
Service Incident Management 102 
Class Workbook 

 
Copyright © 2009 VKSII 

 
 

 

 

 

Service Incident Management 
102 

How to Design and Sustain a System for 
Managing Incidents as they Relate to Vital 
Mission Activities and Service Guarantees 

 

 

Student Workbook 
 

 
 

Designed by and for Service Management professionals 
The Service Management 101 Series of solutions are designed and maintained with the direct involvement 
of clients, industry consultants and subject matter experts.  Each is completely configurable to support the 
needs of executive briefings, strategy design sessions, or Service Management specific training programs. 





Service Incident Management 102 
Class Workbook 

 
Copyright © 2009 VKSII 

 
 

Service Incident Management 102 
Class Workbook 
May 2010 
 
Version 1.2 
 
Published by Service Management 101. 

297 Kingsbury Grade Suite D 
Lake Tahoe  
Nevada 89449-4470 
USA 
 
Email: info@servicemanagement101.com 
 
Copyright © 2008-2010 Virtual Knowledge Solutions International Incorporated (VKSII)   

ALL WORLDWIDE RIGHTS RESERVED. 

No part of this publication may be reproduced or distributed in any form or by any means, or stored in a database or 
retrieval system, without the prior written consent of Virtual Knowledge Solutions International Incorporated 
(VKSII) or its authorized agents or representative, including but not limited to, any network or other electronic 
storage or transmission, or broadcast for distance learning. 

Use of this material is subject to a license agreement. 

Exclusive rights in the USA by Service Management 101 for manufacture. 
Printed in the United States of America 

Service Management 101 and the Service Management 101 Series are trademarks of Virtual Knowledge Solutions 
International Incorporated (VKSII). 





Service Incident Management 102 
Class Workbook 

 
Copyright © 2009 VKSII 

Page i 
 

Table of Contents 
Welcome and Introductions ....................................................................................................1 
Copyright & Trademark Statements ............................................................................................................................. 2 
Welcome and Introductions ........................................................................................................................................... 3 
Introduction to Course.................................................................................................................................................... 4 
Intended Audience and Prerequisites............................................................................................................................ 5 
Course Objectives ............................................................................................................................................................ 6 
Course Scope .................................................................................................................................................................... 7 
Course Architecture and Learning Design................................................................................................................... 8 
Course Timeline................................................................................................................................................................ 9 
Agenda for Day One .....................................................................................................................................................10 
Agenda for Day Two.....................................................................................................................................................11 
Agenda for Day Three...................................................................................................................................................12 
Venue Logistics...............................................................................................................................................................13 
Introductions...................................................................................................................................................................14 
Fact or Fib .......................................................................................................................................................................15 

Incident Management Origins and Universal Concepts ...................................................... 17 
Lesson Objectives ..........................................................................................................................................................19 
Assignment: What is an Incident? ...............................................................................................................................20 
The Definition of an ‘Incident’ ....................................................................................................................................21 
Assignment: What are the Characteristics of an Incident? ......................................................................................22 
Common Characteristics of an Incident.....................................................................................................................23 
Assignment: What are the Problems of Managing an Incident? ............................................................................24 
Common Problems with Managing Incidents...........................................................................................................25 
Incident Management ....................................................................................................................................................26 
History of Incident Management.................................................................................................................................27 
Elements of an Incident Management System..........................................................................................................28 
Key Concepts of Incident Management.....................................................................................................................29 
Unity of Command ........................................................................................................................................................30 
Assignment: Say What You Mean and Mean What You Say… .............................................................................31 
Common Terminology..................................................................................................................................................32 
Assignment: “Who’s on First?” ...................................................................................................................................33 
Management by (Service Level) Objective.................................................................................................................34 
Organizational Flexibility ..............................................................................................................................................35 
Span-of-Control..............................................................................................................................................................36 
Assignment: How Much of a Response?....................................................................................................................37 
Authorized Incident Response (AIR) .........................................................................................................................38 
Assignment: What are we Dealing With? ...................................................................................................................39 
Incident Type..................................................................................................................................................................40 
Incident Type Characteristics .......................................................................................................................................41 
Assignment: Who’s in Charge? ....................................................................................................................................42 
Command Transfer and Escalation.............................................................................................................................43 
Notification: The Communication Equation.............................................................................................................44 
Check Your Understanding..........................................................................................................................................45 



