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27U 7+ (EBMR - Fy7HE)

Fy70E KEY BRTHEIRIE NG UEIZELULHMERE L2 SOFT=E L, AZIERIICH B
EROFIE OEXAITERTCHFICHT QMR TEKRERER OKEY (£) ZIF%2IEEFSTICEADETRYERT

3HOBBIDEE A Number from March 34 A —7> 707  2:05PM

1 PriyaSharma h2xx~v—H/t2 - v3x—2 v —
Kenji. The uptime figure in the Halvorsen deck. Ninety-nine point four.
B8, NLTFx —ErEIFEROBEEER, 9945t b,

> | Kenji Sato ##H 324555 PM ()
Yes. That's from headquarters.

T, KA LDT—&TT,

PriyaSharma Hxs2v—9/7t2 - w5 —2 v —

w

| read it out loud. In the room. To their CTO.
TNk A LETIZ0, HOEET, FHDCTOIZED > T,

4 | Kenji Sato ## S5 PV (Hi)
That's correct, isn't it?
AoTWETLN?
5 | PriyaSharma Hx4~v—4/twx . vix—2 v —
It was correct in March. It's ninety-six point one now. He had the status page open on his laptop.
BARFRTIEN, $1396.1, FIE/ — FTRT—RAR=IZHELTW b,
6 | Kenji Sato #ifSi=25550 PM (7))

I'm so sorry. I'm really sorry. It was the file that Tokyo sent me, and | assumed —
FHICTHERA, RHEICHLARDHY €A, RRDOEONTELT77ALT, To&Y—r

NG I'm so sorry... it was the file that Tokyo sent me... #EDOREDH LICEVIR, ZOIEETERITSHITTEDL S

7 | PriyaSharma Hx4~v—H/twx . vix—2 v —

Okay.
Z9

SOFT Okay. FFLTldLvilL, RFEEKbL YT

8 I DavidChen 771>z —F
Where else does that number appear?

FOHFIIMBIcETITHTWS ?



9 | Kenji Sato /i35 PM ()

