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NOTE:  Read the Cause Map from left to right with the 
phrase "Was Caused By" in place of each arrow.
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Investigate Problems. Prevent Problems.
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Analysis
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Problem Cause Mapping is a Root Cause Analysis method that captures basic 
cause-and-effect relationships supported with evidence.

ProblemStep 1.
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SolutionsStep 3.
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On January 15, 1990, a cascading failure resulted in tens of thousands of people in the Northeast 
US without long distance service for up to 9 hours.  This resulted in over 50 million calls being 
blocked at an estimated loss of $60 M.  (Remember, there weren't really any other ways to quickly 
connect outside of the immediate area at the time.)         

In this case, a solution needed to be found quickly. The upgraded 
software was pulled and replaced with the previous version.  Better 
testing was surely used in the future because a problem of this 
magnitude has rarely been seen.          

What Problem(s) Phone network outage

When Date January 15, 1990

Time 2:25 PM

Different, unusual, unique Bug in newly released software

Where Facility, site New Jersey Network Operations Center

Unit, area, equipment Long distance switch

Task being performed Recovery from crash

Impact to the Goals
Safety ?

Environmental ?

Customer Service ~60,000 people without long distance service for 9 hours 
(cost for unconnected calls)

Production/ Schedule >50 million calls blocked $60 M

Property/ Equipment ?

Labor/ Time Troubleshooting, repairs

This incident >$60 M

Frequency Problems that affect long distance service very rare


