
MAJOR INCIDENT & PROBLEM MANAGEMENT · HOW I RUN IT

Restore fast, then stop it coming back
Every major incident is restored, reviewed and handed to problem management. Repeat incidents and proactive analysis feed the same problem queue, and the
permanent fix goes through change enablement at the right level of risk.

0 1  ·  R E S T O R E  —  I N C I D E N T  M A N A G E M E N T GOAL: SERVICE BACK, USERS INFORMED

0 2  ·  P R E V E N T  —  P R O B L E M  &  C H A N G E GOAL: NO REPEAT FAILURES
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L E G E N D Start / end Step Decision Input Where the role leads Workaround or emergency route
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