Disc log 29

Information Released under Freedom of Information Act
Subject: All correspondence relating to difficulties with Companies House web filing system from September 2005 November 2006.

Date Released: 30 March 2007

Summary of request: All correspondence relating to difficulties with the Companies House website from September 2005 to November 2006.

Information released:

You have asked to see correspondence regarding the malfunction or difficulties with our ‘Website’ from September 2005 to November 2006. |
have assumed from your correspondence that you are mainly interested in ‘web filing” rather than any difficulties with our website itself - if this
is not the case please let me know?

Unfortunately we do not have one section in the organisation that keeps a complete record of the down time problems and subsequent complaints
regarding web filing. Our Customer Services Department records all complaints from customers which will include difficulties experienced
with web filing and our IT Department maintain a record of the actual time the system is down.

I have enclosed copies of the two reports from these departments covering the specified period which | hope are self explanatory. You will
appreciate that the records we keep regarding the incidents will contain information from third parties and as such we would not be able to
disclose the detail because it would contain personal information. If there is anyway you could refine your request | may be able to assist you in
some way.
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WEBFILING CUSTOMER COMPLAINT REPORT
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Log Time & Incident Call ref

Service Downtime

Services Affected

Monday 12 September 05 07.00 - 08.00 Internal & External
148067 — 9.42 60 minutes

Saturday 24 September 11.40 - 15.32 External
149931 232 minutes

Tuesday 4™ October 05 13.10 - 13.20 External
150414 10 minutes

Thursday 13™ October 05 10.06 — 10.52 External
152105 42 minutes

Thursday 13™ October 05 13.41-13.48 External
151708 7 minutes

Tuesday 8 November 05 18.27 - 20.14

155321 107 minutes External
Wednesday 9 November 05 14.55 -15.10

155322 15 minutes External
Sat 12 November 05 12.30 - 18.05

156329 335 minutes External




Monday 21 November 05 07.25 - 08.30

156491 65 minutes External

Monday 21 November 05 08.12 — 08.32 E Inc Docs 20 minutes

155960 Internal
General Docs 08.12 — 08.30 18 minutes

Monday 21 November 05 15.01 - 15.56

156118 55 minutes Internal

Monday 5 December 05 07.00 - 07.49

157768 49 minutes Internal

Tuesday 6 December 05 Internal —

158097 12.25-13.38 73 minutes Internal &

External (see duration column)

External —

12.25-13.25 60 minutes
Wednesday 14 December 05 07.00 — 08.03 Internal
159084 63 minutes
Thurs 5 January 06 14.30-15.23
160748 53 minutes Internal
Tuesday 17 January 06 12.23-12.31
162529 08 minutes External




Wednesday 18 January 06 14.55 - 15.02

External
162530 07 minutes
Monday 6 February 06 07.00 - 08.13
164667 73 minutes Internal
Monday 27 February 06 18.26 — 18.46
168134 20 minutes External
Thursday 30 March 06 15.48 - 16.15
171329 27 minutes External
Monday 3 April 06 11.29 -12.30
171323 61 minutes

Internal
Monday 24 April 06 16.29 - 16.42
173709 13 minutes External

Thursday 4 May 06
176595

Internal Processing — 16.34 -19.00 =146
minutes

External Processing — 16.35 — 21.09 = 276
mins

Internal & External

Friday 26 May 06
177666

09.37 —11.34 = 117 minutes

External




Wednesday 31 May 06 23.55-00.00 External
178509 IR28314 = 5 minutes
Thursday 8 June 06 11.58 - 12.07 External
179839 = 09 minutes
Thursday 15 June 06 07.00 — 08.36 Internal
179561 = 96 minutes
Friday 16 June 06 11.17-11.26 External
179693 =09 minutes
Wednesday 28 June 06 12.50 - 14.00 External
181036 =70 minutes
Friday 30 June 06 13.02 -13.20 External
181377 = 18 minutes
08.34 — Monday 17 July 06 07.00 — 08.39 Internal & External
182923 = 99 minutes
14.37 — Monday 17 July 06 14.24 - 15.19 Internal & External
183049 = 55 minutes

22.15-23.35 External
Monday 1 August 06 = 80 minutes
185072
Tuesday 5 Sept 06 09.14 - 09.23 External
188308 09 minutes




Thursday 7 September 06 09.53-10.57 = 64 minutes External
188663
Tuesday 19 September 06 13.44 - 14.25 = 41 minutes External
Friday 13™ October 06 12.47 - 12.58 External
+11 minutes
Thursday 19" October 06 22.18 — 01.57 External
+102 minutes (downtime calculated until
close of service at midnight)
Tuesday 7" November 06 07.00 0-08.10 External
194598 +70 minutes
Wednesday 15™ November 06 12.55-13.04 External

195123

09 minutes
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