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Problem

Immediate Problem (Symptom):

HS Holdings’ entire I.T. system went
down for two hours, and James’ team did

not effectively react to the situation.

Larger Issues:
1. Cultural silos
Poor communication

2. Lack of cohesion
Interpersonal conflict

3. Absence of team identity
Perception gap

4. Poor team leadership



LU
-H.t. Hu

=Miurm i team reswives 5 eall

Timeline of Events

I R e chien
Vard Legs it b che systerm

Arempe te coetect Mick Ellior in the U5 = fasled

s il e Gtk vkl st i

it e Kl i 115,

~Trv ta resclve proslem themstlos

Limuse: Due ra innepersans. conilenfiensines, Araveen et al did ner s e oo Mick Elliar
awerteand Mivk so oo [nilizn cwom wis incamomtent

Trytacall 215, Haldigs, bus cantac: infarmatien ald = failed

Ciwuse: Ktk asenral g st e Fa 1 1ot o

ARELTMET

Lot system (bt symemn mee Sesigned night. no ane tees Jog! = diled

L

-t Janni] thir ks ol Wil TSI RGN EF AR i = ASSUMELD

=H.E Holdings mangeer cones Frne

Frazes
U

s 1o coast US = failed

~Tramee atEmpes ta canes [adin = suce s

D200

<l A L custamer = failed

=rver o oestiried b the nginers - smcoess

Sorvorites)

India
Mumbai)

LLA.E. [Dubai

Key Players

HA. Holdings: Client
Greg James: Global Manager

Greg Jamess Team; Responsible for seamlessly execating a plan to safeguard a costomer's data in all
of their systems, across the globe. Usnally contacted if the customer’s own IT team could not resolve

the problem,
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Key Players

H.S. Holdings: Client
Greg James: Global Manager

Greg James's Team: Responsible for seamlessly executing a plan to safeguard a customer's data in all
of their systems, across the globe. Usually contacted if the customer’s own IT team could not resolve

the problem.

Santa Clara, U.S.
(Headquarters)

-Nick Elliot (application support
engineer & Primary Contact for
this Account)
-Robert Chan (sales account
manager)
-Stephen Spurlock (global vice
president)
-Pam Lawry (vice president)

India (Mumbai)
-Rahul Ashok (service manager)

-Praveen Devilal (support engineer)

U.A.E.
-Jamal (engineer)
-Ahmed Nazr (manager)

ubai

France
-Elisabeth Fournier (customer
advocate for Europeanaccounts)




Timeline of Events

00:00
-H.S. Holdings’ server goes down
-Mumbai team receives a call (?) and logs it into the system
-Attempt to contact Nick Elliott in the US = failed
-Cause: Did not follow “weekend” protocol = thought it was Monday in U.S.
-Try to resolve problem themselves
-Cause: Due to interpersonal conflict/tensions, Praveen Devilal did not want to contact Nick Elliot (US) (Praveen
overheard Nick say the Indian team was incompetent).
-Try to call H.S. Holdings, but contact information old = failed
-Cause: Nick assumed people would just know how to contact him = ASSUMED
-Log it in system (but system not designed right; no one sees log) = failed

-Cause: Jamal thinks only Mumbai programs emergency applications = ASSUMED
01:00

-H.S. Holdings’ manager contacts France
-France attempts to contact US = failed
-Cause: Timing issues
-France attempts to contact India = success

-India attempts to contact customer = failed
02:00

-Server is restarted by the engineers = success