...l would have to check.
~~~~~~ BRLAVWESNY EB A

10 I DavidChen 771+ >=x -1 —F
Then that's the first thing. Not the apology. The blast radius.
moZNDBRAIL, BEL 2 HV, WEMETL,

11 I Mark Stevens = =7 - V04X bv 42—
It's in the renewal deck for Brightpath. And the sales one-pager. I'd guess four places.
T7AMRADEHERIASTD, HEBEDIKD D, 7 RAIDFIT,

12 | Kenji Sato #2550 PV (H1A) KB

| am very sorry. | will be more careful next time.

RERLRHY A, REFH>&XZDITET,

NG | will be more careful next time. 4G, AL ZEHL LR VDT, HFIFRLC I REZEELEIT S

13 I Mark Stevens > =7 - VX bv—4r 42—
Careful isn't a process, man. Nobody's mad at you. We just need the four places fixed.

SEDITD, FHEEAL 2RV, HERoThHULL, dDFFERIZVL W,

NG Careful isn't a process. Tz 2T IE, WEE LTHA LN TLARL

I SEID [THEFVBA] right Apologies 34BEEFF  2:30 PM

14 | Kenji Sato #iR=ZE%E PV (HH)
Priya. May | apologize properly.
TIY, RHTHLE T LI,
15 | PriyaSharma Hx4~v—H% 742 vir—2 v —
You've said sorry eight times in twenty-five minutes. | counted.
259> T8l [¥HEEA] ZEW b, BATLD,
16 Kenji Sato ##8 = 57440 PV (1A
In Japan, that is how we show it is serious.
HATIE., ZNHELZIFEDTVWEZEDRLARATT,
17 | PriyaSharma Hx4v—H% 742 vir—2 v — il

| know. | did the same thing for two years. Here, the eighth sorry makes you look less reliable, not more.

M>T2, Fhb2FEP o7, TITEHBEEBD [THEEA] I BYDPLAETAL 2T BDD,

KEY The eighth sorry makes you look less reliable. #FEDEZHITEEOEICAHm 0, G LARST
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25

26

Kenji Sato #7/8 =255 PV (H1A)
Then what do they want?
TlE, AZERHTNBATT D,

PriyaSharma Hxs2v—9/7t2 - w5 —2 v —
Three things. What happened. What you're doing about it. And proof it's already moving.
320&, ANRESD, ZNICHLTAZLTLS D, ZLTENAESIHLTLD &L EH,

KEY What happened. What you're doing. Proof it's moving. ZFEDHFE L D35, FIBEEZICH AL

Kenji Sato == =G50 PV (H1A)
And the apology?
HSEL?
PriyaSharma H x4 ~v—H /w2 w7 —2 v — AHOE

Once. Four words. "That one's on me." Then never again in that conversation.

1[al, 4%, [Thatone'sonme.] ZDH & Z, FOERETIEZE LB O AL,

KEY Thatone'sonme. ZMNIFFDEETT — HEEDOMEEZ—F T, 1A

Kenji Sato iR == <750 PV ()

Only once. That feels too light.
1E71, BT ELRHNLET,

PriyaSharma H x4 ~v—H% /w2 - vx—2 v —
It's heavier. Once means you're finished apologizing and you're starting work.
WICEWO, A>T #H2DERD>T, HIEFICA-T> TERIED B,
PriyaSharma H x4 ~v—H% /w2 - vx—2 v —

And drop "Tokyo sent it to me." The second you explain who else touched it, the apology stops counting.
Zhe TERDOESNTES] TR TT, #MMBDOAN B>/ EERBALZBRM., #HBEHR oA RS,

KEY Drop "Tokyo sentitto me." EWRALIDOAS &, HHFEEFLOICKS

Kenji Sato #7/8 <558 PV (H1A)

But it is true. The file really did come from Tokyo.
THLEETY, 77 ANVIEIRBICERL HERE LT,

PriyaSharma Hx42v—9/7t2 - w5 —2 v —
It's true and it's not yours to say. Let David find that out from the file history. From you it's an excuse.

EETH, BAELEHIPESIZEL»RWL, TEY KRBT 7ALERELISROITNIEVN WL, HAa-oOsrsHniE, hid
SWERICK %,

KEY It's true and it's not yours to say. EEAE S HTlEAL HOODSHI D TERIEDL S




27

28

29

Kenji Sato #7/8 =255 PV (H1A)
..Then what do | say about the four places?

~~~~~~ ADFRICDOWTIE, mESZIEVWTT Yy,

PriyaSharma Hxs2v—9/7t2 - w5 —2 v —
Nothing. You fix them first, then you speak. Come back when it's done.

A, LICELT., ZNHHET D, Rb-oTHHET,

Kenji Sato 77 55225075 PM (1)
And to you? For the room, with their CTO?
HTIZIE ? A DCTODEI T,

PriyaSharma Hx2v—9 /42 w52 —

Ask me what would make it right. Don't guess.
EDTNITEY RE DD, FACEWT, HBLEWT,

KEY Ask me what would make it right. #HEOEIESEIE, HEZZ AN LIDD SN

Iﬁ:fﬁﬂ&f:‘@? Fix the Machine HZD7T XU, ELTHESE 510PM

31

w
w

34

Kenji Sato #7/8 <5588 PV (1)
Sarah. The uptime number in three customer decks was wrong. That one's on me.

Y7, SEOBEEENOBBENR>TVWE LT, TNIFRADEETT,

PYEL

KEY Thatone'sonme. 1E71F, EWVWRA L, T IADEITDE. WEDE

Sarah Miller /i =225 500 2=
Go on.

el <o

Kenji Sato == 25G7E A0 PV (HH1A)

Here's what happened, and here's what I'm doing about it. A March figure carried into current decks. It

appeared in four places, not three — | found the fourth an hour ago.

