interpolation from
immediately preceding transactions within the customer session, or (if none is present) to log an event and (i) map any
aull mode attribute to "serve customer” attribute, (No occurrences outside this mode have been detected in any incident.}
Pathway will monitor occurrences of any such nall attributes and work will continue to ensure that all fransactions are
correctly recarded with all attributes at the autlet. This will eliminate this problem; it is theoretically possible that a very
occasional transartion will result with an invalid item transaction mode, although there has been no instance of this
detected m any of the analysed cases.

(i) on one accasion a reference data change from core to non core and the new Reference Data mapping of products o
Cash Account cause any transactions conducted within the CAP prior to the RD change not to be posted W the Cash
Account. In this cass there is no fault within the Pathway system. Pathway has proposed an approach ta POCL 10 avoid

this problem through the use of product types within RD.

[Note that teport TIP8B (2/8) is under investigarion but relates to SLA delivery window (AI342)).

A summary of ontstanding incidents and analsed status under AI376 is atrached.

(Ve

Cicarance Action (7)
The fix to reconstitute missing transaction atiributes was introduced 2/8. For the current CAP any reported such
oocucrences will be analysed; there should no missing transactions subsequent to the fix. For ongoing monitoring Pathway
believe a larget maximum ocewrence due to this cause for the next CAP should be 2 (0.67%) ai which point the incident
be reduced to Medium. This Acceptance Incident should finally reviewed for reduction to Medium an Thursday 12

August,
Ongoing monitoring for the next three months should progressively reduce occurrence to 2 maximum of 0.1% at which

poimt the incident be clased.

ot o "

I proposc the Clearance Action

1.C.C Dicks 9th August 1999
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T accept / reject the Clearance
Action and Incident Status
described above

% Datc:
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8 Accepuance Incident Number (1)

369
tam:e Test Name { N " [Source (3) Date Observed (4)
POCL Infrastructure BSM 20/07/99
(Witness/Reviewer who observed Incident (Owner) (5) Authority (6)

David McLaughlin

Substantive fault Medium
Other Low

Nane
Description of Incident {(10)

The scanner reliahility is questionabla in relation to OBCS transactions where there has been a high number of
rejections of pension and allowance hooks.

iA Y pe e . K N A
Witness / Reviewer Horizon Acceptance AlM
Test Manager
Daie: Date: Date: Date:
DSS Acceptance Manager POCL Business Aswsurance
Entered in Aceeptance Database Date:
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Acceptance Incident Number (1) Analysis Sequence Number (2)
369
Acceptance Test Name (3)
POCL Infrastructure
3 D High / Medium / Low (4) Authority (5)
R None

Analysis of Acldent
A problem with scanning OBCS bar codes was first notified in Navember 1998 by HSH follawing an increase in calls
from PMs regarding impounded order books. The books concerned had a new type of printed bar code and so the problem

was initially attributed ta the new method of printing adopted by BA.

Although problems were ariginally believed 1o be confined Lo one print run in November and calls relating to problem did
ccase hy mid-December. calls re-emerged in late December. Further tests in early January revealed thar the problem could
be caused by a change to the paper.

In mid-Tanuary, PIRA examined the paper supplies and concluded that the relative humidity levels of paper were 7% when
the acceptable industry level is 5.3%. In addition, it was found that the necassary ink-hardening agent was not present in
the paper, Arrangements were made far the immediate replacement of the hardening agent and for new supplies of paper

to be tested.

Tn early February, a temporary procedure was introduced by POCL thal involved treating the order book as a nan bar-
coded book. This procedure i still in place. Tests undertaken by Welch Allyn on behalf of ICL Pathway in mid-Fehruary
concluded that the problems resulted from the poar print quality of the bar codes.

In March, BA received new supplies of paper. However, in mid-April, it was confirmed that these provided little
improvement in paper quality. Further paper was ordered from another supplier. In late-May it was advised that more
positive results had bean obtained using this paper.

