Windows Update Incident Cluster — Problem Report @ OPEN - MONITORING DECAY

TL;DR. A Windows update rolled out the night of June 9 triggered 17 service desk tickets across 6 categories over 3 days.
The finance team briefly lost Sage on June 11 (INC4540) — the closest this came to a major incident. Daily volume is
decaying (12 - 4 - 1), but the same pattern is expected next patch cycle without a process change.

Problem Mgr, with Claude Al IT Mgr — pending 40 closed incidents - 2026-05-05  CIO - IT Mgr - Service Desk - Tier
- 2026-06-15 1
- Decisions Needed - Sections 1,5 - Section 4 - Sections 2, 3
IN SCOPE
The 17-ticket cluster triggered by the June 9 Windows update Routine service requests in the source dataset (access
across endpoints, with downstream effects on print, VPN, provisioning, software installs, password resets, hardware faults
Outlook, performance, and the Sage finance app. unrelated to the patch).

EXECUTIVE SUMMARY

17 incidents across 6 categories trace to one cause: a Windows update pushed the night of June 9. Sage
finance crashed for the team mid-cluster (INC4540) — a near-major. Volume is decaying naturally, but the
next patch cycle will produce the same pattern unless we pilot-test endpoint updates before broad release.

17 6 1 Day 1:12 - Day 2: 4 -

Day 3: 1

Incidents in cluster Categories logged under Near-major (INC4540) . )
Daily count - decaying storm
COST OF INACTION COST OF ACTION
~17 ~% day 10-15 ~1 day 2-3 hrs $0
incidents / cycle finance outage risk IT person-days setup (one-time) per cycle tooling spend
If nothing changes, the next patch cycle reproduces the same Stand up a small pilot ring (5—10 endpoints), publish a rollback
surge: a Day-1 storm across endpoints, a business-critical app at runbook, and add a CAB review gate for cumulative endpoint
risk, and three days of tier-1 firefighting that crowds out planned updates. All achievable inside existing tooling and roles.
work.
p DECISIONS NEEDED 3 open - status as of 2026-06-15
0 Approve a pilot test group for endpoint updates before broad release. CIO +IT Mgr by 2026-06-
22
e Authorize publication of a Windows-update rolloack runbook owned T Mgr by 2026-06-
by Endpoint Engineering. 29
e Add a CAB review step for cumulative endpoint updates (governance  Change Mgr + CAB chair by 2026-07-
change). 06




PROBLEM MGR KB OWNER CHANGE MGR Cl OWNER

Open Problem record; Publish KB draft (Section 3); Submit pilot-ring and Log practice gap in ClI
assign Endpoint attach to Section 2 rollback runbook for CAB,; register; schedule monthly

Engineering as owner; workarounds. assess CAB-gate backlog review.
confirm fix path. due 2026-06-18 governance change. due 2026-06-19
due 2026-06-17 due 2026-06-22

Cluster identified: Day 2 of the spike (June MTTI: ~26 hrs from first ticket INC4471 Agent signal: INC4556 — "patch tuesday
11). (June 10 08:02) to first cross-agent strikes again? half my floor cant print or get
recognition. on vpn" — agents were noticing.

Practice opportunity: tighten MTTI in future cycles — likely needs cross-agent visibility (shared cluster view in ITSM) so the same observation surfaces
on Day 1, not Day 3.

17 CLUSTER TICKETS — HOW THEY WERE CATEGORIZED AT INTAKE

Apps (canary) '
Network 1 5
Printing 1 4
Email ] 3
Performance | 3
Hardware L] 1
Network and Printing are over-represented vs. uniform (~2.8 per category), the single Apps ticket — Sage — is the canary because it carried the
highest business impact.

1 Problem Record SEV:-P2 ) PROBLEM MGR

Problem ID

Status KNOWN ERROR — cause hypothesized, workaround documented, permanent fix pending.

Problem statement A Windows update rolled out the night of June 9 produced 17 endpoint-class incidents across 6
categories over 3 days, including a brief outage of the Sage finance app affecting the finance team.
Multiple agents independently noticed the pattern by Day 2.

Root cause hypothesis Cumulative endpoint update introduced driver and connectivity regressions (printer drivers, VPN
client, network adapter, Outlook profile state) plus a compatibility break with the installed Sage
version. TBD — measure first: confirm specific KB / build via Endpoint Engineering RCA.

Scope Broad — multiple floors (T.Boone reports "half my floor"), finance team (Sage), endpoints fleet-wide;
window 2026-06-10 08:02 - 2026-06-12 08:20.

