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Jeff. 

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

Al 218 Training Court Cash Account module inadequate. 
Al 298 Counter system subject to lock ups grid screen freezes requiring 

re-boots. 
Al 369 9canrie 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 acepbance 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 item (3) POCL 

business impact analysis of these 4 high severity AI's. 

The meeting on Monday has now been re-timed for 8 am (sorry!) at Gavrelle 

House, Conference Room 7. 

Regards_ 

GRO 
Keith Baines 
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ACCEPTANCE INCIDENT I{OTLIST 13th August'99 

. D $..ua.i rn nnnfrrrn 'nnnw' and 'cinsed'status of Some Incidents 

TIP 342 TIP data fle delivery SLA breach7LaW Medium 

Duplicate records and ties over 

TIP 361 TIP interface- Low Medium 

Late transactions over 9 days old 

TIP 371 on HAPS system. Low Medium 

Derived cash account not equal to 

TIP 376 electronic cash account LOW High 

AIS corltravent►an!Data Integrity on 
TIP 379 the cash ao0ount (nP) Closed Medium 

Receipts and payments not equal 

EPOSS 211 on cash account Closed Medium 

Training course Cash Account 

Training 216 module inadequate. Closed High 

Systems management (not ail 299 
offices sucoesstully upgraded to 

Rollout 372 LT2) None Medium 

Security 368 
Physical Security of Lytham St 
Annes Computer Room Low Medium Closed 13/B. To be removed from hotlist. 

Deficiency in physical security at 

Security 391 Bootle&. Wigan Law Medium 

APS 390 Recovery of APS transactions Low Medium 

Duplicate AP transaction reference 

APS 395 numbers NoneJLow Medium 

Counter system subject to lockups 
& screen freezes requiring re-

POCL Infra 298 boots- Low High 

Provision of tech- documentation 

POOL Infra 314 for TP suppliers inadequate- None/Low Medium 

Scanner reliability in relation to 
POOL Infra 369 OBCS lransaG44n8 None High/Med 

Service Failure of the Horizon System 
Levels 408 helpdesk to support the network None/Low Medium 

Page 1 of 1 
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Acceptance Test Name (2) 

It? Interface 

Wltness/Reviewer who 

WORKSRV3 printed INC37B44DD01439 on Aug 13 04:56PM 1999 *~p g 4/28 
HORt2UN 11 REGO [JO4 

376 
Source (3) Date Observed (4 

BSM 19/07/99 

Martin Box 

Authority 

831-01 High (Criterion not met—_) 

Substantive fault Medium 

Other Low 

'ending 

None 

Dfftcription of Incident (10) 

New Description: AIS contravention/ Dar integrity - derived cash account not equal to the electronic cash 

accovnt.Incidents (TIP 821, 822, 846. 855, 856, 857. 858, 859, 864, 965, 866, 868, 869, 8711, 873, 874) have been 

raised by TIP in respect of all transactions that constitute a cash account have not been received by TIP or when 

electronic cash accounts received where I ,vo'rtirms that have been conducted and received by TIP are missing 

from the respective cash account lines. These issues have come to light when comparing a TiP derived cash aCCOGP 

with the electronic cash account sent by Pathway. Not all instances of similar occurrences have been lagged by TIP 

as the physical resniace to check each occurrence of a difference within the derived versus the electronic iS trot 

available. It was expected that this facility would by now be comparing like with like. This is very significant. 

Mi6siaig transactions and Trussing cash account line entries cause reconciliation failures within POCL back end 

systems and error resolution is invoked. The cash account produced by the Organisariortal Unit in these instances 

must be in doubt and is riot a fair reflection of the business undertaken at each OrganiSAtional Unit, A 

suhposrmaster may be asked to bring to account an error, but the error was produced via system failure Tither than 

human failure. Many hours of investigation at both the front end and back end have taken place to help resolve 

these prnblerns- The benefits assigned to POCL back end system in respect of an automated cash accent are being 

Severity: 1OCL - high - would effect POCL's ability to produce an accurate cash account 

PWY - accept the problem exists. Would argue about the seventy - would it genuinly effect the accounting interiiy 

as it currently exists' 

Rectifica ion: Steve Warwick to provide rectification of this issue. FesFY understand the problem and are currently 

working on the fix. Steve Warwick to provide details. 

