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The primary goal of the Incident Management process is to restore normal service operations as quickly as possible
and minimize the adverse impact on business operations, thus ensuring that the best possible levels of service quality
and availability are maintained. ‘Normal service operation’ is defined here as service operation within Service Level
Agreement (SLA) limits.

Subgroups
General & Management reporting

Management is intended to provide insight into the operation of the Incident Managemen t ality of the
service provision.

Questions covered by the Assessment Q

What level of control is there over the entire process? How is information used? The informa&o& ed,by Incident

0 Isthe responsibility for the Incident Management process formall hed in the organization?

0 Are Incident Management reports generated and distributedgAnd if saiwhat are they used for?

o Do any activities occur that are aimed at determining the quali work supplied by Incident Management?
Detection and registration
Incident detection and registration is the first and most basj p fARiNcident management. Detection can be done by
end-users, reporting incidents to the Service Des a % ome from other IT departments, and automated
monitoring and event management systems.
ion, and classification

This subgroup focuses on incident detection, regist

Questions covered by the Assessment

0 What is considered to bean i
What sources of incid N nized?
Are the incidents n Nt red?

Is there a tool for thig registration?

Are guidelines useg for Pegistration of incidents? What is the quality?
How mueh 0 gistered data is actually used by the IT organization?

O O 0O o o o

Can categor es be assigned to new questions and incidents? (the category code indicates which types of
incidents have arisen)
o A ents prioritized, and if so, how?

Initial ort, investigation and diagnosis

The purpose of Incident Management is to restore services as quickly as possible. Initial support is the first step;
matching incidents, investigating the incidents, and performing proper diagnosis are the basic activities.

Questions covered by the Assessment

0 To what extent does the registration system contribute to the control of the Incident Management process
(progress control)?

0 How are incident records updated?
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