Service Incident Management 102 
Class Workbook 

 
Copyright © 2009 VKSII 

Page ii 
 

Introduction to the Universal Service Management Body of Knowledge ............................47 
Topics ...............................................................................................................................................................................49 
Principles of the Service Economy..............................................................................................................................50 
The Masters of Management Thinking.......................................................................................................................51 
The Progression of Economic Value ..........................................................................................................................52 
What is a ‘Service’? .........................................................................................................................................................53 
What is ‘Service Management’? ....................................................................................................................................54 
Service Management Requires… .................................................................................................................................55 
Why Service Management is a ‘Must Do’ Initiative ..................................................................................................56 
What is IT Service Management?.................................................................................................................................57 
What is Business Service Management (BSM)? .........................................................................................................58 
The Promise of ‘X’ Service Management ...................................................................................................................59 
Signs You Are Failing Your Customer .......................................................................................................................60 
The Management Imperatives ......................................................................................................................................61 
Tendency to Think “Inside-Out” ................................................................................................................................62 
Bad Habits of Inside-Out Thinking.............................................................................................................................63 
The Outside-In Discipline ............................................................................................................................................64 
Basis of Outside-In Thinking .......................................................................................................................................65 
7 Secret Methods of Outside-In Thinking .................................................................................................................66 
The Outside-In, Inside-Out Continuum ....................................................................................................................67 
Managing the Service Encounter ‘Tipping Point’ .....................................................................................................68 
Customer Experience Management ............................................................................................................................69 
The Scope of the Customer Experience.....................................................................................................................70 
Service Access Points.....................................................................................................................................................71 
Measuring the Quality of Service .................................................................................................................................72 
Two Vital Service Management Equations ................................................................................................................73 
The Value Equation .......................................................................................................................................................74 
The Expectation Equation............................................................................................................................................75 
The Basic Service Provider Model...............................................................................................................................76 
What is a Service Management System? .....................................................................................................................77 
The Universal Service Management System...............................................................................................................78 
Service Portal...................................................................................................................................................................79 
Primary Input to Service Management System: The Service Request ...................................................................80 
Key Inputs to Service Lifecycle....................................................................................................................................81 
Service Transaction Engine...........................................................................................................................................82 
The Service Transaction ................................................................................................................................................83 
Service Request Lifecycle ..............................................................................................................................................84 
Manage the Service Encounter.....................................................................................................................................85 
Service Request Pathway – The Concept ...................................................................................................................86 
Service Request Pathway ...............................................................................................................................................87 
Understanding the Customer Pathway........................................................................................................................88 
The Service (Provider) Organization...........................................................................................................................89 
The Role Continuum .....................................................................................................................................................90 
Knowledge Domains (Roles)........................................................................................................................................91 
Service Management Areas of Expertise ....................................................................................................................92 
Knowledge Areas (Competencies)...............................................................................................................................93 
The Policy Management Framework ..........................................................................................................................94 



Service Incident Management 102 
Class Workbook 

 
Copyright © 2009 VKSII 

Page iii 
 

The Governance Framework .......................................................................................................................................95 
Service Governance Framework..................................................................................................................................96 
SCARI Chart ...................................................................................................................................................................97 
Service Complaints.........................................................................................................................................................98 
Cloud 101: Introduction................................................................................................................................................99 
Cloud 101: Reasons for Cloud ...................................................................................................................................100 
US Federal Government Does Cloud.......................................................................................................................101 
The NIST Cloud definition Framework...................................................................................................................102 
The Service Management Cloud................................................................................................................................103 
Summary ........................................................................................................................................................................104 
Check Your Understanding........................................................................................................................................105 

