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[bookmark: _Toc496274770][bookmark: _Toc123828958][bookmark: _Toc493528541]About Incident Report
Check entries to show all requirements for an Incident report are available.
This checklist forms part of the ITIL Service Operation/Help Desk

[bookmark: _Toc493528542]Considerations for Incident Report
· Adherence to agreed Service Levels 
· Agreed Service Levels
· Attained Service Levels
· Major Incidents causing breaches of agreed IT Service Levels 
· In the past (prolonged IT Service failures etc.) 
· Type of event
· Causes
· Counter-measures for the elimination of the Incident
· Measures for the future avoidance of similar occurrences
· In the future (planned downtimes to IT Services)
· Statistical evaluations 
· Number of Incidents 
· Over time
· By categories
· Resolution times 
· By duration 
· By categories
· Initial resolution rate 
· Over time 
· By categories
· Trend analyses
· Technical analysis of important or repetitive Incidents 
· Description
· Applied resolution strategy 
· Elimination of the root cause
· Workaround
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Description: Check thoroughness of report to ensure that all parameters are available to present to client.
This checklist forms part of the ITIL Service Operation/Help Desk
TBD (filled in a partial list)

	Agreed Services level
	%

	Attained Services Level
	%

	Variance in Service Level
	Number (- or +)

	Major Incidents
	Number (Current vs. Prior/ By year/quarter/Month)

	Major Incidents
	Broken down by Cause

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	




image1.png
Y
&