In early June. BA provided the view that the ESNS scanner used by ALPS had greater tolerance than Horizon scarmer. In
Jate June, BA provided evidence that some bar codes could be read with the ESNS scanner but not with the Horizon
ccanner. However, it was confirmed that the Horizon scanner did accord with the agreed specification and thase problems
did not occur before November 1998,

Tests of bar codes continue to be undertaken by both BA and Pathway. Pathway is currently awaiting confirmarion from
POCL that the tests carried out earlier this year by BA were compliant to ‘Code 3 of 9 standard bar codes and that their
tests have included the original paper and ink ¢ombination. Currently, ICL Pathway is beginning tests on 2 batch of 90
barcodes received from BA via POCL. The majority is being tested at BRAO1 using both the ESNS and OBCS seanner,
but twa have been forwarded to Welch Allyn (via the Implementation team at KID01) for verification/ validation of the

bar codes compliance with the agresd slandard.

n 7)

At present 1CL Pathway does not believe that sufficient cvidence has been provided that the bar code scanner is operating
out of specification and request that this Incident is closed.

; 1CL Pathway and POCL are continuing to investigate DSS's concerns, and ongoing management of these issues will
continug via our respective Service Managment groups.
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I propose the Clearance Action Date: 25/7/99
and Incident Status described
above D.Cooke
1 accept / reject the Clearance Date:
Action and Incident Status
described above

Date:
e\ I Do ';.'.'., T ene s ) ‘V“",}v"? ‘QS’A’Q;:‘%"E-';SZ:P'.'J"“.:L“ g SR e ] ik eniags o € 11 SN

Date:
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Acceptanee Incident Number (1) Analysis Sequence Number (2)

369

Acceptance Test Name (3)

POCL Infrastructure

High / Medium / Low (4) Authority (5)

None

Ana]ysisAccepecident (6)

We have carried out the test on 90 books reffered to in the previous analysis, and found the scanner o be reliable.

A brief report is attached

Clea Action ( T

POCL to reconsider severity in the light of the satisfactory Pathway report by 11/8.

1 propose the Clearance Action
and Incident Status described
shove P. John Popc
T accept / reject the Clearance
Action and Incident Status

described above
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@ Acceptance Incident Number (1)

z 218
Acuptx.nc: Tcst Name (2) Source (3) Date Observed (4)
Tmplementation A - User Training/Doc Trial 19/05/99
Witness/Reviewer who observed Incident (Owner) (5) Authority (6)
Graham Katon POCL
Lo AL e B AT ST e s OU e S R A R i B n G e e o
-
Substantive fault Medium
Other Low
Noane
Deseription of Incident {10)

The Managers Training Course is not acceptable due to deficiencies in the accounting modules. In the live
eanvironment the training given did not equip the users to perform the completion of office cash accounts. Thisis a
basis POCL function that is central to runping and accounting for the POCL network,

”Witnﬂ { Reviewer l-Iarizun Acoepmnce Pathway -. .AIM
Test Manager

Date: Date: Date: Date:

DSS Acceptance Manager POCL Business Assuranee

Entered in Acceptance Database Date:
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Acceptance Incident Number (1) Analysis Sequence Number (2)
218

Acceptance Test Name (&)
Implementation A - User Training/Dac

Bl Hizh / Mcdium / Low (4) Authority (5)
& None POCL

Please see accompanying text of letier 1o Bruce Meniven

e 35

learan

All actions have now been completed satisfactorily and the review of the Acceplance Incident under ¢ober of letter from
Bruce McNiven of 10 August has been responded to.

Pathiway asks POCL to Close this incident.

1 propose the Clearance Action
and Incident Status described
ahove I C C Dicks 11th Aungust
1 ascept / reject the Clearance ;
Action and Incident Status
described above

1
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‘See attached f£ile: Dicks 1C9E.doc) {See attaczhed fils: Acceptance
Incident 215.g83¢) :
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John Dicks

Director, Customer Enquirics

[CL Pathway Limited

Forest Road '

Feltham '

Middlesex TW13 7E] 10% August 1999

Dear John
Re: Review of Acceptance Incident 218 - Training

An analysis of the evaluation against the business impacts identitied in the
Acceptance Incident is attached.

