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Thefirst edition of this book isregarded asaclassic initsfield. Now, in an expanded and updated version of
The Art of Service's book, the authors once again present a step-by-step guide to Incident Management.

Incident Management isan IT Service Management (ITSM) process area. The first goal of the incident
management process is to restore a normal service operation as quickly as possible and to minimize the
impact on business operations, thus ensuring that the best possible levels of service quality and availability
are maintained. 'Normal service operation'’ is defined here as service operation within Service Level
Agreement (SLA). It is one process area within the broader ITIL environment.

This book covers every detail, including some missed in other books. This thorough book provides a clear
roadmap to designing, implementing and operating incident management. The author leaves no key process
out and completely covers everything from initial concept to measuring support effectiveness and process
improvement.

The book starts with an initia strategy that is focused on planning incident management services that are
completely aligned to requirements and are based on a mission statement. This business-oriented approach is
refreshing and will keep IT grounded in the real reasons for incident management. More importantly is the
process for careful selection of servicesto provide. An overly ambitious set of service goalswill kill incident
management implementation early in itslife by offering too much before there is a stable incident
management process in place. This book isrealistic and lays the foundation for a success implementation.

The section on the actual design of the incident management structure provides insights and information that
can be applied to alarge number of solutions. Since incident managements will be organized in accordance
with requirements and unique mission statements, this section of the book is like a catalog of patterns. It has
excellent tips on how to best structure incident management to meet requirements and mission. The
information on accurately estimating staffing requirements is consistent with industry best practices and
something that, believe it or not, is often overlooked when incident managements are established.

This book getsinto the meat by thoroughly covering the processes that are essential to running incident
management. There are many topics that stand out as both unique [to books of this genre] and reflect best
practices by the best-run incident management initiatives. Examples are change control, disaster recovery
and vendor management. These topics show that the author not only considers business alignment, but also
cross-functional alignment within IT.

Professional resources and underlying technology are provided in detail.

This book contains an in-depth coverage of operationa requirements for the incident management once it has
been implemented. It hits all of the critical success factors, such as performance metrics, service level



agreements, communications and internal evaluations. It even has a chapter on marketing, whichis
something that isimportant but not often done be most incident management initiatives. This proactive
approach to keeping users (your customers) informed of new services, accomplishments and tipsis excellent
and will go along way towards attaining high customer satisfaction scores - not to mention proving the value
of the incident management to IT and business management.

Y ou will find this book to be one of the best for planning and implementing world-class incident
management.

Considering the increasing number of IT Professionals and their Organizations who want to be actively
involved in IT Service Management, this book should do at |east as well asthefirst edition, whichisa
bestseller.
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From reader reviews:
Dolores Watkins:

What do you consider book? It isjust for students as they are still students or that for all people in the world,
the actual best subject for that? Just simply you can be answered for that concern above. Every person has
various personality and hobby for each and every other. Don't to be obligated someone or something that
they don't desire do that. Y ou must know how great in addition to important the book Incident Management
Best Practice Handbook: Building, Running and Managing Effective Support and Incident Tracking - Ready
to use supporting documents ... ITIL Theory into Practice - Second Edition. All type of book isit possible to
see on many methods. Y ou can look for the internet resources or other social media.

Sophia Myers:

The particular book Incident Management Best Practice Handbook: Building, Running and Managing
Effective Support and Incident Tracking - Ready to use supporting documents ... ITIL Theory into Practice -
Second Edition hasalot info on it. So when you make sure to read this book you can get alot of help. The
book was compiled by the very famous author. The author makes some research just before write this book.
Thiskind of book very easy to read you will get the point easily after reading this book.

Lurline Silvester:

Areyou kind of stressful person, only have 10 or maybe 15 minute in your day to upgrading your mind skill
or thinking skill actually analytical thinking? Then you have problem with the book compared to can satisfy
your limited time to read it because pretty much everything time you only find publication that need more
time to be go through. Incident Management Best Practice Handbook: Building, Running and Managing
Effective Support and Incident Tracking - Ready to use supporting documents ... ITIL Theory into Practice -
Second Edition can be your answer mainly because it can be read by you who have those short extratime
problems.

Annie Resnick:

Asauniversity student exactly feel bored to be ableto reading. If their teacher asked them to go to the
library or even make summary for some book, they are complained. Just small students that has reading's
internal or real their leisure activity. They just do what the educator want, like asked to the library. They go
to generally there but nothing reading seriously. Any students feel that looking at is not important, boring in
addition to can't see colorful pics on there. Yeah, it isto get complicated. Book is very important in your
case. Aswe know that on this period of time, many ways to get whatever we would like. Likewise word
says, ways to reach Chinese's country. Therefore this Incident Management Best Practice Handbook:
Building, Running and Managing Effective Support and Incident Tracking - Ready to use supporting
documents ... ITIL Theory into Practice - Second Edition can make you feel more interested to read.
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