Incident Report ™
Telehouse PWAN Blade Failure entaﬂ(?t

Report Date: 4" February 2015 CONNECTING CONFIDENCE®

Introduction:
The report below outlines the issues experienced at Telehouse between 01:52 and 10:49 on Monday 2" Februa ry.
Breakdown of the events:

At approximately 01:52 on Monday 2" Februa ry, connectivity was lostto one of our PWAN infrastructureswitches
located in Telehouse. Followinginitial reports from customers and investigations by Supportstaff, we identified that
the causeof the disruption related to PWAN infrastructure,sothe casewas escalated to our Systems engineers, at
approximately 03:10. During remote investigationsvia out-of-band management, our findings indicated that the
supervisor bladehadfailed. Attempts to remotely restore functionality of this blade were unsuccessful.

The incidentwas reported at 04:00, whilstarrangements to dispatch engineers to Telehouse with replacement
hardwarewere being made. Engineers arrived atour Telford Headquarters to collectsparecomponents and other

equipment before setting off to Telehouse at approximately 05:15.

Whilstour engineers were en route to Telehouse, work continued with the aim of bypassingtheproblem by

reconfiguring parts of the MPLS network to avoid the affected equipment.

Engineers arrived at Telehouse at approximately 09:30 and made their way through site security to our suitewith
replacement hardware. Work to replacethe failed supervisor bladebegan at approximately 10:00. This work was

completed at approximately 10:49 and normal servicewas restored.

We arealreadyinthe process of eliminating our reliance on these physical devices and decommissioningthem in

favour of a VPLS based platform made possible by the recent deployment of our new core routers.

We apologiseforanyinconveniencecaused by this incident.
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