ANREAE. ZNICHLTAZLTWEHZRL EIFEY, SARKOBFARTERICEbHEINTULE L, 3

DT TR <ADFTd, 4D2BIFIKMEIICRE 21T £ L7,

KEY Here's what happened, and here's what I'm doing about it. SZE-XWEO_EEZ, BIEIE AN WL

Sarah Miller /i =225 50 2=
Status.
HoRr I,
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39

40
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42

43

Kenji Sato #7/8 =255 PV (H1A)
All four are corrected and re-sent. I've already put a fix in place — let me walk you through it.

MEEBHIBELTHEFATYT, BRBLEDI TITANE L, TRBAL XTI,

KEY I've already put a fix in place. J TIZEIWTWLW3 &Rd, TNA3RED [FHL]

Sarah Miller /25255550 A0 =
Walk me through it.
SR LT,

Kenji Sato 7/ =223 558 PV (1)
It won't happen again, and here's why — every customer-facing number now pulls from the live status
page, and nothing ships without a date stamp on the source.

TELREECA, BREBLLETET, BREICHIHFRIRNTIATDRT—ZAR=U A 05K 5ICL, HHl
ICEMRAA > TWEWERHTHE A WEEAIC L £ L7,

KEY It won't happen again, and here's why — 15 Clai <A TED, [RE22T T L ORENZE

Sarah Miller :7/5 =2259550 &0 &
Who built that?
ZNILHEDME- 72D,

Kenji Sato =7/ 522G 558 PV (1)
Elena, in forty minutes. | asked her before | came to you.
TLFTY, 4090 T TINEDHNICEAZE LT,

Sarah Miller /25255550 A0 =

So you fixed it, you shipped the fix, and then you told me.
2FY. BLT, MEKHANT, ZNHhHRICHRE L7-D1,

Kenji Sato =7/ 522G 558 PV (1)
Yes. | should have flagged it earlier — | found the March date at eleven and told you at five.

EW, b2 ERCBEATINETL A, 3ADEMICRDOVWADIFLIRT, REEFERKICHY £ L7,

Sarah Miller :7/5 =2259500 &0 &

That's the only part I'd change. Six hours is a long time to be the only person who knows.

EY¥NEEFZ I TR, BALITHH > TLAIRETORMITRL,

KEY |should have flagged this earlier. Az 2 >7h & EFRICED D, K2 ETHT

Sarah Miller 7/8==2£F5 50 2 &
Otherwise — that's how it's done. Go talk to Priya.

ZNLAE, PYUFELTELL, 7UVYDEZANITERIL,



44

45

46

47

48

Kenji Sato #7/8 =255 PV (H1A)
Priya. The four decks are corrected and re-sent. What can | do to make this right for you?

TV, MFEOERNIBELTHEELE L7z, HALICHLTIE. £ TNIERYEE £ D,

KEY What can | do to make this right for you? #EFOHEDEIEICHE AT, HALTICE <

PriyaSharma H x4 ~v—H /w2 w7 —2 v —

Email their CTO. From you, not from me. Say the number was yours and the correction is yours.

FAHDCTOICA—=ILLT, Aol HEIN L, MFIEHBE-OLEDT, FJELHLI-DOHDIEEENT,

Kenji Sato 7/ =223 558 PV (1)
Sent forty minutes ago. You're copied.

A0PBIICIEY £ Lic, 72 bCCICA->TWET,

PriyaSharma H x4 ~v—H /w2 w7 —2 v —
(checking phone) ...You put my name in the second line. "Priya presented the figure | gave her."

HEHERT) TRICHDERINH %, [TV VIIAIELHFEZRR L)

PriyaSharma H2x4~v—H 7w 2 - v5—2 v —

That sentence is worth more than eight apologies. Thirty-nine days left. Don't waste them saying sorry.