Introduction to Service Operations Management............................................................... 107 
Topics.............................................................................................................................................................................109 
Service Operations Management ...............................................................................................................................110 
What is Service Support?.............................................................................................................................................111 
Key Elements of Service Support..............................................................................................................................112 
The Excellent Support Equation ...............................................................................................................................113 
The Service Support Lifecycle....................................................................................................................................114 
What is a ‘Service Incident’? .......................................................................................................................................115 
What is ‘Service Incident Management’?..................................................................................................................116 
USM540: Service Incident Management Dashboard .............................................................................................117 
Planning for Incident Management...........................................................................................................................118 
The Change Continuum..............................................................................................................................................119 
John Kotter’s 8-Step Change Process.......................................................................................................................120 
The Practice Lifecycle..................................................................................................................................................121 
Goals and Objectives...................................................................................................................................................122 
Scope of Operation......................................................................................................................................................123 
Relationship Between Event and Incident Lifecycles ............................................................................................124 
Assignment: What are the Lifecycle Stages for a Service Incident? .....................................................................125 
Incident Lifecycle – Suggested Stage Names...........................................................................................................126 
Incident Management Roles .......................................................................................................................................127 
Benefits ..........................................................................................................................................................................128 
Problems........................................................................................................................................................................129 
Lexicon of Terms .........................................................................................................................................................130 
Assignment: What Key Artifacts Do You Need to Manage Incidents?..............................................................131 
Key Artifacts .................................................................................................................................................................132 
Key Concepts and Methods .......................................................................................................................................133 
Incident Model..............................................................................................................................................................134 
Major Incidents.............................................................................................................................................................135 
Key Inputs .....................................................................................................................................................................136 
Key Outputs..................................................................................................................................................................137 

Service Incident Management Major Activities .................................................................. 139 
Topics.............................................................................................................................................................................141 
Major Activity: Detect .................................................................................................................................................142 
Detect: Major Influences.............................................................................................................................................143 
Detect: Related Activities............................................................................................................................................144 



Service Incident Management 102 
Class Workbook 

 
Copyright © 2009 VKSII 

Page iv 
 

Assignment: Detect ..................................................................................................................................................... 145 
Best Practice Statement Examples............................................................................................................................ 146 
Major Activity: Record................................................................................................................................................ 147 
Record: Major Activities............................................................................................................................................. 148 
Record: Related Activities .......................................................................................................................................... 149 
Assignment: Record .................................................................................................................................................... 150 
Best Practice Statement Examples............................................................................................................................ 151 
Major Activity: Identification..................................................................................................................................... 152 
Identification: Major Influences................................................................................................................................ 153 
The ‘First Interview’.................................................................................................................................................... 154 
Identification: Related Activities ............................................................................................................................... 155 
Assignment: Identification ......................................................................................................................................... 156 
Best Practice Statement Examples............................................................................................................................ 157 
Major Activity: Classification..................................................................................................................................... 158 
Classification: Major Influences ................................................................................................................................ 159 
Classification: Related Activities................................................................................................................................ 160 
Assignment: Classification ......................................................................................................................................... 161 
Best Practice Statement Examples............................................................................................................................ 162 
Major Activity: Verify Entitlement ........................................................................................................................... 163 
Verify Entitlement: Major Influences....................................................................................................................... 164 
Verify Entitlement: Related Activities...................................................................................................................... 165 
Key ‘Impact’ Concepts ............................................................................................................................................... 166 
The Impact Statement................................................................................................................................................. 167 
The Four Key Impact Perspectives .......................................................................................................................... 168 
Example Impact Statement........................................................................................................................................ 169 
Assignment: Verify Entitlement................................................................................................................................ 170 
Best Practice Statement Examples............................................................................................................................ 171 
Major Activity: Prioritization ..................................................................................................................................... 172 
Prioritization: Major Influences................................................................................................................................. 173 
Prioritization: Related Activities................................................................................................................................ 174 
Impact + Urgency = Priority..................................................................................................................................... 175 
Check Resource Availability, Override Priority...................................................................................................... 176 
Assignment: Prioritization.......................................................................................................................................... 177 
Best Practice Statement Examples............................................................................................................................ 178 
Major Activity: Escalation and Notification............................................................................................................ 179 
Escalation and Notification: Major Influences ....................................................................................................... 180 
Escalation and Notification: Related Activities ...................................................................................................... 181 
Escalation and Notification ....................................................................................................................................... 182 
Assignment: Escalation and Notification ................................................................................................................ 183 
Best Practice Statement Examples............................................................................................................................ 184 
Major Activity: Assignment ....................................................................................................................................... 185 
Assignment: Major Influences................................................................................................................................... 186 
Assignment: Related Activities .................................................................................................................................. 187 
Re-assignment .............................................................................................................................................................. 188 
Assignment: Assignment of Incident ....................................................................................................................... 189 
Best Practice Statement Examples............................................................................................................................ 190 
Major Activity: Diagnosis and Cause Analysis........................................................................................................ 191 