Witness 1 Reviewer Horizon Acceptance 

Test Manager 

15atc: (Date- 

DSS Acceptance Manager 

Pathway 

Date: 
POCL Business Assurance 

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

376 

Acceptance Test Nawe (3) 

TIP Interface 

I3Igh 1 Medium / Low (4) Authority (5) 

Median] 

AnalvsLs o€Accxptarice Incident (6) 

Analysis of Acceptance Incident (6) 
Pathway have analysed all occurrences where the (TIP) derived cash account data not equal the actual cash account (up to 

'[IF 883), There is no suggestion or indication that there is a fault in the calculation or reporting of the Cash Accuuni; the 

incidents relate to transaction reporting to TIP. This currently has a rate of occurrence of c. 1% of outlets per week (6 

QccurrcnOCs in 1a5-t 2 weeks), which it is agreed is unsustairtahly high when Considered against a target population of 

2,0,000 outlets. 
There are two causes: 

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

rules specified for the TPS harvester reject any transaction which has a missing attribute, meaning these transactions are 

not forwarded to'LIP. They are however, correctly posted in cash account processing. 

The harvester specification is being modified to (i) reconstitute any missing start time attribute by interpolation from 

immediately preceding transactions within the customer session, or (if none is present) to log an event and (ii) map any 

null mode attnbute to "serve customer' attribute. (No occurrences Outside this mode have been detected in any incident.) 

Pathway will monitor occurrences of any such pull attributes and work will continue to ensure that ail transactions are 

correctly recorded with all attributes at the cutlet. This will eliminate this problem; it is theoretically possinle that a very 

occasional transaction will result with an invalid item transaction Tnode, although there has been no instance of this 

detected in any of the analysed cages. 

(ill on one occasion a reference data change from core to non core and the new Reference Data mapping of products to 

Cash Account cause any transactions conducted within the CAP prior to the RE) change not to be posted to the Cash 

Account. In this case there is no fault within the Pathway system. Pathway has proposed an approach to POCL to avoid 

this problem thrnugh the use of product types within RD. 

[Note that report TTP889 (2/8) is kinder investigation but relates to SLA delivery window (AI34Z)]- 

A summary of otutstanding incidents and anal5ed status under A1376 is atrached_ 

Clearance Action (.7) 
The fir, to reconstitute missing transaction attributes was introduced 218. For the current CAP arty reported such 

occurrences will be analysed: there should no missing transactions subsequent to the fix. For ongoing monitoring Pathway 

believe a target maximum owurrence due to this cause for the next CAP should be 2 (0.67%) at which point the incident 

be reduced to Medium. This Acceptance Incident should finally reviewed for reduction to Medium on Thursday 12 

August. 

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

aunt the incident be closed- 

Resolved 

~rj~re~tiii'l~C: 
.7Mi'~?S}Y'F,!`~ «, _ 1<. ••a.: vr'•- 

I propose the Clearance Action 

and Incident Status described ' 

above J.C.0 Dicks >1  
- 

9th August 1999 
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I accept / reject the Clearance 

Action and Incident StetuS 

described above 

Date: 
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Acceptance Incident Number (1) 

369 

Acceptance Test Name (2) Source (3) Date Observed (4) 

POCL Infrasmicture BSM 2A/07/99 

Witncss/Rcviewer who observed Incident (Owner) (5) Authority (6) 

TJavid McLaughlin 

-._ P - 

titerion not mec 
536-01 High 

Substantive fault MadIUII 

Other Low 

ending 

None 

Description of Incident (10) 
The scanner reliability is questionable is relation to OBCS transactions where there has been a high number of 

rejections of pension and allowance books. 

Witness /Reviewer Horizon Aceeptanot Pathway AIM 

Test Manager 

Date: Date: Date{ Date: 

DSS Acceptance Manager POOL Vw ine6$ Assurance 

Entered in Aeceptadee Database Date: 
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Acceptance Incident Number (1) Annlysis Srquence Number (2) 

369 

Acceptance Test Name (3) 

POCL Infrast ruetete 

Hight Medium l Low (4) I Authority (5) 
None 

Analysis of Acceptance Incident (h) 

A problem with scanning OBCS bar codes was first notified in November 1998 by HSH following an increase in calls 

from PMs regarding impounded order books. The books coneertled had a new type of printed bar code and so the problem 

was initially attributed to the new method of printing adopted by 13A. 

Although problems were originally believed to be confined to one print run in November and calls relating to problem did 

cease by mid-December, calls re-emerged in late December. Further tests in early January revealed that the problem could 

be caused by a change to the paper. 

In mid-January, 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 necessary ink-hardening agent was riot present in 

the paper. Arrangements were made for the immediate replacement of the hardening agent and for new supplies of paper 

to be tested. 

In early February, a temporary procedure was introduced by POCL that involved treating the order book as a n❑n bar-

coded book. This procedure is still in place. Tests undertaken by Welch Allyn on behalf of ICL Pathway in rnid-February 

concluded that the problems resulted from the poor print quality of the bar codes. 

In March, BA received new supplies of paper. However, in mid-April, it was confirmel 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 been obtained using this paper. 

