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[bookmark: _Toc493515533][bookmark: _Toc123829549][bookmark: _Toc496274770]About Initial Analysis of an Incident
All incidents need to be analyzed by the team lead or project manager. Based on the initial analysis further action is taken
This checklist forms part of the ITIL Service Operation

[bookmark: _Toc493515534][bookmark: _Toc123829550]Analysis Procedure followed
Using the assignment of the Incident to Configuration Item (CI)s and to Product and Incident categories, the Support Knowledge Base is searched for: 
· Known Solutions
· Known Workarounds
· Known Errors
If it becomes apparent during the initial analysis that the attributions originally assigned were not applicable, these are corrected: 
· Relationships to CIs
· Check the following as an example 
· Client PC 
· Standard configuration 1
· Standard configuration 2
· ... etc.,
· Printer 
· Manufacturer 1
· Manufacturer 2
· … etc.,
· Incident category, i.e. 
· Hardware error
· Software error
· … etc.,



[bookmark: _Toc493515535][bookmark: _Toc123829551]Initial Analysis of an incident Checklist

Description: All incidents need to be analyzed by the team lead or project manager. Based on the initial analysis further action is taken.
This checklist forms part of the ITIL Service Operation
TBD 

	Incident ID
	Click or tap here to enter text.
	Support Knowledge Base
	Choose an item.
	Product category
	Choose an item.
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