ZzD—x|3. 8EDHFEL Y MEND 2, %Y 39H, HHIEICHEHENT,




O EAoxER. CIBELED S

WMELBDIC, FEIMRSAL

I'm so sorry. I'm really sorry. It was the file that Tokyo sent me... NG 1

HEARBELIZHEICEVRIMHENTWD, ZOIEELE, BEFICIE [H-TEWEAEDOEWLEZES-T
Wi W] EfEh D, EVWRA—DA-T-BFET. ZOHIOHEITEMNICL D,

I will be more careful next time. NG 2

R THh-> T, HEANMTEEh> TR, BFELISENERAL I RPEZ2EXRIMEHERL, ~—7 D
Careful isn't a process. AZ D F FZEZICH->TW 5,

| would have to check. NG 3

HEAELIC, WEBMHDOIBEEZRICLT-, TEY FARIICEHWVWZDE [MBICEZICHTWS D] T, DR
DE—F, RIFOMNE LY (kMAEICES,

B =orb. BETT, LAEEFORB TR, ENHHRELTHAONELA,
MBS NDDIE, FEE, WEE, TNADTTICHLTWE T L,




F¥F—7L—X X0 (6)

ENREDRE. ALVERICEDNDILTY, EEENICHE>TWEHA, RS - IRE - IbMUELITIEVES, £7
EZZHAT, EXNElo0 020 BRTERICLTHOHEZRL EEENECLY £7,

BR (20— (a0 EIcEoThET

That one's on me.
ZNIFFDEETT,

XIGEIZIELWV, THELAL O EBICfEDN BT
I'm so sorry. I'm really sorry. It was That one's on me.
the file that Tokyo sent me. ZNEFDEELTT,

AREICTHAETA, RBICHLRDHY £
Ao HEDOELNTET7 7AILT,

EEOREZAECHEES TS, onme ld [FADBAIICH B | T, HH
BWHDZEREZDHTRbOOE S, EEADZEKT. 1REIFIZTS

HEOREOH LICE VIR, EVLEIRHN—D ¢, IEAEFESDIRBELOTIIARL, BREERITH IEEICA-
A~ 7-RE. ZOBIOHE L EEMITAR 7o EWISEEICARD, £ LTHEXTIC but ¥ because ZHEIF ALY,
6O

5 8E 59 CRETS I AANALLER. BIO  gu@z [ Thatsonme. | [ My miss. | [1own that one. |
—E ¢ LT,

FZ <M L31 Kenji Sato : Sarah. The uptime number in three customer decks was wrong. That one's on me.

BR [ChARERT ET. CAARAFZAIONTLTNS S & T
Here's what happened, and here's what I'm doing about it.
APRELHE, ZRUHLTAE LTS L ERL EIFET,

XIGEIZIEL LV, THESHL O ZEIcfEDN B

I am very sorry for the trouble | have Here's what happened, and here's what I'm doing
caused everyone. about it.

ERICCRBEB DI LTAEBRLRDY £

AARELLE, ZHICHLTHZLTW S ZRL EIFET,

FREWEE—XTENDZR, ZZTKELDIE and TEWT—BETE
3¢, BERITEDD EREICAY, WELFLEBLAELSICRE
2B, T LTEROANIL, BRICAFGIER, ORICHET, BRI [3h
FRTIERANFR] EBDDHITELLT ET, REDEBEHL LA T
W3,

Ao

BEEAEA, BEFFRROEARLHD D
BOWEE, BIBOLBRITERDHOND,

E35E LAPHEREICE - REAND LT, ENs [ Here's the situation and here's the plan. ]

—\

Two things: what broke, and what I've done. ]

[ Short version: X happened, Y is in flight. ]

F 7 =M L33 Kenji Sato : Here's what happened, and here's what I'm doing about it. A March figure carried into current decks. It

appeared in four places, not three — | found the fourth an hour ago.



ER [T CBEAFREOMBICEE L, JBICCENSHT A

I've already put a fix in place — let me walk you through it.
BEBIEITICANE L, TBRALET,

XEIRIELWV, THELAEL O REICEDN B
I am planning to fix it as soon as I've already put a fix in place — let me walk you
possible. through it.

