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Incident WorkflowIncident Workflow

1.9
Critical 

Incident 
Process

1.1
Incident Detected

1.4
Initial Diagnosis

1.7
Prioritization

1.10
Investigation and 

Diagnosis 

1.11
Functional 
Escalation 
Required ?

1.12
Resolution and 
Recovery (CCC)

Yes

No
1.3

Incident Recording

1.14
Resolution and 
Recovery (SME)

1.8
Critical Priority 

Incident

Yes

1.2
Event Detected

No
1.5

Child Incident of 
Existing Parent

No

1.6
Child Incident 

Process

Yes

1.13
Closure (CCC)

1.15
Closure (SME)
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Child Incident WorkflowChild Incident Workflow

2.1

Child Incident 

Associated to 

Parent

2.2

Resolution and 

Recovery
(Work Notes Updated 

Automatically when 

Parent is Updated)

2.3

Closure 
(Resolution Updated 

Automatically when 

Parent is Resolved)
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On-Call/Escalation
(Text wait 2 min then Call)

1. Primary
2. Secondary
3. Tertiary
4. Everyone in Assignment 
Group

3.4
Investigation and 

Diagnosis 

3.10
On-Call SME  

Accepts

3.11
Escalate and Update 

Work Notes
(escalation based on On-

Call Schedule)

No

3.9
On-Call Notification

Yes

3.6
Assign Incident

3.12
Resolution and 
Recovery (SME)

Yes

3.5
Functional 
Escalation 
Required ?

3.7
Resolution and 
Recovery (CCC)

No

3.2
Major Incident

Candidate
No

3.3
Major Incident 

Process

Yes

3.8
Closure (CCC)

3.13
Closure (SME)

3.1
Create 

Parent Incident
(when appropriate)
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4.8
Promote to

Major Incident

No

4.9
Notify (email) 

Person Proposing 
that Major Incident 

Candidate was 
Rejected

4.1.3
Propose Major 

Incident 

(From Direct 
Contact)

4.1.1
Propose Major 

Incident
 (From Critical 

Incident Process)

4.4
On-Call MIM 
Accepts MI

4.5
Escalate and Update 

Work Notes
(escalation based on On-

Call Schedule)

No

4.2
Assign Candidate to 

MIM Group

4.1.2
Propose Major 

Incident 
(From Trigger Rules)

Yes

4.7
Review Major 

Incident 
Candidate

4.17
Create ServiceNow 

Incident Tasks

4.12
Initial 

Communication

4.6
Update Work Notes 
(with acceptance details)

4.3
On-Call Notification

MIM

4.16
Launch WebEx 
Meeting From 

ServiceNow

4.25
NOSC 

Join WebEx

4.29
SME(s) 
Works

Incident TASK(s)

4.21
On-Call 
Accepts

4.22
Escalate and Update 

Work Notes

No

4.23
Update Work Notes 
(with acceptance details)

4.20
On-Call Notification

4.28
NOSC 
Works

Incident TASK

Yes
4.26

SME(s)
Join WeEx

4.30
Resolve Task and 
drop off WebEx 

4.31
Resolve Task(s) and 

drop off WebEx 

4.24
Send WebEx Invite
(SMS mobile number in 

SNOW, and email) 

4.18
Add Individuals to 
WebEx as needed

Yes

4.27
Individua(s)
Join WebEx

4.19
Lead Troubleshooting and Monitor Activities

On-Call/Escalation
(Text wait 2 min then Call)

1. Primary
2. Secondary
3. Tertiary
4. Everyone in Assignment 
Group

4.10
Critical 

Incident 
Process

4.40
Closure

On-Call/Escalation
(Text wait 2 min then Call)

1. Primary
2. Secondary
3. Tertiary
4. Everyone in Assignment 
Group

4.11
Review 

Major Incident

4.41
Root Cause 

Analysis

4.13
Start Pre-Approved 

Communication Plan

4.32
Update 

Communication

4.37
Resolution 

Communication

4.35
Major Incident 

Resolved

No

Yes

4.14
Send Notification to 
Distribution List(s) in 
Communication Plan

4.33
Send Notification to 
Distribution List(s) in 
Communication Plan

and 
Update Work Notes 

4.38
Send Notification to 
Distribution List(s) in 
Communication Plan

and 
Update Work Notes 

4.15
Receive Notification

4.34
Receive Notification

4.39
Receive Notification

4.36
Resolution and 
Recovery (CCC)

Yes
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