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Customer communication log already sent to Meridian Bank
See the failure before it happens.


INC-4471 Customer Timeline
This chronological log summarizes the customer communications already sent to Meridian Bank for the Aurora Sentinel alert delivery delay on Thu 3 Sep 2026. Times are SGT / UTC+8 and align to the active incident record managed by Tom Okafor.
	Time (SGT)
	Customer communication

	03:05
	Initial notification sent to Rajiv Menon confirming Aurora Dynamics was investigating delayed alert delivery affecting Meridian Bank production traffic. The note stated that no lost alerts had been identified at that time and that the support bridge was active.

	03:45
	First interim update confirmed that consumers were reporting healthy and that investigation was focused on queue growth and delivery latency. Aurora committed to continue updates while preserving alert integrity.

	04:45
	Second interim update reported that queue depth remained elevated, error rates had not increased, and no dead-letter growth had been observed. Meridian Bank was advised that engineering was validating mitigation options.

	05:35
	Mitigation notice advised that a controlled scaling action had been applied at 05:31 and that the backlog had started to reduce. The message emphasized continued monitoring until delivery returned to normal range.

	06:22
	Resolution notice confirmed that alert delivery had returned to normal operating range and that reconciliation showed delayed alerts rather than lost alerts. Aurora committed to provide a full RCA after engineering review.


Customer-facing wording used
Aurora Dynamics acknowledged the operational sensitivity of delayed predictive-maintenance alerts and avoided speculative cause statements in customer updates. The communication posture was factual: what was observed, what was being checked, what action had been taken, and when the formal RCA would follow.
Commitment to Meridian Bank
Aurora Dynamics will deliver the full RCA package to Meridian Bank after post-incident review, including confirmed impact, contributing factors once validated, and follow-up actions owned by the incident and delivery teams.
Internal handoff notes
1. Rajiv Menon remained the Meridian Bank operational contact through the incident window.
1. Helena Vargas should receive the executive summary once the RCA is approved for customer distribution.
1. Ava Nakamura and Priya Raman should use the approved customer timeline when preparing any Project Northstar QBR material.
1. Do not add unvalidated cause language to customer material before the RCA is complete.
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