TEHRITRLBETSEFETT,

FREIFRETIEA L, as soon as possible
IZHARR A A > TWLWA LD T, AIHMELTU
AN AN

BERLEETTICANE L, ZHALET,

TTICEILTWB & L) iHlE HT AL, already &IRAET TALTL
T, INRFEBRPATHELELCETREICAS, AN IXZHTOEH#S
N E2TEERL, BIFAF o ph oL E2T. ZDEFBIIEZX
LNARL, METIANCF A2 > TH L DA FHRT. BEIFHEDFTIC
ILFICHEAEELCE TV D,

Es i%ﬁ %—_iE@Eféo ﬁfﬁﬁ‘ r’C\ 95 ERA) D | & %L\;ﬁi [ It's a|ready fixed — here's how. ]
B oTu 5, [

F Z <=M L35 Kenji Sato : All four are corrected and re-sent. I've already put a fix in place — let me walk you through it.

Done as of an hour ago. Want the detail? ]

The fix shipped. Let me show you. ]

u BR [CELREECA. ZLTINAZOEETT

It won't happen again, and here's why —
“ELREETA, BREBALETES,

X GHEIFELL, THESHL O ERIcfEDbh B

I will be more careful next time. It won't happen again, and here's why —

AEIED = L 2 s SELRE FHA, BRERLLETET,

REDFBREEATEEL, BFIOR BRI A RS TEDE, Bt and here's why T, ZAHELN L B

g AL 2DEE SRFILHFR L 2D BRERBICAD, ADEBATEAL, FYEER LI EERT, &

A ADBBAIE BRI T A TR—In55< ] TBRFOECHEITHEA
W EWS TODEEEET, InESEANMRBLTLERLAL,
ZZE TERTHD THELTIEN D,

Ei%ﬁ iﬂ’%ﬁ%gﬁaﬂt%i%ﬁo ;\;&%—:Tﬁ}gb L7 %L\mi [ Here's the guardrail | added. ]
WeE,

[ | changed the process, not just my behavior. ]

[ The system now blocks it. Let me show you. ]

F 7 =M L37 Kenji Sato : It won't happen again, and here's why — every customer-facing number now pulls from the live status

page, and nothing ships without a date stamp on the source.



BER (M onES - REATTTRTIRETLL

I should have flagged this earlier.

Ho L BLABEREATEINRECTL,

X3IGEIZIELWV, THELHL

| did not want to disturb you until |
had a solution.
ERRNTE2ETEREIE LA HY L
ATL 7

BE0DH YA BREE-> TWEBHDER
BB s, BFICEEBLTWAECEIZ S,

O REICEDN B

I should have flagged this earlier.

Lo EBLABRATEHINETLL,

AeR-fch e BANICRD 2, #HFETELL, TB0ENEE VR
AV hTRIELT S, BHEFTCHI EBEN LAY BAIF 11K
DWBKICRE L] LA DBLE-TWD, T2 EFTEANKLE, 1
FIEEIZNULERTIMENEL LD, BODBRELICEREICH
LTHEL DD, BRZIEHDREDAE,

E:) i%ﬁ ﬁ%’?é@ﬁ#i@ﬂf: & g(o ;(TJL%%%\?‘EE L7=® EL\?@EX‘_ [ | sat on this too |ong, ]

EISRZ %o

)

You should have known at eleven, not five. ] [The delay was mine. ]

F 7 <=M L41 Kenji Sato : Yes. | should have flagged it earlier — | found the March date at eleven and told you at five.

a BR [Chabhflct >TELLT2-0I0, BIMANTEETH

What can | do to make this right for you?
HEIISHLTIE. E3TNEIRMYBELETH?

XIGEIRELLV, THEDHL

Please forgive me. | will do anything.
ESDEFFLTLZa L, AITHLET,
FFLERDTWBEITT, BFDEBEILM

HEELTULAL, LAH anything IZEK
Ao,

O REICEDN B

What can | do to make this right for you?

