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From: Marta Al varez, Custoner QOperations <nmarta.al varez@ortexgrid. exanpl e>

To: North Harbor Service Desk <service-desk@orthharbor. exanpl e>
Cc: Morgan lgbal; Priya Raman; Custoner Operations Duty Desk
Date: Tue, 19 May 2026 10:11:00 -0700

Subject: Prelimnary status - North Harbor telenetry del ay

North Harbor team - sorry this is landing right after the planned work.

We are investigating delayed telemetry visibility following today’s scheduled gateway
configuration window. Local collection remains active at the affected locations, and

our current information indicates that several gateways are taking longer than expected
to reconnect. We have identified an expired network certificate as the cause of the
interruption. Engineering is reviewing renewal status now while the incident coordinator
collects the gateway and field-service records.

The scheduled change window was 15:30-16:15 UTC. The present impact is delayed display
and alert delivery for a subset of monitored values. We have not identified data loss.

We will provide a further update by 18:30 UTC, or earlier if the service condition

changes. The named coordinator for this event is Morgan Igbal, reference IR-2026-017.

Regards,
Marta Alvarez
Customer Operations

Morgan - 10:32 PDT
Inline reply to Marta’s 10:11 note; Priya, Theo, and the duty desk copied.

Marta - one wording thing before the next send.

> We have identified an expired network certificate as the cause of the interruption.
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That went out too definite. Please correct it in the next send and call the certificate
finding preliminary. Engineering confirmed a credential warning, but Field Services

has also reported that two

gateways renewed credentials and still took an extended period to return to normal
reporting. The team is now comparing retry-throttling values against a control gateway.
Best we can honestly say right now: we're investigating more than one condition. Please
don’t pin it on credentials, Release, a field tech, or a supplier yet.

For the next update, it is appropriate to say that delayed measurements are being
backfilled from local buffers and that the operational team is monitoring recovery. It

is not appropriate to say that the customer environment was misconfigured; no source
record supports that claim. Keep the incident reference and the next update time in
UTC. The regional team may provide a local-time translation in a separate sentence.

Morgan

From: Marta Al varez, Custoner QOperations <narta.al varez@ortexgrid. exanpl e>
To: North Harbor Service Desk

Cc: Morgan | gbal; Priya Raman; Custoner Operations Duty Desk

Date: Tue, 19 May 2026 11:03:00 -0700

Subject: Correction to prelimnary status - North Harbor telenmetry del ay

North Harbor team,

This corrects our 10:11 Pacific update. That note made the credential-renewal warning
sound like the cause. It was our first update, and the wording was too certain.

The investigation now includes gateway retry behavior and the timing of the maintenance
window. The correction does not change the reported customer impact: some telemetry and
alerts were delayed, local collection remained active, and the team is restoring normal
reporting.

The delay itself did happen; we're correcting the explanation. We'll send the final
review after Morgan completes the comparison. Next update is still due by 18:30 UTC.
Please keep IR-2026-017 in replies - we've already got two almost-identical subject
lines floating around.
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Regards,
Marta Alvarez

From: North Harbor Service Desk <service-desk@orthharbor.exanpl e>

To: Marta Al varez

Cc: Morgan Igbal; Priya Raman

Date: Tue, 19 May 2026 11:19:00 -0700

Subject: Re: Correction to prelimnary status - North Harbor telenetry del ay

Marta,

Thanks for the correction. We'd rather have the careful version than the fast, tidy
answer - especially today.

Received. Our local operators understand that the credential warning is one item under
review and not the final cause statement. We will use IR-2026-017 in our operational
notes and will retain the 18:30 UTC update time. We have observed that delayed values
are arriving, which is consistent with the backfill description in your message.

North Harbor Service Desk

Jules - filing follow-up, 12:06 PDT

Small housekeeping note: | filed the whole thread with the incident chronology, not

just the cleaner correction. The first note is still there, as is North Harbor’s reply.

Their "received" tells us what they were told; it doesn't turn their observation into

our technical finding. The promised update is 18:30 UTC even though the mail display is
Pacific time - adding that here because | nearly put 18:30 on the local shift board.

Jules
P.S. Marta, North Harbor also asked whether "backfill" means somebody is re-entering
readings by hand. | told them no: the gateways kept local readings and the delayed

values are arriving from those buffers. Could we spell that out in the 18:30 note?
Their overnight operator sounded understandably nervous about it.
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