REPRESENTATIVE TECHNICAL WRITING SAMPLE

Deployable Network Service Troubleshooting
Runbook

Fault isolation recovery verification and escalation

Representative Technical Writing Sample
Document ID: DNS-TR-001

Audience: Communications support personnel, service desk analysts, system administrators, and network
operations personnel

Purpose and scope

This runbook helps communications support personnel restore a deployable network service safely
and consistently. It covers common name resolution, connectivity, access, service health, and
performance symptoms. The goal is to isolate the failing layer, apply the least disruptive approved
action, verify mission service restoration, and preserve evidence for escalation.

Safety and handling rules

e Use only authorized accounts and approved support tools.

e Do not place credentials, authentication tokens, operational data, or sensitive configuration
values in an incident record.

e Capture evidence before restarting a service or changing configuration.

e Make one controlled change at a time and record the result.

e Escalate suspected cybersecurity events, repeated failures, or unexplained configuration drift
immediately.
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Service reference

Reachable through the

Application host APPLICATION HOST
pprcation fios [ ] authorized management path
E ted ti d
Service endpoint [SERVICE ENDPOINT] nerypted connection an
access page
Required components report
Health check [HEALTH ENDPOINT]
Healthy
Application service [SERVICE NAME] Running
C t ts with
Event log [APPROVED LOG SOURCE] urrent events wi

synchronized time

Initial triage

Begin with the user impact and the widest observable symptom. Do not restart the service until the
first five checks are complete.

m

Is one user, one
1 Scope location, or every user
affected?

Affected users and
start time

Did a deployment,

policy, certificate, or Related change
network change identifier
occur?

2 Recent change

Does the assigned
3 Endpoint service address
resolve and respond?

Observed response or
error

Is the application
4 Service service running on the
host?

State and last
transition time
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Order Check Question Record

What does the health
5 Health . Component states
endpoint report?

What is the first .
) Timestamp and event
6 Logs relevant warning or . .
identifier
error?

Triage decision path

The service name does not resolve: Follow Scenario 1 and verify the approved name and resolver
path.

The name resolves but the endpoint does not respond: Follow Scenario 2 and isolate route, port,
or service state.

The sign-in page loads but access fails: Follow Scenario 3 and separate authentication from
authorization.

The service is reachable but slow: Follow Scenario 4 and compare resource and dependency
health.

Health is degraded after a change: Follow Scenario 5 and evaluate rollback.
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Scenario 1 Service name does not resolve
Symptom: Users receive a name-not-found message or the endpoint cannot be located.
Steps
1. Confirm the user entered the approved service name exactly.

Why: Correct any transcription or saved-bookmark error.
2. Test resolution from an authorized support device.

Why: Record whether the name returns the approved address.
3. Compare the result from a second approved location.

Why: Determine whether the issue is local or widespread.
4. Review the related name-service change record.

Why: Identify expired, missing, or recently modified entries.

Recovery and escalation: Resolution succeeds consistently from the affected location. Escalate if
the approved record is absent, inconsistent, or changed without authorization.

Scenario 2 Endpoint does not respond
Symptom: The service name resolves, but the client times out or the connection is refused.
Steps
5. Check the application service state.
Why: If Stopped, capture the last event before taking action.
6. Test the approved service port from the authorized support path.
Why: Separate a network-path failure from an application failure.
7. Review startup and listener events.
Why: Identify a binding, certificate, or configuration error.
8. Restart only when approved and evidence is captured.
Why: Observe the state for five minutes after restart.

Recovery and escalation: The encrypted endpoint responds and remains stable. Escalate repeated
stops, certificate errors, or blocked traffic not covered by an approved change.
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Scenario 3 Sign in fails
Symptom: The sign-in page loads, but an authorized user cannot access the service.
Steps
9. Confirm scope using a second authorized test account.

Why: Determine whether the failure is user-specific or service-wide.
10. Check time synchronization on the client and service.

Why: Correct only through the approved time service.
11. Review authentication and authorization events.

Why: Distinguish invalid credentials, expired access, and missing role assignment.
12. Verify the user access request and assigned role.

Why: Do not grant access outside the approved process.

Recovery and escalation: The authorized user signs in and reaches the expected role-based
landing page. Escalate lockout patterns, unknown account activity, or policy failures.

Scenario 4 Service is slow
Symptom: Users can connect, but pages or actions take longer than the agreed baseline.
Steps
13. Record the exact action and response time.
Why: Create a repeatable observation instead of relying on a general report.
14. Check host processor, memory, storage, and queue indicators.
Why: Identify sustained pressure or an abnormal trend.
15. Review dependency health and recent errors.
Why: Determine whether the application is waiting on another service.
16. Compare current demand with the normal baseline.
Why: Separate expected load from a fault.

Recovery and escalation: Response time returns to the agreed baseline and remains stable.
Escalate sustained saturation, data errors, or an unknown dependency failure.
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Scenario 5 Health degraded after change
Symptom: The service starts, but one or more health components report Degraded or Unhealthy.
Steps
17. Identify the first failed component and timestamp.

Why: Map the failure to the recent change window.
18. Compare active configuration with the approved release record.

Why: Locate missing, unsupported, or mistyped values.
19. Preserve logs and validation output.

Why: Retain evidence before rollback.
20. Consult the change owner and begin rollback when acceptance criteria fail.

Why: Return to the last known good release using the deployment guide.

Recovery and escalation: All required health components report Healthy. Escalate if rollback fails
or the degraded state affects security or data integrity.
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Evidence to collect

Impact, start time, scope, and

Incident summary current state

Service and health state with
System state .
timestamps
Relevant event identifiers and
Logs . i
a narrow time window
Approved change identifier

Recent changes
and outcome

Each action, time, owner, and

Actions taken
result

Escalation criteria

Speculation presented as fact

Credentials or secret values

Unrelated personal or
sensitive data

Unapproved copied
configuration

Unrecorded trial-and-error
changes

e A security indicator, unknown account activity, or possible data-integrity issue appears.

e The same failure returns after one approved recovery attempt.

e The issue affects multiple locations or a critical business function.

e Rollback fails or the prior service state cannot be restored.

e Resolution requires access or authority beyond the responder’s role.

Incident handoff template

Impact and scope

Start time and detection method

Current service state

Evidence collected

Actions and results
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Field Entry

Recent change identifier

Escalation owner

Next update time
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