Severity rationale « Broad team impact across multiple floors and finance.

« Business-critical app (Sage) briefly down — finance could not process invoices.

« Service recovered same-day; broader cluster decayed within 3 days.

« Does NOT meet P1: no total service outage, no enterprise-wide loss of email or network, no
executive escalation.

Permanent fix path Endpoint Engineering confirms the specific cumulative update, identifies the regressing component(s),
and either rolls forward via vendor patch or pins an internal config workaround. Tracked under this
Problem until closed.

Problem owner Endpoint Engineering Lead. Reports status weekly to Problem Mgr until fix confirmed.

2 Workarounds — Use This Afternoon TIER 1

Ordered by ticket volume. Attach the KB article (Section 3) to every ticket where you apply a workaround.



SYMPTOM (AND TICKETS)

Network / VPN / shared-drive
failure post-update

Print failure post-update

Outlook won't open / crashes /
outbox stuck

Slow boot / freeze post-update

Missing wifi adapter / dock not
charging

Sage app crash — finance
team

FIRST ACTION

Reboot once; reset network adapter
(netsh int ip reset); reconnect
VPN profile. If shared drive still
unmapped, re-run the logon script.

Restart Print Spooler; reinstall printer
driver from approved package. If driver
error persists, roll printer back to prior
driver version.

Close Outlook fully; rebuild OST
profile; restart. Clear stuck outbox
draft.

Confirm update finished installing;
clear pending reboots; check disk for
stuck indexing.

Reseat dock; reinstall network adapter
driver from Device Manager.

Do not troubleshoot at tier 1.

3 Knowledge Article — Draft

KB OWNER

KB ID

Status
Title
Symptoms

Diagnostic

Resolution

Escalate when

Related

Consumption metric

SUCCESS LOOKS LIKE

VPN connects within 60 sec;
shared drive maps within 60 sec
of next login.

ESCALATE WHEN

Fails twice, or affects a
whole floor (escalate to
Network + Problem

Mgmt).

Test page prints within 30 sec.

Driver rollback fails, or

more than 5 users on
the same printer
affected.

Outlook opens within 30 sec and
stays open through one
send/receive cycle.

Boot completes within 3 min; no
freeze within 1 hour of use.

Adapter visible within 60 sec of
reinstall.

Crashes return within 1
hour of the fix.

Freeze recurs, or boot
exceeds 10 min.

Adapter still missing
after reinstall (hardware

swap required).

n/a — escalated immediately.

Immediately — escalate

to Problem Mgmt.

DRAFT — pending Service Desk Mgr publish.

My computer has multiple issues after a recent Windows update

Printer offline or won't print after morning login; Outlook won't open or crashes repeatedly; VPN won't
connect or drops after a minute; shared drive doesn't map; computer slow to boot or freezes; missing
wifi adapter; Sage finance app fails to launch.

Confirm a Windows update installed in the last 72 hours. If yes, this article applies.

Apply the Section 2 workaround that matches the user's symptom. Most issues resolve within one

reboot plus a driver or profile refresh.

The workaround fails twice; the issue affects a whole floor or team; or the user reports a business-
critical app failing (e.g., Sage) — escalate immediately to Problem Mgmt.

Problem ID (Known Error) - Section 2 - Section 5 (Cl Register) - Prior KBs status: TBD — check KB

index for prior Windows-update articles.

Attach count + first-touch resolution rate. Target: 280% of inbound tickets matching symptoms
resolved without escalation within 14 days of publish.

4 Change Enablement Path

CHANGE MANAGER

The three Decisions Needed flow through Change Enablement. Each must be assessed, approved, and scheduled before implementation.

CHANGE

Stand up pilot test group (5—
10 endpoints)

TYPE

Normal

cycle.

ASSESS - APPROVE - SCHEDULE

Assess: low risk, ~1 working day setup. Approve:
CAB next session. Schedule: before next patch

posture.

ROLLBACK

Revert to prior auto-deploy



CHANGE TYPE ASSESS - APPROVE - SCHEDULE ROLLBACK

Publish Windows-update Normal then Assess: documentation only. Approve: Service Ad-hoc rollback while runbook
rollback runbook Standard Owner Change + Cl. Schedule: draft by 2026-06- is updated.
22, published before next cycle.

Add CAB review step for Normal Assess: adds ~30 min/cycle. Approve: Change Remove if it materially delays
cumulative endpoint updates (governance) Manager + CAB chair. Schedule: in effect from critical security patches.
2026-07-06.