In early June. BA provided the view that the ESNS scanner used by ALPS had greater tolerance than Horizon scanner. In 

late June. BA provided evidence that some bar codes could be read with the ESNS scanner but not with the Horizon 

scanner. However, it was confirmed that the Horizon scanner did accord with the agreed specification and those problems 

did not occur before November 1998. 

Tests of bar codes continue to be undertaken by bath BA and Pathway. Pathway is currently awaiting cunfirmauon 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 combination. Currently. ICI., Pathway is begin rting tests on a batch of 90 

batcodes received frpm BA via POCL. The majority is being tested at BRA01 using both the ESNS and OBCS scanner, 

but two have been forwarded to Welch Allyn (via the Implementation team at KIlD01) for verification/ validation of the 

bar codes compliance with the agreed standard. 

Clearance Action l7) 

At present ICL Pathway does not believe that sufficient evidence has been provided that the bar code scanner is operating 

out of specification and request that this Incident is closed. 

ICL Pathway and POCL are continuing to investigate DSS's concerns, and ongoing management of these issues will 

continue via our respective Service Managment groups. 
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I propose the Clearance Action Date. 29/7,99 

and Incident Status described '+ 

above D.Cooke 
I accept 1 reject the Clearance . Date: 

Action and Incident Status 
described above

Date: 

• ;.. . .' J 
b•' '. ,, '. ^It • f • M,

?-:SC - S ; 

Date: Dube: 
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Acceptance Incident Number (1) Analysis Sequence Number (2) 

369 
Acceptance Test Name (3) 

POOL Infrastructure 

High 1 Medium I Low (4) Authority (5) 
ltione 

nofAcceptanceAnalysis  Incident (n) 

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

A brief report is attached 

2 

Clearance Action (7) 

POCL to reconsider severity in the light of the satisfactory Pathway report by 1118. 

Resolved 

.~'~".N 
~{~ .~ ~~~ ;)7~~  .r. .~1 ~t1~T~7• 1C~lK :r,,, .~a,h'~ - 

I propose the Clwhnca Action . 
c 

r

11th August 1999 

and incident Status described ` .' 
above P_ Jahn Pope •u M 

I accept I reject the Clearance Date- 

Action and Incident Status 
des.rihed above 

Date:: 

71~C 
~Y-kr •. .

!ii '7~~n~~.j~.~~~j~:288J~QQ:i~Y.~~-r,, :`;'•lyVryfR'fy,c »'3'". 
.~`Y, - r'  •••~+~•'. •' 'r, 

~•►7W-'YC~. 'l. y ,,(~a w ;~ y~~ h. +.,y ,• 'r ; W,. 

~ta~CC,1•f'r','•',' .•• ,Ykd?~Y 
-Aid{ 

Date: late: 
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Acceptance incident Number (1) 

218 
rAomptBuice Test Name (2) Bootee (3) Date Observed (4) 

ntation A - User Training/Doc Trial 19/05/94 

Witness/Reviewer who observed Inddent (Owner) (5) Authority (b) 

Graham Katon POCL 

ntcrion not met IL,h 

Substantive fault Mednun 

Other Low 

nding 

None 

Description of Incident (10) 

The Managers Training Course is not acceptob1e due to deficiencies in the accounting modules. In the live 

environment the training given did not equip the users to perform the completion of office cash accounts. This is a 

basis POOL function that is central to naming and accounting for the POCL network. 

r ' ';L.r'T•. •,;.7':i 
c'9•r -!+, '~:o?M + :ti.,~xr. •.x.. ..~. • .•.xt ..r,  ,+., .,.'uCF .,1. ^:u' 

Wits l Reviewer Horizon Acceptance  Pathway AIM 

Test Manager 

Date: Date; Date Date: 

DSS Acceptance Manager POCL Business Assurance 

Entered in Acceptance Database Date: 



POL00083922 
POL00083922 

Received Aug 13 04:40PM (13:44) on SandM tine [11] for 'JRT' 
13/08 '90 15:37 FAX: ------ cRo ---------

WORKSRV3 printed INC37B44DD01439 on Aug 13 04:56PM 1999 *,.pg 12/28 
HORIZON 31 REGO tI12 

$~'✓'1 4' di.,'Y Y 
'4 ms. µ •. 

t ;} ` r ; A' eabegnel~SorheYnrcnn3Ycc~p(anFx,7nciikntdiwrClg'a`r, . :c 

Acceptance Incident Number (1) Analysis Sequence Number (Z) 

218 
Airepmice Test Name (3 

Implementation A- User Training/Doc 

High / Medium 1 Low (4) Authority (3) 
Tu1 None POOL 

rAngyxmis cceptance Incident (6) 

anpanying text of letter 10 Bruce Mrniven 

Clearance Action (7) 

All actions have now been completed satisfactorily and the review of the Acceptance Incident under cober of letter from 

Bruce McNiven of 10 August has been responded to. 