HIETITH LT, ESTNITERYEEETH ?

WEZZITF-AANC, BEOHEZECE, ZZZ2#HIITYS &40
%, ZUVYAROTVWAEDIIHFETHEEDEDE THHRL, BENCTO
ICEAIBFDEFITA—LeH L, HFIEBENDL D7 LBHET S
ZEEoT, ENIFEANICLASD AW, foryou ZAHT T, WHREE
el CEAICKRS DA,

Ei i%ﬁ ﬁ%%%? Li=b& ° {)\L:ﬁ%% 2\ L‘)‘f:*ﬁ %L\?ﬁi [ What would make this r|ght7 ]

FITH LT,

o

Tell me what you need from me. ]

[ Is there anything | can do on your side? ]

R Z <M L44 Kenji Sato : Priya. The four decks are corrected and re-sent. What can | do to make this right for you?




0 EELEROFELEE

HEDOEISTIE. BEPCESIZERERILICAY XY, FADEFEFITRI &, BEABHDEEL L THELR->TLEVET,
AYOBROBMARLT, HTondrallTdiZan,

HE EBONEEE HED EHOEE
7 Okay. AU R FLTIEWAEL, SFEEFRbsELIET
=
—  Okay. (Abh'H->THH) [R5 FLTIEWERL, REZRbDLoE/ZT
—  Let's make sure this doesn't £7 WEKZEHTHLE
happen again.
—  Who else knows about this? £7 HEHHE ST CHBEL A
— | Walk me through it. E7 Filzefitte, AEIEFI A0
— | Thanks for flagging. E7A FEBKIFIELD o7z, & W5 A
—  Status. EA BEBIZESRL, 5EIR->TWENEITER
— | That's the only part I'd £7 fliZIEL L, &L D EWEHE
change.
— | Don't waste them. ik LOIFLHM CLWOIREL
O =%k

should have aR

/fod heev/ — /[ods/

I should have flagged this earlier.

TA-ag 779 IF - T4R-T=U7T

have #° [ 7] %3 SE7 D have 1 h A& HT /o/ O & FIZHED . should have [Z25ET [ 24
[ CHh .S could have |£Z 4. would have (77 &%, must have |7 X %
BEDOREIILEZ IXDBETERLZMRATLE2EDOE

NE

[Yay R -/NT] ERBLTWSE, BOOREVBEFICES £EA



SETHOD have (4T HaHA F 9, should have — > 2 %, could have — 7 4. would have — 7 4. must have > ¥ X
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So you fixed it, you shipped the fix, and then you told me.
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The uptime figure in the Halvorsen deck.
Not the apology. The blast radius.

Careful isn't a process, man.

The apology stops counting.

| should have flagged this earlier.

You shipped the fix, and then you told me.

What can | do to make this right for you?

Sent forty minutes ago. You're copied.
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Here's , and here's what I'm about it.
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I've put a fix — let me walk you through it.
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(A) I'm so sorry. I'm really sorry. It was the file that Tokyo sent me. (B) That one's on me.

2. [T, BHRRBLIE?] EEINT,

(A) I will be more careful next time. (B) It won't happen again, and here's why — nothing ships without a date stamp on the

source.
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(A) Please forgive me. | will do anything. (B) What can | do to make this right for you?
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1. That one's on me. Here's what happened, and here's what I'm doing about it.
2. All four are corrected and re-sent. I've already put a fix in place.
3. It won't happen again, and here's why — nothing ships without a date stamp on the source.

4.1 should have flagged this earlier — | found it at eleven and told you at five.
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1. That one's on me. Here's what happened, and here's what I'm doing about it.
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2. It won't happen again, and here's why — nothing ships without a date stamp on the source.
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3. What can | do to make this right for you?
HEIICH LTI, £ TNIEERYREEFTH, (B 6: What can | do to make this right for you?)
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