INCIDENT MANAGEMENT Impact-Urgency Matrix

STEP 1
J
Alertis detected via Zendesk or c
by bot and inform via Slack, o
mail, phone ()
STEP 2 m
: :
Engineer on call (EOC) . <
evaluates and confirms Medium
the issue STEP 3
9
EOC categorizes
magnitude of the incident
to define team involved
STEP 4 Impact:
o Low: From 1 merchant
If High or Urgent: Urgent: Vast majority of merchants
1.Call to war-room starts
2. Support manager informs STEP 5 Urgency:
teams and merchants PY Low: Includes requests for information or assistance regarding

platform functionality
Medium: Issue is of a nature that inhibits productivity but can be
circumvented.

Fix, mitigate and inform
teams and clients

3. Status page is updated
If Medium or Low:

Support and outposts check High: Issue is preventing stores from completing a business task.
STEP 6 Urgent: Dramatic company wide Issue that prevents a
significant amount of stores from performing their work and
EOC documents the service must be resolved immediately.
disruption, informs and updates
status page. op epe
STEP7 Roles & Responsibility
A Root Cause Analysis
meeting is held after an If Urgent/High
STEP 8 investigation, and it typically (Step 1-8)

results in action items.

The incident is

OOCOOOO

ultimately resolved once Roles

all action items have Engineer on call

been addressed. + designated Outposts +
Support Team

team

[Tumpseller



