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1. Event triggers an incident
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Event monitoring Fredictive inteligence

2. Investigate the incident
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3. Understand customer impact
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CMDB Custormer account 380
Data Model

4, Generate proactive major case

5. Decision-driven escalation (optional)
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Decision table

4. Communicate with customers (ongeoing)

7. Resolve incident and auto-close cases
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INC0010001 Software Failure for vManage_10001. Abel Tuter 2-High Resolved
Al
INC0009009 Unable to access the shared folder. David Miller 4 Low New
 Requests
Boar redusels INC0009005 Email server is down. David Miller 1- Crtcal New
Open items INC0009004 Defect tracking tool is down. David Miller 3- Moderate Closed
/ Catalog Tasks -
INC0009003 Cannot sign into the company portal David Miller 3- Moderate Closed
Assigned to me app
Assigned to my groups eI My computer is not detecting the e e Closed
a headphone device
 Incidents
Assigned to me INC0009001 g:;b'e to post content on a Wiki David Miller 3- Moderate New
Unassigned
o INC0008112 Assessment : ATF Assessor survey user 5. lanning New
pen
Resolved INC0008111 ATF : Test1 System Administrator 5. Planning New
Al INC0008001 ATFTEST2 survey user 5 Planning New
¢ Frobiems INC0007002 Need access to the common drive David Miller 4-low New
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Unasslgnedd INCO007001 Epeicyes peyllepacaticn=ets David Miller 1- Critical New
Open - .
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Overview  Details  Related records
Compose 2
Summary
wComments & Work notes (Private)
Software failure for Vmanage_10001. N Type your Comments here
Z
© Everyone can see this comment
Impact 3-tow
Affected Cls Impacted Services/Cls Affected Accounts Activity e

System
Work notes » 2022-09-12 09:18:23

0 0
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Check the following information on the incident
- The Alarm details
- Affected Configuration Items

Cases - Execute Refresh Impacted Services
O - Identify Impacted Customers
Show more
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