Pathway asks POCL to Close this incident. 

I propose the Clearance Action 
-and Incident Status descnlled 

above I C C Dicks -' 11 th August 

1 accept I reject the Clearance Dates 

AetiOi and Inrident Status 

descntied above 

Date: . 

':+~. w' 
a~ ~~tirY v!1 y1 

S•l~ M ~ dti: .wr:" ~Y+'. ra~.r'•:F~ '.sr..ifl+; r 1  s - ;.ar .,M VP"+. —~.. 

Date: Date: 
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Alri1a 

;See attached file.- flicks 1Cbe_docl {See Attached tile; ?cceptsnee 
Ifcident 23o.glac) 
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John Dick 

L7ir±cttnr, Cut n>.er F_~uluiri~, 

ICL Path'ti•av Limited 
Forest Read 
Feltham 
Middlesex Tl%'I3 7E1 

Dear John 

WORKSRV3printed 1NC37B44DD01439 on Aug 13 04:56PM 1999 *,pg 14/28 
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Re: Review of Acceptance Incident 218 - Training 

1011, August 1999 

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

Although many of the criteria have been met, it i5 regarded as significant that the 

training and go-live process relies on the deployment of POCL PIPSO 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 he]pdesks were not rendered ineffective 

by the high level of calls follot.•ing the first and, to some extent, subsequent balances. 

POCLs 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. 

It is 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 

Office Business Consultancy must also be addressed as part of a rectification plan_ 

Yours sincerely 

GR -.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-. 
Bruce: McNiven 
Director 
Horizor ProgTiM1r71Q 

.ii] e C tinmbs, Chris fi ' i -h, Uwh 1'itiNQ.-Lin, John yfcaghoIr 
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Horizon Incident Number 218 - Evaluation 

1 aI17wav's'[raining solution shall take account of users experience in terms of automated products and platforms (ECCO+, 
itIVI, r11 .1'H) and theil'o[iflcringabilities to learn", 

2, BUSINESS IMPACT SUMMARY OF SUCCESS CRITERIA EVALUATION 
MEASURE 

. '1'lie Office Managers ability to ■ Reduction in. the number of offices unable to ■ Data from BSM telephone survey for balance 
undertake daily balancing 

and 

complete the 

cash account 

balance process related to 

the4th 

August 

contained 

the 

pr oduce a cash account is adversely and 

produce a cash 

account 

I alance 

(relative 

following; 

22 

offices 

produced an 

account, 1 

ii11l

1rtr.cr ri'.4ulting 

nl:] laiturc 

to 

to the 

sample), 

office had 

a two 

week 

cash 

account. 

This 

support accu rate POCL accounting, ■ Continuing or better level of success in the criteria is therefore met. 

'['Iris is a high severity [mpact on 
PUCL's ability to perform its normal 

pass rate of the Performance Standard 
Assessment (PSA) test, 

■ Criteria met_ 

hu inis. lunctinns. 

■ 

Performance Standard Assessment 

(PSA) 

to 

reflect live operationand standard practices; ■ Criteria met. 
Horizon 

users 

complete 

PSA 

again on day 

10. 

12. 

The 

conseciucntial 

effect is that the 

r 

Reduction 

in 

time taken to produce 

a 

stock IN Balancing 

statistics 

for 

the4til 

August 

Cash 

,r 

mean nt of time taken to 

produce 

the 

unit balance, 

the office 

balance and 

finally Account 

indicate an 

overall 

reduction 

in time 

ca11h accounts is excessive in 

relation 

produce a 

cash account (relative to 

the taken 

to 

complete 

balances in 

both 

sub offices 

Li tlie 

claw 

taken 

en the previous 

sample. 

and 

ECCO 

offices, 

Evan 

at 

the 

reduced 

Level. 

(111eanLLcal) 

s dstcin and 

significantly in 

concerns 

remain 

about 

overall 

balancing times. 

('X('55 

of P(X.1 .ti 

failertdLions for the 

4ervic', 
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BUSINESS IMPACT 

1 1i1~ rS1ri5rc ileIM'es r1i e ,llu that the ■ 
iuriiibcr of cash account rci ted 
in+ icic nis reported to POOL Nl3SC is 
c•itnsicicrably ]scaler then expected. 
(Ahnut a tll'n'd of the nil Is coming to 
NhSC. l icllr Desk indicate a lack of 
lrriilurslalnclinl',elf Ihi.'cash rlcccounlin 
incl alanciny; pr(u •..5 ). l-I'il-1 arc 
rti sii r ible far riIsolviLIg tbc!se service 
irlc•iilccnts but ore unable to cope with 
the cnntLnt and volum e of calls which 
.n-cv I Iii rrl'i,rc' Ii.i1 inl•, Ill In^ de'alt ti•vilh 
I NI*i . i\5 the Monger's training 
rc~rrr.5e i5 defirvient, h,113SC and 
}yrc~seunlaably 11,51-1 staff who receive 
this training, course, arc also 

i11aelL`m LiUtC'iV tr•ilincd. 

