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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
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Decision table

4. Communicate with customers (ongeoing)

7. Resolve incident and auto-close cases

|@I

Proactive Service Experience Workflows
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ivi v Q I
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Check the following information on the incident
- The Alarm details
- Affected Configuration Items
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