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1. Event triggers an incident

®
b

Event monitoring Predictive inteligence

2. Investigate the incident

9-5|

Investigate

service Operations i
Framewaorks

Workspace

3. Understand customer impact

fois e

y
sSemvice-aware Industry and Operations
CMDB Custormer account 380
Data Model

4, Generate proactive major case

5. Decision-driven escalation (optional)

T
3

[pmremomenean |
=)

Decision table

4. Communicate with customers (ongeoing)

7. Resolve incident and auto-close cases

|@I

Proactive Service Experience Workflows
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Lists My Lists = All 7@
< Wiieracions Last refreshed 12m ago.
Assigned to me Number ~ Short description
Active INC0010001 Software Failure for vManage_10001
Al
INC0009009 Unable to access the shared folder.
~ Requests
Open requests INC0009005 Email server is down.
Open items INC0009004 Defect tracking tool is down.
v Catalog Tasks
— Cannot sign into the company portal
Assigned to me app
Assigned to my groups S My computer is not detecting the
. headphone device
* Incidents
Assigned to me —— Unable to post content on a Wiki
page
Unassigned
INC0008112 Assessment : ATF Assessor
Open
Resolved INC0008111 ATF : Test1
Al INC0008001 ATFTEST2
% Froblems INC0007002 Need access to the common drive.
Assigned to me
Employee payroll application server is
Ureielinedd INC0007001 ki
Open INC0005505 Software Failure for vManage_10001
(=) ZF oA 22 o =2 -4
. | =. I._ k=3
7| = -
= 1T
= List INC0010001 % INC0010002 x +
Details ACME South Am... x |

=8 Software failure for Vmanage_10001. ©

Company Priority Sate  Stage  Needsattention Configurationitem  Opened
ACME South Ame... '-Planing New  Triage e vManage_10001 2022-09-12 09:17...
Overview  Details  Related records

Summary

Software failure for Vmanage_10001. N

Impact 3-tow

Affected Cls Impacted Services/Cls

0

Affected Accounts

0

Of| |

Caller Priority State
Abel Tuter 2-High Resolved
David Miller 4-low New
David Miller 1- Critieal New
David Miller 3-Moderate Closed
David Miller 3-Moderate Closed
David Miller 3-Moderate Closed
David Miller 3-Moderate New
survey user 5 -Planning. New
System Administrator 5 -Planning New
survey user 5 -Planning New
David Miller 4-Low New
David Miller 1- Critical New
Event Management 1- Critical Closed

=S5t | |.
o | L{C .
Compose £
wComments & Work notes (Private)
Type your Comments here
Activity v 1=

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

a8

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

Cases - Execute Refresh Impacted Services
O - Identify Impacted Customers
Show more
It m &)
Affected Cls [1 Field Changes » 2022-09-12 09:17:58

Service Assignment group

SD WAN Enterprise Solutions L2 Network Engineering

(empty) (empty)
(empty) (empty)
(empty) (empty)
(empty) (empty)
(empty) (empty)
(empty) (empty)
(empty) (empty)
(empty) (empty)
(empty) (empty)
(empty) (empty)
(empty) Openspace

SD WAN Enterprise Solutions L3 Network Engineering

EcTrreag) - 8

Record Information

Last updated by system
2022-09-12 09:18:23

Origin

® 9 0

Caller
Channel

Alert

®

Abel Tuter
Product Management
Brasila - 09:18 am America/Los_Angeles

Assigned to

& This Incident has not been assigned yet
.

Assign incident
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