5 Continual Improvement Register Cl OWNER

Cl tracks the practice gap that allowed this class of incident — not the incident itself (that's Problem Mgmt, Section 1) or its implementation
(that's Change Enablement, Section 4).

Practice gap Change Enablement — endpoint updates currently bypass pre-release validation; there is no pilot ring
and no formal CAB gate for cumulative endpoint updates.

Business signal 17 tickets in 3 days across 6 categories (INC4471-INC4556). Agent quote: "patch tuesday strikes
again?" (INC4556) — agents were absorbing the pattern in real time.

Practice owner Service Owner — Change Enablement. (Not the patch owner — patch ownership stays with
Endpoint Engineering.)

Process change Introduce a pilot ring plus a CAB gate for cumulative endpoint updates; reference Section 4 for
implementation.

Process metric % of endpoint updates that pass through pilot ring before broad release. Target: 295% within 2 patch
cycles (=60 days). This is a practice metric, not an incident count.

Done when The new process is operating standard practice for 3 consecutive patch cycles, confirmed at Monthly
Backlog Review.

Weekly Standup Monthly Backlog Review Quarterly to Leadership
15 min - Cl Owner 30 min - IT Mgr + Cl Owner 60 min - IT Director

6 Forward Look PROBLEM MGR

Expect residual tail tickets over the next 7-10 days (singles, not clusters) as remaining endpoints catch up. Daily counts are
decaying (Day 1: 12 - Day 2: 4 - Day 3: 1). Without a process change, the next monthly patch cycle is expected to reproduce the
same Day-1 surge — and the same near-miss on a business-critical app.

CONFIDENCE - MEDIUM Basis: clear decay curve in this dataset; next-cycle prediction depends on update content (unknown until release).
Canary ticket — closest to major incident: INC4540 — "Sage app crashes on launch, whole finance team affected, cant

process invoices" — finance lost a business-critical app mid-cluster; this is the ticket that would have triggered a P1 if recovery had
taken longer.

CContinuaI Improvement>

(Change Enablement) (Incident Mgmt) CProbIem Mgmt)
(Knowledge Mgmt )
<Forward Monitoring)

5 ITIL 4 practices, 1 input, connected by the analysis above.

How Al connected them



TICKET SIGNAL CONNECTING WORDS

INC4471 Connected "user cant print, printer shows offline, was fine yesterday"

INC4472 Connected "no internet on laptop after restart this morning"

INC4475 Connected "Outlook wont open, spins then closes"

INC4478 [ Named ] "nc super slow since the update last night, took 15 min to boot"
INC4480 Connected "print jobs stuck in queue, nothing comes out"

INC4483 Connected “tant connect to vpn, just says connecting forever"

INC4488 Connected "outlook keeps crashing every few minutes”

INC4491 Connected "computer froze twice this morning, had to hard reboot"

INC4495 Connected “cannot print to 3rd floor printer, urgently need to print contracts"
INC4499 Connected "shared drive not mapping, cant reach my files"

INC4503 @ "laptop restarted on its own for updates and now wifi adapter is gone"
INC4510 Connected "cant send email, stuck in outbox"

INC4518 Connected "everything slow since yesterday, apps take forever to open”
INC4525 Connected "vpn drops after about a minute, started yesterday"

INC4531 [ Named ] “orinter driver error popped up after a windows update”

INC4540 Connected "Sage app crashes on launch, whole finance team affected, cant process invoices" (canary)
INC4556 [ Named ] "patch tuesday strikes again? half my floor cant print or get on vpn"

Named = ticket text mentions "update" or "patch". Connected = ticket text doesn't mention the cause; Al connected it by timing + symptom. A keyword
search would surface 4 tickets; Al surfaced all 17.

Author - Problem Manager IT Manager Review - Pending CIO Sign-off - Pending — see Decisions
Needed

DOC ID REVISION CLASSIFICATION DISTRIBUTION

PROB-2026-06-WIN-UPDATE v0.1 - draft Internal - IT Leadership CIO - IT Mgr - Svc Desk Mgr

HOW THIS REPORT WAS GENERATED

Authored by the Problem Manager. Pattern analysis and draft artifacts produced with Claude Al from the source dataset; reviewed and finalized by the
Problem Manager.

Source: 40 closed incident records, 2026-05-05 - 2026-06-15. Filename / extract method on file.

No system IDs (PRB, KB) assigned in this report — ITSM and KB systems assign IDs at intake and publish.

Reproducible from the source dataset using the original prompt (on file).

Live analysis run: 2026-06-09 10:35 MDT - 17-ticket cluster derived from 40 source rows - canary INC4540 - MTTI ~26h.