Although many of the criteria have been met, it is regarded as significant that the
training and go-live process relies on the deployment of POCL HFSO resource. On

the basis of this evaluation, we are not prepared to reduce the severity rating from
‘high'.

POCLs view is that without this resource there would have to be a complete revision
of the training approach in order to ensure helpdesks were not rendered ineffective
by the high level of calls following the first and, to some extent, subsequent balances.

PQOCLs view is that HFSO resource was not deployed as an extension of training.
The cost impact and diversion of resource which this requires must be addressed by

ICL Pathway.

Itis also POCLs view that the related adequacy of HSH support must be integrated
with this Acceptance Incident and removed as an additional source of concern.

The training improvements identified as part of the qualitative research by Post
Qffice Business Consultancy must also be addressed as part of a rectification plan.

Yours sincerelvy

GRO

Bruce McNiven
Director
Harzon Programme

gt AMike Coambs, Chris French, Ruth Hulleran, John Meagher
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“Tralhway's 'Training solution shall take account of users experience in terms of automated products and platforms (ECCO+,
AT, ALDPsYaned their differing abilities to learn”,

25

%

BUSINESS IMPACT

SUMMARY OF SUCCESS CRITERIA
MEASURE

EVALUATION

The Office Managers ability to
undertake daily balancing and
produce a cash account is adversely
tnpactod resulting ina failure to
support accurate POCL accounting,
This is a high severity impact on
POCL’s ability to perform its normal
business funclions.

® Reduction in the number of offices unable to
complete the cash account balance process

- and produce a cash account balance (relative
to the sample).

M Continuing or better level of success in the
pass rate of the Performance Standard
Assessment (PSA) test.

M Performance Standard Assessment (PSA) to
reflect live operaticn and standard practices;

[orizon users complete PSA again on day 10.

B Data from BSM telephone survey for balance
related to the 4t August contained the
following; 22 offices produced an account, 1
office had a two week cash account. This
criteria is therefore met.

B Criteria met.

W Criteria met,

2. The COl'l:S-CaUCIllii’Ll cftect is that the

amount of time taken to produce the
cash accounts is excessive in relation
L the time laken on the previous
(manual) systein and significantly in
excess of POCs expectations for the
service,

® Reduction in time taken to produce a stock
unit balance , the office balance and finally
producc a cash account (relative to the
sample.

W Balancing statistics for the 4h August Cash
Account indicate an overall reduction in time
taken to complete balances in both sub offices
and ECCO offices. Evenat the reduced [evel,
concerns remain about overall balancing timwes.

—

Received Aug 1
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BUSINESS IMPACT

SUMMARY OF SUCCESS CRITERIA
MEASURE

EVALUATION

(¥%:€1) WdO%:%0 €| Bny paAladay

A The congegeiees are also that the
nember of cash account related
incidents reported 1o POCL NBSC is
constderably yzreater than expected.
(Abouta thod of the calls comming Lo
NBSC 1 elp Desk indicate o lack of
understanding of the cash accoenting
aned balancing proress). FISH ave
responsible {or resolving these service
incidents but are unable to cope with
ihe content and volume of calls which
are Therelore laving Ta be deall with
v NBSC. As Lhe Manger's Uraining
conrse 1s deficient, NBSC and
presumably 1SH staff wha receive
Lhis training, course, are alse
macleqguately trained.

® Reduction in demand on suppert - Measured
through a reduction in the number of calls (at
the peak time on Wednesday evening and
Thursday morning) for advice and guidance
lo support stock unit balancing, office
balancing and preduction of the cash account
received at Lhe HSH and /or at the NBSC,

® Reduction in the length of calls from the
additional 25 offices.

