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On the morning of Nov. 7, 2019, thousands of people received text messages that had been Ui LR
sent nearly nine months earlier. Multiple carriers, including Sprint, T-Mobile, AT&T and Verizon, Regular server
and both iOS and Android users were impacted. Some of the more than 160,000 messages that maintenance Effect Cause
were delayed were from exes, coworkers and even deceased friends and relatives. (Just
imagine whatit would feel like to receive a text from a parentthat had recently died.) Evidence: The company has
issued a statement that regular Basi : .
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There was no indication thata message had been sent from the accounts where they originated, Serverwas fixed in g:z‘;‘f:&:;ﬁ]:xfﬁi‘sr‘szges - s
so people had noidea that a message they had sent months ago, and probably forgotall about, November be delivered.
was finally delivered. The delayed messages caused widespread confusion and resulted in
many awkward conversations as people received text messages completely outof the context.
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i when the serverwas is important, but the most powerful takeaway from this
i‘ggi‘i”e?é;’ae"eﬂfexts fixed case study is aboutcommunication. It's easy to forget
ffromexes, P THERES Vora Than 160000 that two people can be saying two different things and
bosses, etc. Otfet‘ an 160, both can be correct. You can accurately state that you
de”ev’;r'ggzs;%ifhs AND didn't send someone a text last night, but that doesn't
afterthey were sent mean someone i§ wrong when_they say theyl received a
Evidencer Anumberor text from you. This case study is a good reminder to
carriers were impacted, Server keep an open mind during an investigation and be too
including sprint, T-Mobile, Ifuncti ? uick to jump to conclusions.
AT&T and Verizon. The issue "'“"”nf;'1°4ned on q Jump
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Find the causes, not THE root cause stored
It might be tempting to say that the failed server was the root cause, but
focusing the investigation on a single causes means other opportunities to
reduce the risk of something similar occurring in the future would be missed.
. i . . Texts sent usin SMS is the most SMS works on
Working to determine all of the causes (plural), and not focusing on finding a — aMs 9 popular messaging nearly every
single root cause, naturally expands the solutions that are considered. Coming service in the world phone
up with a solution to address the server malfunction is important, but there are
other causes that can also be addressed to reduce risk. In this example,a Texts ran through a
more thorough investigation mightconsider whatcaused the serverto numberof servers [ AND
malfunction, why the problem with the service wasn'’t identified soonerand why prior to delivery
the text messages were delivered instead ofbeing deleted. - - mgm ®
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