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Alltimes in UTC

April

Incident: e

Incident occurs

® 07:46
First customer
contact

08:17
Incident created

Atlassian acknowledges outage

Status: Limited information communicated.

Incident

comms: ® 00:56
® 01:00 First proactive
Firstemailto  Atlassian public
affected comms
customer
billing
contacts
® 08:31

Initial Atlassian
response begins

® 09:01
First Statuspage  contnued statuspage updtes
update
 17:00
Proactive calls to

customers begin

® 17:30
First press article
(includes Atlassian
statement)

® 2315

Partners notified

Restoration: [CPASIEES

‘Continued Atlassian responses via support and social

Communicated issue identified
Inconsistent communication on time to restore.

® 01:50
First personalized
email to affected
customers (from
Co-CEO)

support tickets

Continued calls to customers

Continued communications

Continued updates

23% 35%

Tech 0—. Detection, starting the recovery & identifying our approach

workstream:

2148

Allimpacted * 23:56

usershave ~ Status

been restored adjusted to
Resolved
and severity
adjusted to
Green

Clarity on what happened
Who was affected, time to restore, % restored, and addressed datalloss.

® 02:00
Atlassian publishes
CTO’s blog and
Statuspage including %
restored information

® 03:45
First Community post
with detailed outage
updates and Q&A

45% 49%

. Early recovery testing - Restoration 1approach

Continued Community
postsandupdates andstawspage

ors

® 04:30
Atlassian
announces 99%
of sites restored

Restoration promised
by April 22 via support

Continued support and restoration updates

tickets

62% 85% 100%

Accelerated recovery -
Restoration 2 approach
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