SUMMARY OF SUCCESS CRITERIA 
MEASURE 

Reduction in dciii ind on support - Measured 
through a reduction in the number of calls (at 
the peak time on Wednesday evening and 
Thursday morning) for advice and guidance 
to support stork unit balancing, office 
baIaiicing and production of the cash account 
received at the l-ISi-I and/or at the NESC. 

■ Reduction in the length of calls from the 
additional 25 offices, 

EVALUATION 

■ The overall number of calls in weeks -1, 2 and 3 
by the LT2 offices showed a reduction on the 
LT1 mirror offices for the equivalent three 
weeks. 

'fhe average number of calls made by offices 
during the non-peak days also showed a 
reduction. 
However, it should be noted there is a significant 
increase in the 2nd week cash account for both 
LTi and LT2 offices when there is no support at 
these outlets, suggesting that some of the outlet 
managers still d❑ not have the confidence or 
ability to complete the process unsupported. 

■ 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 2nd cash 
accounts. However, it again has to be noted that 
the length of calls for both LTI and LT2 offices 
was significantly higher on 2nd cash accounts 
than the 1.1 cash account suggesting the critical 
requirement for training to be 
supported/delivered by HSH. It also 
underlines the necessity of.the HFSO support to 
balancing in week 1. 
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BUSINESS IMPACT 

G 'I'lif 1lrac:ticaI cffect(if the incident is 
also causing the I-IITSO's to devote a 
rl isprnpnrtionate amount of time Eo 
tiullp rt tbrtc cnitlet:; cni c ]s i accounts. 
*Ilm number of 1 111SO", that would be 
rctluirc(1 to support National Roll-Out 
would besignificnntly greater than 
urrent!v envisased (initial indications. 

.irl' t11at Iwo iu three tinics as rmmiv 

1-1 I'SCs as plon11Ld would be required, 
This rnntip{iuri(ls flit? ]Baia, rnlpaCt on 

1'c )(• I .s rl'Lou rc i'.4. 

SUMMARY OF SUCCESS CRITERIA 

MEASURE 

■ No specificsuccesscriteria was identified to 
address this business impact. Overall, POCL 
would wish to reduce the cost of extended 
training sul)pcort at outlets through HTSOs, 

1 here is also an impact on TP who are ■ 

havlrig (U pL'OCL-ss a'significant 

increase in errors on Class and Pivot 
{ii], to 3 Iiriin is riiaro, m.•ec'kly crrnc5) 
1 hi ti is having 4a significant impact nil ■ 

i esnurces ire 1'l' durinl; the live trial. 
I-liew errors wil] also raise liability 

issues [ c'twecn the f'OCL and 
;ul}], ristniistc'rs, tlnai I'C?CI, ai- d t]ient 
ir nnisatioum. 

Reduction in both the number of incidents 
where Receipts do not equal Payments and 
Incidents where balance B/F does not equal 
balance due to PO on previous Cash Account. 
Reduction in the number of errors reported 
by TP - both CLASS and PIVOT errors 
(relative to the sample). 

EVALUATION 

■ POCL are now planning for 100% support ni 
first cash accounts and recognise that significant 
additional support may be required for second 
and subsequent balances at some offices. This is 
a cost and resource drain on POCL. It is also a 
change to the original HFSO role which was to 
support the KPI delivery for POCL and to 
accelerate the learning curve at outlets. POC i. 
concerns on this impact remain. 

• Overall, the incidents of receipts not equal to 
payments have reduced and the residual causes 
are under investigation or have been resolvt'd 
Ceituria met. 

• The level of CLASS errors between 260, May and 
21i1 July has reduced, Without full information, 
the indications are that PIVOT errors have also 
reduced. 
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(. L1alitaliv,C Measures 

r1 III.10ugE1 the lnalI salnplt size of 18 responses limits the validity of the findings, some significant improvements were found in 

I 111111,11'1soll tea Livvc Trial 1 (a sample of 102). Overall, attitudes towards Korizon are better at the LT2 offices compared to the 
I I i e•xlll riinur_ "]'Fu krw c)ufslanding issues tc emerge from re arch were as follows: 

• ' I'lu ulrer%L c+ titiII cun"i'JIT cf to be tou short and iiitens[ve. ]CL have proposed a pro-training course but details arc 
iIlalaileti. 

