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1 Introduction 

1.1 Purpose of Document 
The purpose of this document is to describe the Incident and Service Request Management Process 
within Service Delivery and Operations. 

 

1.2 Audience 
This document has been written for Service Delivery staff involved with the Incident Management 
Process. 

 

2 Incident and Service Request Management 
Process 

2.1 Introduction  
Process owner:  Service Management Lead – Hayley Sims 

Process Manager: Nikki Fish 

The aim of Incident management is to restore service to users as soon as possible following an incident, either 
reported or detected. 
 
Service Delivery and Operations (SDO) manages its Incident and Service Request Management process through 
the use of a dedicated Service Operations Centre and Incident Management staff.  These include Service 
Operations Centre staff, the SDO Operations Support Team,  2nd and 3rd line support staff and Service Managers.   

 

2.2 Scope 
Service Delivery and Operations (SDO) provide full Incident Management for services provided and 
owned by Service Delivery (SD).   

For some services the incident and Service request responsibilities may be shared between SD and the 
customer as defined within agreements.  
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 2.3 Incident and Service Request Management Process 
   Stages      Responsibility  Procedures 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
All contacts made to the Service Operations Centre are recorded in the Incident Management toolset in 
the form of an Incident Management record.   

Incident Management records (Events) can also be raised directly into the Incident Management toolset 
via automation software. These records are routed directly to 2nd line support teams without Service 
Operations Centre intervention. 

 Associated procedures within the Service Operations Centre and 2nd line Support together with  
 Incident Management procedures, Jeopardy Management Procedures and an Operational Level Agreement 

between SD Departments have been adopted within SDO to manage the Impact of Incident Management records.  
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2.4 Major Incidents 
Major Incidents are managed according to the 

 

 ..\..\..\..\..\Live\Resolution Processes\Problem Management\Procedures\Problem Major Incident 
Management Process Flow.vsd 

 

2.5 Relationships with other processes 
Information from the Problem Management, Change and release and deployment processes is available 
to the Incident Management process via the Service Management toolset. 

2.6 Procedures 
Procedures relating to Incident and Service Request Management can be found under: 
..\..\..\..\..\Live\Resolution Processes\Incident Management\Procedures\IM Procedures\Jeopardy 
Management Procedure.docx 

..\..\..\..\..\Live\Resolution Processes\Incident Management\Procedures\IM Procedures\Support Analyst 
Procedures.docx 

 

Procedures relating to Jeopardy Management can be found under; 

Q:\SSD CSS\Live\Resolution Processes\Incident Management\Procedures\IM Procedures 

 

Procedures relating to Major Incidents can be found under; 

..\..\..\..\..\Live\Resolution Processes\Problem Management\Procedures\Problem Major Incident 
Management Process Flow.vsd 

 

 

 Q:\SSD CSS\Live\Resolution Processes\Problem Management\Procedures 

 

Procedures for managing and reporting of Security Incidents can be found under: 

Q:\SSD CSS\Live\Service Delivery Processes\Information Security Management\SSD Security Incident 
Reporting\Procedures 

 

2.7 Reporting 
Incident Management Reports are produced using the procedure located under: 
Q:\SSD CSS\Live\Service Delivery Processes\Service Reporting\Procedures 
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