B The overall number of calls in weeks 1, 2 and 3
by the LT?2 uffices showed a reduction on the
LT1 mirror offices for the equivalent three
weeks.,

The average number of calls made by olfices
during the non-peak days also showed a
reduction.

However, it should be noted there 1= a significant
increase in the 20d week cash account for both
LT1 and LT2 offices when there is no support al
thesc outlets, suggesting that some of the outlet
managers still de not have the confidence or
ability to complete the precess unsupported.

B The evidence to analyse this criteria is limited

and was regarded as indicative only. The broad
conclusion is that the evidence is insufficient to
make a substantive judgement regarding first
cash accounts but there is overall evidence to
suggest a reduction in call times for 209 cash
accounts, However, it again has to be noted that
the length of calls for both LT1 and LT2 offices
was significantly higher on 27d cash accounts
than the 1% cash account suggesting the critical
requirement for training to be

supported/ delivered by FISH. Italso
underlines the necessity of.the HFSC support to
balancing in week 1,

'XVd  LE:iGT 68.
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BUSINESS IMPACT SUMMARY OI' SUCCESS CRITERIA EVALUATION =

MEASURE b

o 2
. The practical effect of the incident is ® No specific success criteria was identified to | M POCL are now planning for 100% support of B
also causing the HISOYs to devote a address this business impact. Overall, POCL first cash accounts and recognise that significant | K&
disproportionatc amount of time to would wish to reduce the cost of extended additional support may be required for second TR
support the outlels on cash accounts. training support at outlets through HFSOs, and subsequent balances at some offices. Thisis | | &
T'he number of J1ESOs that would be a cost and resource drain on POCL. Itis alsoa EGRO‘;
reguired to support National Roli-Out change to the originai HFSO role which was to P
would be significantly greater than support the KPI delivery for POCL and to B
currently envisaged (initial indications accelerate the learning curve at outlets. POCI, o
are that two 1o Lhree Limes as many concerns on this impact remain. -

FIIS0s as planned would be required.
This compounds e smajor impact on

LT

=

o

: z

O] & pesourees, 52

A<

HW

23

ot e gt 8 25

3. Thereis also an impact on TP who are | B Reduction in both the number of incidents B Overall, the incidents of receipts not equal to =g
. . g n o

having to process a significant where Reccipts de not equal Paymenis and payments have reduced and the residual causes az

. . o » L) . /| - @

inerease in crrers on Class and Pivot Incidents where balance B/F «lues not equal are under investigation or have been resolved. Og

{up ta 3 limes as many weekly errors). balance due to PO on previous Cash Account. Criteria met. £

This is having a significanl impacton | ® Reduction in the number of errars reported B The level of CLASS errors between 265 May and S

resources in 17 during the live trial. by TP - both CLASS and PIVOT errors 21* July has reduced. Without full information, 3

These errors will also raise liability (relative to the sample). the indications are that PIVOT errors have also E

issues betwoeen the POCL and reduced, £

sulpostmasiers, wnd POCL and client G

nrganisaticons. 2

£
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1 Qualitative Measures o3
.
vl Although the small sample size of 18 responses limits the validity of the findings, some significant imprevements were found in e
comparison o Live Trial 1 (a sample of 102), Overall, attitudes towards Horizen are better at the LT2 offices compared to the “';’
[ 1Eexperienee. The key outstanding issues to emerge from rescarch were as follows: Ej,
) 2

B he conrse s sHIT considered e be too short and intensive, 1CL have proposed a pre-training course but details are
awnited, _
W The need to further stream the Iraining groups. This issue has not been addressed by Pathway beyond the streaming, GRO

required by POCL for ECCO+ staff. Pathway’s responsce is to do this wherever posstble. There are impacts on the
number of training, places.

W Variation in trainer quality. Discussions taking place between POCL and 1CL Pathway to look at how there can bua
prrcater quality assurance for trainer ability and consistency of delivering the course specification.