• The need to further stream the training groups. This issue has not been addressed by Pathway beyond the streaming 
required by f 1O L b r !~ :CO+- staff. Pathway's response is to do this wherever passible. 'there are impacts on the 
nulnbvi- 1If traulirug places. 

• Variation in trainer quality_ Discussions taking place between PC)CL:lndl ICI., Pathway to look at how there tali be J 
1 L`ak'r alull lt .V assurance for trainer ability and consistency of delivering the course specification. 

• There arc significant problems with technical and software faults in the training sessions. POCL regard these are 
significant issues which wi!l require rectification_ 

I~MI 4 Sti ii.•.v•n'. 4i. il•Ini~i,•In. ..I..nl :lc un. 
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PC)Cl_ 
'U-_3 Grey ilic Street 
London 
ECIN SSS 

11 August '1999 

[)e-Lir Bruce 
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Thank you tar you letter of 10 August. 

Pathway is convinced that it has done everything that it can to 
impro, c the training and prepare users for Horizon, and that the 
essence of the remaining issues that you are seeking to address 
relate to POCL's own management of change. This was made 
clear to Bruce Mcl~iven in correspondence from John Bennett 
(KPi99Jn1339 dated 7`" July `99) and a second letter to Bruce 
MIctiiv-eri (dared 25June '99). 

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

For these reasons, Pathway believes the Acceptance incident 218, 
which formally relares to Training, should now be closed. 

Pathway does not accept that any further revisions to the training 
courses, other than routine minor improvements already 
identified, are required, or indeed are now desirable in light of the 
c()ntittitmeitts shade by bor11 parties to revised courses and 
col l ttcral. 
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I .trll t i} has n1:1t1c even ertnl't (0 rl.lke .11a11gCS t he crainin" tcI 
()c US S'.1risfacrit1n rhrni:gl1uut ii (l ti, such rhnt every c 1 4. 

11.1' brill .s giiihc.uitlti ell:ln4ctl- FuurrhCrnlore, an additional 14 

~,iirlers were 1115r.111ed in July, at POCL-s retilue r, rc) farin ,i lxi}is tin 
vliich .11c offcctivcncss of ilia training improvcmciits could Lac —
:1J ineleeei 11avi been dt tnonstl ateo- At ever. stage POCL_ has 

..:ad Leimplctc .tp ro 'al authority for the h.ln,cs being 111.lde al'J 

11.1." re /stared its satisflirion with Elie results or these changes. 

The narrative below details the exrellsive steps taken by Pathway, 
with POCL approval, to address the concerns expressed in Al 21 S. 

C: 11 e:r N-hina er &' COtlnter Assistant 4ottrses revised 

In response to feedback received from POCL and formally through 
CR R00S2b, ICL Pathway has made a large number of detailcd 
changes to both the Counter Manager and Counter Assistant 
training courses_ Crucially, the Counter Manager (CM) course 
was much modified to improve coverage and an emphasis placed 
on the balancing business process and related issues. The CM{ 

course now devotes much of Day 2 (Workbook 10) to Lhis process 
and considerable rime is spent explaining the process and checking 
the understanding of the delegates. 

Both the CM and CA courses have been observed and positively 
received by POCL and approved to go forward to NatiortaI 
Rollout including routine minor improvements (Trevor Rollasan's 
Email to Andy Barkham of 1018199) which Pathway are only too 
pleased to incorporate. 

ICL Pathway believes that the improved CM training better 
prepares Ourler managers for the task of balancing when they 
return to the outlet. This improved training, coupled with 
changes to the way that Horizon now handles the balancing 
process, makes achieving a balance much easier than during Live 
Trial and the comparative success of the extra 24 outlets bears this 
4 LI t. 

HESO course revised 

POCL requested several changes to the 14FSO training programme 
in their CR R0060. This CR requested changes to the ccontent'of 
the course, the introduction of a new 4-day MiMAN course and a 
new I -day MiECCO course. These new courses provide more 
opportunities to practice the migration processes and to work with 
different error detectionJcorrecrion scenarios — all of which add 
value to the migration process. 

Additionally, [CL Pathway retrained HFSOs during Live Trial to 
provide more training on balancing and related topics_ 
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l,C I c I rill, ICI. P.1:I 1t,14' 1t.15  41 ctl .1 :14 tt r1.}rce-1!J1 -

r~c , P: 1-l1=5t7; rh;i rlrll, .irTL'r :ale POLL 111~:Liti:v.ol1 Tr.l'Illn- .inu 

rc rli 4-i Lh.lt- II I'SO 4k)klrSt:. ~I i:iti ~lrendel
1 , 4_ irnli lt IT tc;1w 1  ttrcr-Wiy L:Vr.`11T) prat /Lies TT'-JCerh COt'Cr:1i c tl: 

',il in 111 li1C cosh :icc&SUIIT: re r 1 s; . .c or the SLL CI15d :1LL('lll::" 

Lrror LICrCL•t1On :11141 co:rccrion. 

