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Customer 
Service  Goal 

Impacted

New York Times 
website 

unviewable for 
several hours

Cause Mapping is a Root Cause Analysis method that 
captures basic cause-and-effect relationships supported 
with evidence.

ProblemStep 1.

AnalysisStep 2.

SolutionsStep 3.

Cause Mapping

What's the 
Problem?

Why did it 
happen?

What will be 
done?
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Economic Goal 
Impacted

Potential to 
impact earnings

1 Problem

2 Analysis

3 Solutions

Hackers gained 
access to 

domain records

Traffic was 
redirected to 

another website

Domain name 
records were 

altered

Hackers
changed the 

domain name 
records

Domain name 
registrar connects 

users with the 
newspaper's servers

Hackers are 
targeting major 
western media

Hackers want to 
make a political

statement 

Syrian Electronic 
Army claimed 
responsibility 

S.E.A. support 
President 

Bashar al-Assad 
of Syria

S.E.A. doesn't 
like coverage of 
Syria by western

media

Potential loss of 
subscriptions/ 

advertising 
revenue

Hackers had the 
skills to attack 

the domain 
records

Standard
infrastructure

New York Times 
believed this 
registrar had 
ssufficient 

Hackers had 
employee's user 

name and 
password 

Employee 
inadvertently 
gave info to 

hackers

Hackers sent an 
email "phishing" 

for info

Employee
provide info in 
response to 

email

Hackers are 
targeting major 
western media

Didn't realize the 
email wasn't 

legitimate

See Same Cause

Evidence:  The alleged 
leader of the SEA said 
they attacked Western
media because they are
spreading opposition lies 
about the Syrian conflict. 

Evidence:  They chose to 
use the company for their 
website needs.

Evidence:  Articles 
written by the New 
York Times and 
many other media 
outlets.

Evidence:  Results 
of an investigation 
into the issue.

Evidence:  Results 
of an investigation 
into the issue.
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Labor Goal 
Impacted

Manpower and 
time needed to 

fix issue

The final step in the Cause Mapping process is to 
develop and implement solutions.  In this example, 
the website was able to be restored within several 
hours and the problem was "fixed".  Educating 
employees about phishing scams could also be a 
good way to prevent anything similar in the future.

On Tuesday, August 27, 2013 the New York 
Times website went dark for several hours after 
being attacked by a well-known group of 
hackers.   Reports of hacked websites are 
becoming increasingly common and the New 
York Times was just one of many recent victims.

What Problem(s) New York Times website unviewable, hackers 
attacked the website

When Date 08/27/13
Time ~3 p.m.
Differences ??

Impact to the Goals
Customer Service New York Times website unviewable for several 

hours
Economic Potential to impact earnings
Labor Manpower and time needed to fix issue