W Thuore are significant problems with technical and software faults in the Iraining sessions. POCL regard these are
significant issues which will requiré rectification.
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Bruce MeNiven
POQCIL

20-23 Grevilie Straer
London

ECIXN 8§85

11 Avgusr 1999

Dear Bruce
Thank vou for you letrer of 10 August.

Parhway is convinced that it has done everything that ir can to
improve the training and prepare uscrs for Horizon, and that the
esscrice of the remaining issues that you are seeking to address
rclate to POCL’s own management of change. This was made
vlear to Bruce McNiven in correspondence from John Bennerr
(KP/99]ul339 dated 7* July *99) and a second letter to Bruce
MeNiven (dated 23™ June *99).

Pathway has consistently maintained thar user confidence in the
system will be achieved only through managing the change in
POCL business processes such that POCL’s rarger standard
approach is adopted across the Post Office network. Until this
achieved by POCL, it will be necessary for POCL to substiture
additional support in one form or another. Increased use of che
revised training, which is now a very suitable vehicle, is one such
form. Another is the gradual dissemination of the targer business
process through POCL’s own support, however provided, 1o the
balancing business process.

For these reasons, Pathway believes the Acceprance Incident 218,
which formally relares to training, should now be closed.

Pathway does not accepr thar any further revisions to the training
courses, other than rourine minor improvements already
idenrified, are reyuired, or indeed are now desirable in light of the
commitments made by both parties w revised courses and
collateral.
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Parhway has made every effort  make changes to zhe craining
POCL s sansfaction throvghout nve tral, such thae every course
lias been siguificantly changed. Furthermore, an addinonal 24
ourles were installed in July, at POCLs request, to form a basis on
whieh the effectiveness of the training improvements could be -
aid indeed have been - demonstrared. At every stage POCL has
ad complete approval authority for the changes being made and
lias registered its satsfacrion with thie results of these changes.

The narranve below details the extensive steps raken by Parhway,
with POCL approval, ro address the congcerns expressed in AL 218.

Counter Manager & Counrer Assistant courses revised

In response o feedback received from POCL and formally through
CR R0052b, ICL Parthway has made a large number of derailed
changes to borh the Counter Manager and Counter Assistant
traming courses. Crucially, the Counter Manager (CM) course
was much modified ro improve coverage and an emphasis placed
on the balancing business process and relared issues. The CM
course now devotes much of Day 2 (\Workbook 10) ro this process
and considerable rime is spent explaming the process and checking
the understanding of the delegares.

Boch the CM and CA courses have been observed and posinvely
received by POCL and approved to go forward to Natonal
Rollout including routine minor improvements (Trevor Rollason’s
Email ro Andy Barkham of 10/8/99) which Pathway are only too
pleased ro incorporare.

ICL Pathway believes thar the improved CM training better
prepares Qurler managers for the task of balancing when they
recurn 1o the outlet.  This improved training, coupled with
changes to the way thar Horizon now handles the balancing
process, makes achieving a balance much easier than during Live

Trial and the compararive success of the extra 24 outlets bears this
oul.

HESQO course revised

POCL requested several changes to the HFSO rraining programme
in their CR RO060. This CR requested changes to the content’ of
the course, the introduction of a new 4-day MiIMAN course and a
new 1-day MiECCO course, These new courses provide more
opportunities tg practice the migration processes and to work with
different error detection/correction scenarios ~ all of which add
value ta the migration process.

Addirionalty, ICL Parhway retrained HFSOs during Live Trial to
provide more training on balancing and relared ropics.
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sove Lo Traly ICL atway has Jdeveloped anew three-day
Suerse for FIFSOs that runs afizr the POCL induction rraming and
potore the 43 day THIFSO course, This exrended course
toreviously irwas a two-day event) provides in-deprh coverage of
ralancing: the cash account reversaig: wse of the suspense accols:
aoal error detection and correction.

This new course has been very well received by POCL observers
iAnn Cocker and Graham Young) and POCL HFSOs alike, who

were pleased thar chelr comments from Live Trial were taken
onhoard.