This l:tu c:,urse 11.15 hcen t LTV %VJII rL'4eirec] by POCL ob5el-vers 
\rnt Cocker .u1d Graham 1"ouni) and POCL HFSOs alike, who 

'were l ied char their comments frurn live Trial were taken 
i 11 Hoard. 

HFSO rule positioning 

The HFSO role has always been pivora] to the success of the 
programme. In addition to performing migration (a vital function 
which sets the scene for the first balance) the HFSO also provides 
help and support to the Outlet Manager at what can be a stressful 
and trying time. At the point of installation the Outlet Manager 
comes face to face with the Horizon system for the first rime since 
trtinirig and will, naturally, be anxious, even apprehensive. It is 
important that the HFSO helps the Ouder Manager to complete 
the migration process eFfective[v and in accordance with the 
defilaed processes. 

Extra trainers for balancIng support 

On a weekly basis since Live Trial, ICL Pathway has been 
providing additional balancing support through The use of 1C1,. TS 
rrairitrs. ICL Pathway has borne this cost in recognition of the 
need to enhance support levels at the I-[SH and NBSC. 

Extra Transition Executives TEs) 

The Transition Executive role exists primarily to provide expert 
help and support to the HF50s. Since Live Trial, an extra TE has 
been added to each IP region bringing the total of TEs to eight - 
thus doubling the initial size of this ream. 

HSH & NBSC training 

ICL Pathway has trained HSI-1 and NBSC staff in the revised 
processes and systems embodied in LT2. This training was 

targeted at those topics most frequently calling far helpdesk 
assistance. 

CRs/lialancing priacss.chancs 

A number of changes to 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 
form hal:lncing processes and procedures. 
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the Qul~k Iteiercncc GuiJ:s .v)d I'r.rining \V urkk,aoks have l,«i: 
I'LAINL'LI 'o rL'flecr rhL I7tV. !ot!1 mid Li1so best pmcricc. T1esc 
QRG. _Ind l\ nr'.kbooki t;.i'. t'ttn signed•off by POCL for u;ti :n 
1R0. 

Ycwrs 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 42) Source (3) Date Observed (4) 

POCL infrastructure BSM 01/07/99 

Witness/Reviewer who observed Incident (Owner) (5) Authority (6) 

Jeremy Folkes 
ox 

riierior, not met ̀ ) 
536-01 

high 

Substantive fault Medium 

Other low 

(Pen[ling 

None 

Description of Incident (10) 

Evidence from the Live Trial shows that the cetmter system is subject to "lockups" and "screen freezes", where the 

system halts in raid-processing giving the user no opportunity to take any corrective action. This is either exhibited 

by the System hanging or presenting a blank blue screen. The user is forced to ring the HSH and is advised to 

reboot the system. l he immediate effect of this problem is in terms of the reliability of the Service Infrastructure's 

ieput 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 log between the start of the Core 

Observation Period on 31st May and the 28th June,. However, as such problems should be reported directly to the 
HSH, it is likely that this cumber represents only a small proportion of the total in which case, this problem would 

be widespread. Consequently. POC.L.'s initial assessment is that this incident is likely to be more than low severity. 

Witness f Reviewer Horizon Acceptance Pathway AIM 

Test Manager 

Date: Date_ Date: Date: 

DSS Acceptance Manager POCL #snsiness Assurance 

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

29$ 
Acceptance Test Name (3) 

POCL Infrastructure 

High I Medium l Low (4) Authorley (5) 

Low 

Analysis of Acceptance Incident (6) 

System faults reported to the Horizon System Helpdesk on Wednesdayll'hursdays for the past 12 weeks have been 

analysed. The reason for only repotting on Wed/T)turs figures is that these have been monitored over an extended period 

of time, and do represent the "worst case" figures_ Figures for each day are now monitored (as from the end of July). 

The HSH calls analysed arc provided on the Worksheet "H$H Call Analysis". 

These figures continue to be monitored but clearly show that the number of "lockouts" id frozen screens has fallen to the 

lowest figure for the past 12 weeks since the introduction of LT2. 

This will continue to be monitored, but should be reduced to Low severity an the basis of the progress shown, 

Clearance Action (7) 

Pathway will continue to investigate the root cause of residual occurrences and a further formal review undertaken on 

completion of the fist three months of roll-4'ut- 

On the basis of further information provided by POCL (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 1118199. See separate document. 

On the basis of the significant proms to date Pathway expects this Al. to be recategorised by both POCL and Pathway as 

Low, by Wednesday 1118. 

