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MET PROCESSORS - ERROR 500

Background Information
Met Processors is a medium-sized computer company specializing in the manufacturing and selling of Desk Tops and Portable Computers. Every year Met Processors achieve the enviable feat that they deliver new innovative solutions to their clients. Therefore we expect to get various end user requests for additional requirements to be build into certain software applications. This is now part of the job and any new request for a modification is normally handled swiftly and comprehensively. 
Met Processors have been providing a number of software solutions to the Airline Industry. Some of our clients are airlines such as British Airways, United Airlines, South African Airlines, KLM, Air France and Qantas. Most of our software solutions are around the managing of passengers and their luggage.
The Problem
Monday morning the 2nd of July, this week we received a serious complaint from British Airways that could have severe ramifications for the reputation and stability of our passenger check-in Legacy software. BA was complaining that they had difficulties checking in a certain passenger. In the end they had to check-in that passenger as John Doe. The initial feedback from the check-in clerk was that she could not enter the passenger’s name and the moment she entered the name the system showed error 500 (Invalid transaction). This meant she had to close down the application and reboot the software. She tried for a second time to register the passenger’s name and the same error 500 appeared. She was then forced to shut down and reboot the software again. She reported this glitch to her superiors and they then together tried to register the passenger for his flight. The same error appeared and they then decided to not further delay matters with this person’s check in, and then checked the person as John Doe and this name was accepted immediately without any troubles.  
More Information             
The software developers at Met Processors were very concerned about this situation, because this software was tested extensively and no problem was found. In fact BA was the first airline to purchase this new software and one of our developers spent a week at the client to ensure that she would be able to sort out any difficulties when it happened. Nothing happened, and it seemed as if this software was very robust and showed no signs of initial bugs plaguing the system. They were using this software for the last year and it is very strange to experience this kind of problem now. It is a general feeling that the system developed some kind of bug or permanently corrupted a file. On Tuesday Met Processors helped the client to re-load and test the software.
















	

[image: C:\Documents and Settings\faizan\Desktop\TDG\LOGOS\K&F Logo\K&F Logo 2.jpg]With the testing they could not replicate this fault and were under the impression this problem was resolved. Everybody went back to their normal work until BA called yesterday (Wednesday) to say they just had another incident with the exact error message. This time a passenger in Johannesburg had the same embarrassing experience. John Loggenberg checked in for Dulles International airport (Washington DC), and could not check in. The same series of incidents and re-booting the software was performed, as was the case in Dublin and London on Monday.
This problem became a serious worry and the IT Director of Met Processors insisted this issue is to be resolved as soon as possible. You’ve put various resources on this and they gathered the following information:
· The first complained happened in Dublin with Barry Logan on Monday morning 6am as he tried to check-in for his flight to London Heathrow airport. Apparently he experienced the exact same problem checking in for his return flight to Dublin that same evening. He traveled without any luggage.
· KLM and Qantas are using the same software and they are not experiencing any problems of this nature with their passengers. They’ve been using the software for the last 6 months without any problems.
· It was verified that BA did ask for an upgrade of their software to allow their check-in clerks to punch “logging in” and “logout” commands to allow them to bring up another application. BA asked to have this flexibility built into their software. The developers made this modification last month and after testing it released this software to BA a week ago. BA upgraded their software last weekend. They have other applications such as flight searches and tracing of baggage, which to the best of their knowledge are not giving any problems.
· The check-in software did not give us the normal errors such as “cannot match passenger name” or “cannot find reservation”. It was confirmed that the error occurs when the check-in clerk is entering the last name of the passenger. It does not give any problems with the first name or flight details. BA also did not experience any problems with the summary list of final names for each flight.
· Johannesburg had some power outages they believe could have corrupted some files.
· Almost all BA stations globally did a re-installation of the upgraded check-in software to eliminate any possible permanent file corruptions. They did not seem to experience the problem again. 
· Johannesburg did not have the time to do this re-installation yet and yet they did not experience any further “error 500” issues.
· It was also discovered that our Security division asked for a patch to increase flight detail security for all clients using our Legacy 2.0 check-in software. This patch was made available on our website over the weekend. All clients were informed to upgrade their software with this security patch in their own time.
It was just reported that John Loggenberg just checked in at the United Airlines counter in Washington DC for a connecting flight without any difficulties.
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