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4. RACI CHART 
 

 

Informed – People who are significantly affected by the activity/decision and must be informed to insure successful implementation

Accountable – The one who insures that desired outcomes are reached and has yes/no decision making authority
Consulted – People who have critical expertise to contribute before a decision is made

Responsible – People who do the work, facilitate it and/or organize it 

 

5. ENTRY CRITERIA 
• Incident report 
 

6. PROCEDURE 

ID Step Responsibility 

Incident Logging and Categorization Sub-Process 
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ID Step Responsibility 

1 Detect Incident  
 Identify a disruption of service. 

 Customer 

2 Contact Service Desk 
Customer contacts the Service Desk to report a disruption in service or request service. 

 Customer 

3 Type? 
Incident – go to step 4 / Service Request – Hand off to Service Request Process  

 Service Desk 
 

4 Open Incident Ticket (classified at User Service Request) 
Upon receiving a call (or request) from a Customer, the Service Desk Analyst enters the 
Customer and incident information into the ticket. 

 Service Desk 
 

Hand-off to Service Request Process  

 Monitor and Track Incidents 
The Incident Manager is responsible for monitoring and tracking incident throughout the 
process.  

 Incident Manager 

5 Assign:  Impact, Urgency, Priority 
Using the impact, urgency, priority matrix, determine and set the priority for the incident.  
Setting the priority begins the “clock” for the Service Level Agreement (SLA) associated with 
that priority.  At this point, Service Desk Analyst becomes the Ticket Owner. 

 Service Desk 

Immediate Incident Resolution by Level 1 Sub-Process 

6 Check Support Matrix, Documentation, Solutions Database and Configuration items  
Review all available information for known errors and solutions to similar incidents. 

 Service Desk 

7 Document Steps Taken 
Update the worklog in the Incident Ticket with all of the troubleshooting steps taken to resolve 
the incident so far. 

 Service Desk 

8 Resolve? 
Yes – go to step9 / No – go to step 11 

 Service Desk 

9 Notify Customer  Service Desk 

10 Valid? 
Yes – go to step 24 / No – go to step 8 

 Customer 

11 Triage 
The Service Desk Analyst assigns the Incident ticket to Level 2 Support.  At this stage the 
responsibility for resolving the incident and communicating with the Customer passes to the 
assigned Support Analyst however, the responsibility for final customer contact and closure of 
the incident remains with the Service Desk Analyst. 

 Service Desk 

12 System Event? 
Yes – go to step Initiate Major Incident Management Procedures / No – go to step 13 

 Service Desk 

 
Initiate Major Incident Management Sub-Process 

 Monitor and Track Event 
The Event Manger is responsible for initiating the Communication Management Process and 
the Problem Management process as need.  They are also responsible for tracking the event to 
resolution. 

 Incident Manager  

Immediate Resolution by Level 2 Sub-Process 
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ID Step Responsibility 

13 Review Incident Ticket 
Review the incident in order to understand the issue.   
Consult the Problem Management Database for known errors. If necessary, contact the 
Customer, IT Support Unit or the Service Desk to gain further clarity of the incident.  Begin 
diagnosis of the incident.  

 Level 2 Support 

14 Resolve? 
Yes – go to step 15/ No – go to step 18 
Determine if the incident can be resolved without making any system update and inform the 
customer of the solution.  When the Level 2 Support Analysis is unable to resolve the incident 
it is escalated to Level 3 Support.  

 Level 2 Support 
 

15 Implement Solution and Resolve Incident 
Resolve the incident by implementing the necessary solution.   

 Level 2 Support 
 

16 Update Incident Ticket and Notify Customer  
Document the resolution in the Incident Ticket and enter the closure code.  Contact the 
Customer with the solution to the incident  

 Level 2 Support 
 

17 Valid? 
Yes – go to step 24 / No -  go to step 14 

 Customer  
 IT Support Group 

18 Update Incident Ticket and Triage to Level 3 
Document the steps taken to diagnose/resolve the incident in the worklog of the Incident 
Ticket.  When the Level 2 Support Analyst is unable to resolve the incident it is triaged to 
Level 3 Support.   At this stage the responsibility for resolving the incident and communicating 
with the Customer passes to the assigned Support Analyst. 

 Level 2 Support 

19 Review Incident Ticket 
Review the incident in order to understand the issue.   
Consult the Problem Management Database for known errors. If necessary, contact the 
Customer, IT Support Unit or the Service Desk to gain further clarity of the incident.  Begin 
diagnosis of the incident.  

 Level 3 Support 

20 Resolve? 
Yes – go to step 32 / No – hand-off to Escalation Process and/or Change Management Process 
and/or Problem Management 
 
The Level 3 Support Analyst determines if the incident can be resolved without making any 
system updates and informs the customer of the solution.  If system updates are required the 
Level 3 Support Analyst will initiate the Change Management process  

 Level 3 Support 

Initiate Monitoring and Escalation Sub-Process 

Initiate Change Management Process 

Initiate Problem Management Process 

21 Implement Solution and Resolve Incident  
The Level 3 Support Analyst resolves the incident by implementing the necessary solution.   

 Level 3 Support 

22 Update Incident Ticket and Notify Customer  
Document the resolution in the Incident Ticket and enter the closure code.   Contact the 
Customer with the solution to the incident. 

 Level 3 Support 

23 Valid? 
Yes – go to step 24 / No go to step 20 
 

 Customer  
 IT Support Group 

Incident Closure & Evaluation Sub-Process 
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IMPACT TABLE 

RANK DESCRIPTION 

1. Extensive/ 
Widespread: 

Clinical Definition: 
Multiple Patients 
 
Non-Clinical Definition: 
Entire department, floor, branch, 
line of business, external 
customer 

2. Significant/ 
Large: 

Clinical Definition: 
One Patient 
 
Non-Clinical Definition: 
Greater than 5 business people 

3. Moderate/ 
Limited: 

Clinical Definition: 
No Patient Impact 
 
Non-Clinical Definition: 
Less than 5 business people 
affected. 

4. Minor/ 
Localized: 

Clinical Definition: 
No Patient Impact 

Non-Clinical Definition: 
1 business person affected. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

URGENCY TABLE 

RANK DESCRIPTION 

1. High:  

Process stopped; customer cannot 
work.  System and/or service is 
unavailable. Generally customers are 
unable to work and  no workaround is 
available 

2. Medium: 

Process affected; certain functions 
are unavailable to customers. 

System and/or service are degraded. 
May or may not have workaround 
available. 

3. Low: 

Process affected; certain functions 
are unavailable to customers.  The 
work can be scheduled. 

System and/or service. 
Inconvenienced but still available 
(Work, Excel, etc). Workaround 
available. 
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