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Technical Teardown
While the PRDs highlight the future technologies for the company, the  
technical teardown deconstructs the specific architectural and 
systemic failures of the past to understand the root problem, and 
exactly how the failures or meltdown happened. Based on the ITIL 
service plan as written by M.A. Watkins in 2025, here is the technical 
teardown of Southwest Airlines’ legacy environment. Note, this only 
looks at the past failures, and does not address the current state of the 
company or it’s technology today.



Legacy Software Architecture: The "Sky Solver" Failure

The centerpiece of the technical failure was the outdated crew scheduling system, which 
proved incapable of managing large-scale disruptions.

● Systemic Fragility: The "Sky Solver" software was an older, off-the-shelf vendor product 
that lacked critical integration with other vital backend systems.

● Capacity Breakdown: During the December 2022 meltdown, the software could not 
handle the volume of manual inputs required to re-assign crews during seasonal weather 
disruptions, leading to a total failure in crew scheduling and communications.

● Economic Impact: The failure of this legacy system resulted in a $140 million 
government fine and an additional $600 million in required customer restitution.



 Infrastructure & Data Fragmentation

The teardown of the infrastructure reveals a "technical debacle" characterized by data 
silos and monitoring blind spots.

● Disparate Database Architecture: Southwest allegedly utilized a variety of 
uncoordinated database types that were not synchronized. This made it 
impossible to perform comprehensive data analysis or maintain monitoring 
integrity across the enterprise.

● Governance Failure: Conflicts over roles and responsibilities concerning the 
data platform led to significant confusion in event monitoring and reporting.

● Technical Debt: Management’s long-term alleged failure to invest in a singular 
cloud-based or hybrid platform left the airline with fragmented "on-premise" 
bottlenecks that hampered operational agility



Supply Chain & Asset Decay

Physical asset management failures were deeply intertwined with the technical 
failures, creating a reactive rather than proactive service environment.

● Single-Vendor Dependency: Reliance on Boeing for the newer MAX 7 
aircraft backfired due to delivery delays, forcing Southwest to run an aging 
fleet of Boeing 737s far past their optimal life cycle.

● Maintenance Integrity Risks: A 2020 D.O.T. review alleged some major 
safety risks and violations that were systemic across Southwest’s 
maintenance systems.

● Critical Incidents: This reactive posture was allegedly cited as a cause of the 
2018 engine failure on Flight 1380, which resulted in the airline's first 
passenger death due to poor service maintenance issues, according to 
D.O.T. 



Strategic & Financial Post-Mortem

Leadership Change Management and Drift: Since the departure of founder Herb 
Kelleher in 2008, a gap emerged between managerial vision and technical investment. 
Technology was allegedly treated as a liability to be managed rather than a core asset 
for ITIL value creation.

Strained Resilience: The COVID-19 pandemic from 2019-2021 pushed already 
"strained" disaster recovery and business continuity plans to their breaking point, 
exposing a company unable to recover quickly from large-scale events.

Resource Deficiencies: Staffing levels and training were allegedly insufficient to 
support even the existing legacy technology, thus creating a culture of negligence 
regarding high-risk operational systems.



Please refer to the ITIL 4 Case Study done by 
M.A. Watkins in 2025 regarding Southwest 

Airlines for more details. 

CONCLUSION 


