Incident Management

Event Management Users via web interface Users via phone
email or personal contact

Yes
\ 4

Ticket Status:

Collect personal data

Service

Request Fulfillment

request?

No
\ 4

Define affected service

No

Assign to 2nd Line

Define affected
functional element

'

Supported
element/device?

Provide support

Standard ticket
available?

No
v Yes

Choose standard Incident
description

Describe Incident details  |¢—

Choose affected Cl ’

'

Parent ticket
existing?

No
\ 4

Yesa{ Create relation to parent ticket

Define impact

Adjust impact of parent ticket I

Define priority

Define restoration deadline

Check user information and

adjust

User information
sufficient?

Inform user about acceptance

Immediate
restoration

Contact user

possible?

Workaround
applicable?

No

v

Yes—p

Implement workaround

A

Check impact and adjust

Identify incident pattern

Ticket Status:
“Waiting for user”

Ticket Status:
“Accepted”

Identify affected component
and functional element

)

Solution possible?

No
\ 4

Escalate to 2nd/3rd line L

Functional
Escalation
applicable?

No
\ 4

Define workgroup and
preferred personnel

A

Dispatch to standard
workgroup

Dispatch to expert workgroup

Identify affected functional | |
element

Check user information and
adjust

User information
sufficient?

Identify affected component
and incident pattern

Solution possible?

Yes
\ 4

Define solution

Implement solution

Involvement
of 3rd party
necessary?

Change
Management
necessary?

Check success and

documentation l‘

)

Solution

successful?

Yes

Documentation
complete?

Yes No

v

Check for future standard
solution usage

Allocate closure code

+{ Check status of Parent ticket |«

Parent ticket
in status
“Resolved”?

Ticket Status:
“Assigned”

Ticket Status:
“In progress”

Ticket Status:
“Waiting for user”

Ticket Status:
“In progress”

Ticket Status:
“Waiting for 3rd party”

“Waiting for Change

Ticket Status:
Management”

Ticket Status:
“In progress”

Ticket closed? |

Service request?

Check adherence to defined

time frame

Ticket processed?

Fulfilment within
time frame?

No No
A 4 h 4
Yes Trigger processing ’ ‘ Inform Service Owner

Ticket within
expected

resolution time?

No
v

Trigger escalation

Hierarchical

Define affected Service

Define affected
functional element

Define time constraints for
request implementation

Define request category

Supported
element/device?

|
Yes

No v

Assign to expert

Yes

Provide support

Established
workflow

closure?

< Reporting >
—b{ Check process quality reports }47

'

Process
adjustment
necessary?

Yes
A 4

‘ Adjust process ’

'

Technical
changes
necessary?

Yes
\ 4

—b{ Plan Changes ’
4

< Change Management )

No ‘

documentation

'

Change
successful?

Check success and ’

available?

I Trigger established workflow 4—Yes

Standard ticket
available?

No
v Yes

Choose standard request
description

Describe request details |«

Immediate

support possible?

No
\ 4

Define workgroup and
preferred personnel

Check user information and
adjust

User information

Initiate user contact «—No sufficient?

Yes

Request for

Ticket Status:
“New”

Ticket Status:
“Assigned”

Ticket Status:
“In progress”

Ticket Status:
“Waiting for user”

support and
consultancy?

Request for
access?

I Confidentiality approval ’&Yes

No

Request for
project?

Approved? —b{ Trigger Project Management }%Yes

< Project Management > No

Payment

o]
‘ Check documentation ’ required?

Yes

Documentation
satisfying?

Budget code
provided?

Payment by

Approval by budget owner

Approved?

‘ Functional approval ’17

'

Approved?

Yes

v

Technical approval

'

Ticket Status:
“In progress”

Ticket Status:
“Waiting for Project
Management”

Ticket Status:
“In progress”

Yes
Approved?
Yes
No h 4
—»{ Fulfill request <

Change
necessary?

Yes{ Change Management )47

Check success and

documentation

’ No

Allocate closure code —Yes

Inform user & request
feedback

'

Complaint of user

Ticket Status:
“Resolved”

within three days?

No

v

Close Ticket ’

Ticket Status:
“Closed”

'

Solution
sucessful?

Yes

Documentation
satisfying?

Ticket Status:
“Waiting for user”

Ticket Status:
“In progress”

Ticket Status:
“Waiting for Change
Management”

Ticket Status:
“Resolved”
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