HFSO rale positicning

The HFSO role has always been pivoral to the success of the
programme. In addition to performing migration (a vital funcrion
which sets the scene for the fitst balance) the HFSO also provides
help and support to the Outler Manager at what can be a stressful
and trying time. At the point of installation the Qutler Manager
comes face to face with the Horizon system for the first dme since
training and will, naturally, be anxious, even apprehensive. [ris
imporrant thar the HFSO helps the Outler Manager to complete
the migration process effectively and in accordance with the
defined processes.

Exrtra trainers for balancing support

On a weekly basis since Live Trial, ICL Pathway has been
providing additional balancing support through rthe use of [CL. TS
rrainers.  TCL Pathway has borne this cost in recognition of the
need to enhance support levels at the HSH and NBSC.

Extra Transition Execurives (TEs)

The Transition Executive role exists primarily to provide expert
help and support to the HFSOs.  Since Live Trial, an extra TE has
been added ro each IP region bringing the totzl of TEs to eight —
thus doubling the inital size of rhis ream.

HSH & NBSC training

ICL Pathway has trained HSH and NBSC staff in the revised
processes and systems embodied in LT2. This training was

targered at those topics most frequently calling for helpdesk
assistance,

CRs/Balancing process changes

A number of changes ro the Horizon system and the way that it
deals with balancing were implemented in LT2. These changes
sought to make balancing easier and to remove unnecessary steps
from balancing processes and procedures,
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QRO and workbouks

The Quack Reference Guides and Traming Workbooks have heer

revised to reflect the new courses and also best practice.  These
QRGs and Workbooks vy been signed-off by POCL for use in
SR,

Yours sincerely

John Dicks

Director, Customer Requirements

Copies: Chris French, Ruth Holleran, John Meagher
Mike Coombs
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Acceptance Incident Number (1)
298
Acceptance Test Name (2) Source (3) Date Observed (4)
POCL Infrastructure BSM 01/07/29
Witnesy/Reviewer who observed Incident (Owuer) (5) Arthority {6)

Jeremy Folkes

o S ey il i
536-01 High
Substantive fault Mediurn
Other Low
ending
None
Description of Incident (10)

Evidence from the Live Trial shows that the counter system is subject to "lockups” and "sereen freezes", where the
systern halts in mid-processing giving the user no opportunity to take any comrective action. ‘This is either exhibited
by the system hanging or presenting a blank blue screen. The user is farced to riag the HSH and is advised to
reboot the system. The immediate effect of this problem s in terms of the reliahility of the Service Infrastruerure’s
input devices. However, once the underlying reasons for the problem are identified, this could change the
perception. At least 25 such occurrences have been identified on the LTSC Ing hetween the start of the Core
Observation Period on 31st May and the 28th June. However, as such problems should be reported directly 10 the
HSH, it is likely that this number represents only 2 small proportion of the total in which case, this problem would
he widespread. Consequently, POCL's initial assessment is that thig incident is likely to be more than low severity.

Entered in Acceptance Database

B e S it o i i A e MDY i o R R Sty et g ] (b i b i e
Witness / Reviewer Horizon Accepiance Pathway AT™M
Test Manager
Date: Date: Date: Doate:
DSS Acceptance Manager POCL Business Assurance
Date:
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Acceptanee Incident Number (1} Analysis Sequence Number (2)
- 298
Acceptance Test Name {3}
POCL Infrastruchare
A B High / Medium / Low (4} Authority (3)
Low

[ Analysis of Acceptance Incident (6)
System faults reported to the Horizon System Helpdesk on Wednesday/Thursdays for the past 12 weeks have been
analysed. The reason for only reparting on Wed/Thurs figures is thac these have been monitored gver an extended periad
of time, and da represent the "worst case” figures. Figures for each day are now manitored (as from the end of Tuly).

The HSH calls analysed arc provided an the Worksheet "HSH Call Analysis".

These figures continue k be monitored but clearly show that the number of *lockouts" and frozen screens has fallen ta the
lowest figure for the past 12 weeks since the introduction of LT2.

