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Preparation for System Failure Handling after the Cutover of
ANA New Passenger Total System
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Abstract We needed to prepare for the various incidents that might occur right after the cutover of ANA’s
new passenger total system to handle those incidents quickly.

At first, we estimated the number of incidents and we built a sustainable organization that can handle
those number of incidents. And we prepared the procedures and rules to correct bugs, to analyze the log
data, to release fixed program, to watch the situation of the system, PC and several facilities. For the man-
agement meeting, we needed to decide the agenda, the contents and the procedure of decision-making.

Furthermore, we considered that trainings are necessary, and so we carried out trainings repeatedly.

As a result, although about 3,700 incidents occurred in the several weeks after the cutover of the service
system (in first three days, about 1,800 incidents occurred), we handled the incidents promptly, efficiently,

and we accomplished stable operation, without having big problem in a customer’s business.
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