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1. Executive summary

On 2026-05-19, the North Harbor customer environment experienced intermittent gaps in
telemetry visibility following a scheduled gateway configuration change. The customer
reported that several dashboards showed delayed readings and that a subset of field
alerts arrived after the associated operating window had closed. Service was not fully
unavailable: local collection continued at affected sites, and delayed data was later
received. The incident was classified as severity two because the delay impaired
operational monitoring during a planned maintenance period.

The original customer update stated that the interruption was "caused by an expired
network certificate." That statement was a preliminary assessment based on an alert
seen during the first hour of investigation. This final review retracts that single

cause conclusion. The final evidence shows that certificate renewal timing contributed
to one failed reconnection attempt, while a separate retry-throttling configuration
extended the period before several gateways resumed normal reporting. Neither factor
alone explains every observed delay. The original update remains preserved as an
attributed preliminary assessment; this review changes its conclusion and scope.
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2. Chronology

At 15:30 UTC, the Regional Change Windows team began a scheduled configuration change
for North Harbor gateways. The approved event record listed a 15:30-16:15 UTC window
and named the Field Services shift lead as the handoff recipient. At 16:08 UTC, a

monitoring alert reported failed reconnect attempts from four gateways. At 16:19 UTC,

the customer operations desk received a call reporting delayed dashboard values. The

desk created the incident record at 16:42 UTC and recorded the customer’s description
without treating it as a technical conclusion.

At 16:56 UTC, an engineering responder found a certificate warning in a gateway log
and advised the incident coordinator that renewal timing was a likely cause. At 17:11
UTC, the customer operations desk sent an update describing the certificate condition
as the apparent cause. That update was approved as a preliminary status message, but
its wording did not sufficiently distinguish a likely cause from a confirmed root

cause. At 17:24 UTC, field services reported that two gateways had renewed credentials
successfully yet still observed delayed reconnection.

At 18:05 UTC, engineering compared the affected gateways with a control gateway that
had the same certificate schedule but a different retry-throttling value. The control
gateway returned to normal reporting sooner. At 18:37 UTC, the coordinator asked the
Configuration Management group to preserve the change record and to confirm whether
the retry value had been altered as part of a prior maintenance template. At 19:12 UTC,
the group confirmed that a template revision had set a conservative retry interval for
four gateways. The setting was intended to reduce connection churn, but the value was
not adjusted for the shorter maintenance window.

By 20:06 UTC, all gateways were reporting normally. No customer data was lost; delayed
measurements were backfilled from local buffers. The coordinator closed operational
containment at 20:30 UTC and opened the formal review.
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3. Findings and attributed disagreement

Engineering’s finding is that certificate renewal timing triggered a reconnect failure

on a limited subset of gateways. Engineering further finds that the extended delay
resulted from retry throttling interacting with that initial failure. Field Services’

finding is that the scheduled change window was too short for the observed recovery
sequence and that the handoff record did not state the specific rollback threshold.
Customer Operations’ finding is that its first external update used overly definite
language because it relied on the preliminary engineering message without the required
qualification.

These findings are not contradictory once their scope is stated. The certificate

condition is a documented contributing event. The retry setting is a documented
contributor to recovery duration. The planning and communication issues are documented
contributors to the customer impact. The review does not assign a single individual

cause to any person or team. It also does not treat the customer’s initial description

as proof of a technical cause; it remains a customer-reported symptom.

4. Correction and retraction

On 2026-05-19 at 18:03 UTC, Customer Operations issued a correction to the 17:11 UTC
update after the correction scope was prepared under IR017-CORR. It stated that the
company was investigating both credential renewal and gateway retry behavior, and that
a final review would follow. The Chief Operations Officer joined the preliminary

briefing on 2026-05-20; that briefing approved no final cause. On 2026-06-03, the same
office issued this final review. The 17:11 UTC preliminary

statement is superseded only with respect to its assertion of a single cause. It is not
deleted, because it accurately records what was communicated at that time and why a
later correction was necessary.

The superseded sentence is printed here in the form it was sent, struck through to show
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its status: the interruption was-eaused-by-an-expired-network—ecertificate: The

replacement finding is that both conditions contributed: certificate renewal timing
and retry throttling. Neither alone accounts for every observed delay. Striking the
sentence records that it is no longer operative. It does not remove it from the record,
and it does not imply that its author reported anything other than what was known at
17:11 UTC.

5. Actions and owners

Configuration Management will revise the maintenance template by 2026-06-20 to require
a stated retry value, rollback threshold, and expected recovery interval. Engineering

will add a release-review check for interactions between credential renewal and retry
logic by 2026-06-27. Field Services will amend cross-region handoff guidance by
2026-06-24 so that the named recipient acknowledges the planned UTC window and rollback
criteria. Customer Operations will require incident updates to label preliminary

technical assessments as preliminary until the incident coordinator approves a final
conclusion. The desk’s standing notification criterion® is unchanged by this review: a
service ticket whose noted delay reaches sixty minutes is reportable to the affected
customer, and a shorter delay is recorded in the service register without a separate
notice. The criterion applies per ticket; the register stores the noted minutes and does

not restate the criterion beside them.

The coordinator will verify completion of each action against its assigned record. An
action’s completion does not retroactively change the incident chronology or convert
the preliminary statement into a final finding. This review is approved for internal
operational use on the issue date above.

1 The criterion is a communication rule, not a severity definition. It governs whether
a customer notice is owed for a ticket; it does not classify the incident, and it is not
reproduced in the service register.
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