
Incident Management Process Flow

Important note: 

Internationally recognized 

flowchart symbols are used

when their use is unambiguous
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This flow chart prepared by

The Art of Service

as a representative example.
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Whatever the mechanism of reporting or 

capturing data there is a requirement for 

people and systems to be able to report - to a 

pre-designated point – when things go wrong.

We call the “pre-designated point” the Service 

Desk and the “things that go wrong” are 

incidents. 

Service Desk (filter)

When did the incident 

occur? When 

something broke or 

when it was first 

detected by 

someone?

DETECTION & 

RECORDING

The Service Desk is a FUNCTION. The 

reason it is not referred to as a process is 

that the Service Desk is a collective group 

of people.

Some or all of the Incident Management 

process activities can be performed by 

people on the Service Desk Function/Real

Process/

Concept

OWNERSHIP, 

MONITORING, 

ESCALATION, 

REPORTING

Service Level 

Management

Detection & 

Resolution 

times

SLA details

re: expectations

Incident 

Manager
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The Service 

Desk and 

Incident 

Management 

Process Owner 

can be the 

same person.

Problem 

Management

Problem & 

Error Control

“Not seen before” incident

Workarounds for

temporary fix

CLASSIFICATION & INITIAL SUPPORT

Does a Similar incident 

already exist?

Add details to 

existing record

Yes

No

Is there an existing 

Problem Record?

Yes
Add details to 

existing record

No

Is there a known 

workaround?

Yes
Apply workaround

No

INVESTIGATION & DIAGNOSIS

Workarounds are typically 

developed by more 

advanced support specialists 

– that are typically working 

on Problem Management 

activities.

Most organizations 

utilize incident and 

problem management 

tracking systems to 

allow for rapid 

searching of keywords 

in large historical 

detabases.

Differing levels of 

support is a sign that an 

organization has a 

complex environment 

with many end-users. 

The number of levels is 

typically no more than 

three (with the third 

level often being an 

EXTERNAL/third party).

Quite often the “first line 

support” is conducted 

by the Service Desk 

staff – except in 

instances where the 

Service Desk acts as a 

call centre.

Percentage 

incidents solved 

at first point of 

contact is an 

excellent 

measure of 

process 

efficiency.

First Line 

Support

Third Line 

Support

Second Line 

Support

RESOLUTION & RECOVERY

Ways to measure Incident Management

Efficiency and effectiveness.

# incidents solved per staff

Avg cost of incident

Time to resolution

CLOSURE

Did we 

understand?

Yes

Involve Problem 

Management

No

Unable to 

Diagnose

ESCALATE

(Problem Mgt 

technical groups)

Yes

The ‘incident ticket’ is 

the method of 

monitoring and tracking 

incidents. The ticket 

should contain:

System assigned ID

Date

- Logged

- Resolved

- Closed

Caller/Service

Symptom

Affected Service

SLA ID

Category

Priority/Urgency/Impact

Description field

- Symptom

- Work around

- Resolution

Affected Configuration 

Item

INCIDENT STATUS

Incident type

- Failure

- Service Request

- How to...

Incident Status possibilities

New

Accepted

Pending

Third Party Pending

Scheduled

Assigned

In progress

On Hold

Resolved

Closed

Is a change required?

Change 

Management

No

Request for 

Change 

(RFC)
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Incident Management Process Flow

This flow chart prepared by

The Art of Service

as a representative example.
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Customer / End 

User experiences 

a service issue

Log Incident 

Ticket
Classification

Investigation & 

Diagnosis
Resolve Incident Close Incident

Phone 

Call
Email Web Walk-In

Incident Resolved = Yes

Investigation & 

Diagnosis

Incident Resolved = No

Investigation & 

Diagnosis

Incident Monitoring, Tracking, Ownership, and Communication

Repair Incident Recover Service Resolve Incident
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