PPathqw66a~yT 
paints out that even if Alt offices were to reboot their counters prior to balancing every week the impact level 

would tie lhaei°s "Le Ad' dium severity incident. The time taken to reboot a gateway counter is typically no mare 
ardep trht { idettt Status t~ lzesolved 

("^: f L  w'r' 
*'{,t5."u'~.p n .+ ~+~'ys"y'('i ' ` ~ti/• '•1~(~e ~ y'gj^•,`by- ~  ~ -  .
S-';VJ ,̀i. :iee~~̂  f  }{4:'t •` :: ~, ..^w.:6fJ" ir ~J": s"n7''~~~^ :-.~C~ 'l. 

:ILI_^~' .. 

M 

1 propose the Clearance Action .►, 
and Incident Status described 

above John Dicks : }., 11th August 1999 

I accept / reject the Clenrnncc t I

Action and Indent Status tî  . - -,

•.'. described above "° 

Jlate: 

~~ 

y

i 

':Yi.^t

kfs~: 
~t''~ 

::'~'.."r ̂ tea fR ' ~ —« .AF . r r r :74. ".^,;n.;,: ~:✓i y.{~;•rF_T 
r."' 

Date: Date: 
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Criteria 

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

provided shall be reliable, robust and easy to use 

Page 1 



P0 L 0083922 
POLoo892 

Received Aug 13 G:qm (13:44)  on SandM line  [11] for 'JRT' 
Q Inn '9n L5: 7 E q 

$ 

4 

$ 

10 

2 

k 

~ 

WORKSRV3
I4O 

printed  Q, on Aug 13 04:56PM ,#9*Jg zn2
EGO [ J26 

.~ \\ 

k

o R 2 
~ § 

m 

o \E 

E | r

2 § k = 

o o # # @ e

§ 

~/ i-

It Ii

~~//
.~

~~
 C

% 2 
~~ 

 2 
` ~q ;| 

H J 
§

B I§ ai z 



P0 L00083922 
POL00083922 

Received Aug 13 04:40PM (13:44) on SandM._ line._.t11ifor._. JRT' 
13/08 '99 15:37

l~~lumL uahuut cal liiii tllc 1-I I E) 

WORKSRV3 printed INC37B44DD01439 on Aug 13 04:56PM 1999 * g 27/28 
HORIZON It REGO 147 

1 1 li !]IILialalIOtII% ll1C CasC dual OLI:.0ts are rebootinv t'.lelr C.1L:ntcrs 1C111iC.t1: L,tllillt, tlid 

I-ISI'l. 

it1 llle POO- telephone survey data supplied by POCL on 6 ti its vas possible to re-

;urvc,, more closely the cutlets not calling the HSHD before rebooting and by inspection 
of the associated message stores seek to understand the reasons why outlet staff are 
hal,ilually rebooting_ 

1hnhw:v will also in the immediate future and on a random basis contact outlets that arc 
rebooting so that a real fault unknown to us at present is not overlooked_ 

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 Completed if at 
Lill possible. 

'Vliy are outlets rebootini° 

In general, rebooting is seen — incorrectly - as a "cure for all ills" and understandably 
outlet staff will not always be ready to expend time reporting to the HSHD a course of 
action they have already embarked upon. 

The reboots that are recorded and that are not associated with a call to the HSHD do 
il1OIude uses where the system unit is being turned an after having bees turned off 
overnight or in error during the day- Although instructions are clear not to turn off 
system units, it is clearly the case that staff do turn them otl, as was evidenced by the 
difficulties Pathway had in upgrading counters to LT2. 

Where a user has made a mistake, he may choose to reboot instead of Undo-ing an 
uncommitted transaction or Reversing a committed one. in the latter case a reversal 
would,JwilI still 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 reboots ID wipe the slate clean and have another try. There are several instances 
o f the user having been coached through such a thought loop by the HS HD. Again, it is 
noT possible for Pathway to distinguish this case from the message store record. 

In some offices we believe the keyboard 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 
in unfreeze it after a short delay_ Similarly it is not possible for Pathway to distinguish 
this case from the messaGc store record, 
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It iS posaihlc Lhut printers being replenished. iLh paper are not responding to 1'esume the 
l ntin for some seconds. ,although the W,11 III fact reSLInic wlicn the LIS2r r"euics farm 
the screen hutiotl. 

1':nliv. . v search [or Iaults 

Patllway, ileverLlicIes5 aCCepL5 there are probably significant residual Titans in rue system 
LhaL could present themselves as a "freeze" and is working hard to find them. At the time 
iafpreparing this report none has been found. Consideration is being given to increasing 
the swap llie size, although testing has eliminated this as a specific cause. 

.1ccd 
i l/8 