Service Incident Management 102 
Class Workbook 

 
Copyright © 2009 VKSII 

Page v 
 

Diagnosis and Cause Analysis: Major Influences....................................................................................................192 
Diagnosis and Cause Analysis: Related Activities ...................................................................................................193 
Assignment: Diagnosis and Cause Analysis .............................................................................................................194 
Best Practice Statement Examples: Diagnosis.........................................................................................................195 
Best Practice Examples: Cause Analysis...................................................................................................................196 
Major Activity: Recover...............................................................................................................................................197 
Recover: Major: Influences.........................................................................................................................................198 
Recover: Related Activities .........................................................................................................................................199 
Communicate Progress................................................................................................................................................200 
Assignment: Recover ...................................................................................................................................................201 
Best Practice Statement Examples ............................................................................................................................202 
Major Activity: Resolve and Restore.........................................................................................................................203 
Resolve and Restore: Major Influences ....................................................................................................................204 
Resolve and Restore: Related Activities....................................................................................................................205 
Assignment: Resolve and Restore..............................................................................................................................206 
Major Activity: Complete and Close .........................................................................................................................207 
Complete and Close: Major Influences.....................................................................................................................208 
Complete and Close: Related Activities....................................................................................................................209 
Assignment: Complete and Close..............................................................................................................................210 
Best Practice Statement Examples ............................................................................................................................211 
Major Activity: Report.................................................................................................................................................212 
Report: Major Influences ............................................................................................................................................213 
Report: Related Activities............................................................................................................................................214 
Assignment: Report .....................................................................................................................................................215 
Best Practice Statement Examples ............................................................................................................................216 
USM540 Service Incident Management Summary .................................................................................................217 

Key Performance Measures, Governance, Integration, Implementation ........................... 219 
Key Performance Measures........................................................................................................................................221 
Qualitative Measures....................................................................................................................................................222 
Quantative Measures....................................................................................................................................................223 
Assignment: What Should We Measure?..................................................................................................................224 
The Performance Management Framework ............................................................................................................225 
Key Result Area (KRA)...............................................................................................................................................227 
Key Performance Indicator (KPI).............................................................................................................................228 
KRA, KPI Relationship...............................................................................................................................................229 
Key Performance Target (KPT) ................................................................................................................................230 
Vital Mission Activity ..................................................................................................................................................231 
Service Provider Visible Measures.............................................................................................................................232 
Service Level Objectives (SLO) .................................................................................................................................233 
Service Level Indicators (SLI) ....................................................................................................................................234 
How Vital  Mission Activities Relate to Objectives................................................................................................235 
How Stakeholders are Impacted................................................................................................................................236 
Performance Measurement.........................................................................................................................................237 
Assignment: What Should We Measure (Redux)? ..................................................................................................238 
What is ‘Governance’?.................................................................................................................................................239 
Governance is…...........................................................................................................................................................240 
Stakeholder Interest .....................................................................................................................................................241 



Service Incident Management 102 
Class Workbook 

 
Copyright © 2009 VKSII 

Page vi 
 

Regulations Management ........................................................................................................................................... 242 
The Governance Framework..................................................................................................................................... 243 
Leverage SCARI Chart Method to Describe Interest............................................................................................ 244 
Defining Governance for Service Incidents............................................................................................................ 245 
Assignment: Governance = ‘Six Honest Men’ ....................................................................................................... 246 
Interoperation and Integration.................................................................................................................................. 247 
Assignment: “The ‘Practitioner’s Triangle”............................................................................................................. 248 
Implementation Planning........................................................................................................................................... 249 
Transformation Considerations ................................................................................................................................ 250 

How to Assess the Maturity of Your Service Incident Management Practice ................... 251 
Assessing Your Current Capability ........................................................................................................................... 253 
What is an Assessment?.............................................................................................................................................. 254 
Capability Evaluation Model...................................................................................................................................... 255 
Capability Scoring........................................................................................................................................................ 256 
The Need for a Systematic Continuous Process .................................................................................................... 257 
The (Lean) Continuous Improvement Engine ....................................................................................................... 258 
Score Specific Service Incident Scenario ................................................................................................................. 259 
Summary ....................................................................................................................................................................... 260 
End................................................................................................................................................................................. 261 
 