This will continue to be monitored, but should be redured to Low severity on (he basis of the progress shown,

[ Clearo(

Pathway will continue to investigate the root cause of residual occurrences and a further formal review undertaken on
campletion of the fist three months of roll-out.

On the basis of further information provided by PQOCL (the telephone survey) on 6 August and Pathway's selective re-
survey conducted 9-10 August, Pathway has carried out further analysis and testing and has identified no fault conditions

as at the 11/8/99. See separate document.

On the basis of the significant progress to date Pathway expects this Al 1o be recategorised by both POCL and Fathway as
Low, by Wednesday 11/2.

Pathway painis out that even if all offices were to reboot their counters prior to balancing every week the impact level
WEHJ‘E B St ECITLE P mg}m geverity ingident. The ﬁnllt::s%llcfg dto reboot a gateway counter is typically no more

(ASFePaas ghideot Sarus O

FER=n

ety
P

1 propose the Clearance Action

and Inecident Status described

above John Dicks 11th August 1999
1L aceepl / reject the Clearanec Date:

Action and Incident Staius

described above

Date:
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Criteria

Criteria Dt

536 -01
Peripheral and input devices supplied as part of the elements of the Service Infrasiructure on which OPS is

provided shall be reliable, robust and easy to use

Page 1
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Fchoats without calling the HL&]L

(s undoebiedly the case that outiets are rebooting eir cotnters withieu: calling the

[ISH.

Using the POCL telephone survey data supplied by POCL on 6 3 its was possible o re-
survey more closely the outlets not calling the HSHD before rebooting and by inspeciion
ol the associated message stores seek to understand the reasons why outlet staff are
habitually rebooting.

Patrway will also in the immediate future and on a random basis contact outlets that arc
rebooting so that 2 real {ault unknown to us at present is not overlocked.

The question posed by POCL was not sufficiently specific to discriminate between
several classes of problem. Pathway CS has asked POCL to make the questions used on

the survey more specific and would ask that the comment reason field is compleled if at
all possible.

Why are outlets tebooting?

In general, rebooting is seen — incorrestly - as a “cure for all 1lls” and understandably
outlel staff will not always be ready to expend time reporiing to the HSHD 4 course of
action they have already cmbarked upon.

The rcboots that are recorded and that are not associated with a call to the HSHD do
melude cases where the system unit is being turned on after having been turned off
avernight or 1n error during the day. Although instructions are clear not to tumn off
syslem units, 1t 1s clearly the case that staff do turn them ofT, as was evidenced by the
difficulties Pathway had in upgrading caunters to L.T2,

Where a user has made a mistake, he may choose 1o reboot instead of Undo-ing an
uncommitted (ransaction or Reversing a committed one. Tn the latter case a reversal
would/will sull be required, but it is possible that this may not be understood. It is not
possible for Pathway to distinguish this ¢case from the message store record.

A user may get into a thought “loop™ whereby he cannot see how to return to a desired
state and rchoots 1o wipe the slate clean and have another try. There are several instances
of the uscr having been coached through such a thought leop by the HSHD. Again, i1 is
not possible for Pathway to distinguish this ease from the message store récord.

In some offices we belicve the keyhoard is being used as an auxiliary work surface with
books and manuals being placed on it. It is possible that if a key or key is permanently
pressed the counter will exhibit symptoms of being frozen, although it should be possible

1o unfrecze it afier 4 short delay. Similarly it is not possible for Pathway 1o distinguish
this case from the messayc store record,
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[Uis posaible that printers being replenished with paper are not responding 10 resume the
prutting lor somie seconds. although they will in fact resume when the user reries form
the sereen huttor,

Pathw ay's search for tults

Puthway, nevertheless accepls thave are probably significant residual faults in the system

thal could present Lhemselves as a “freeze” and is working hard 10 find them. At ihe time
of preparing this report none has been found. Consideration is being given to increasing

the swap lile sizz, although testing has eliminated this as a specific cause.

Jeed
11/8



