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The first edition of this book is regarded as a classic in its field. 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 is an 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 initial 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 services to provide. An overly ambitious set of service goals will kill incident
management implementation early in its life by offering too much before there is a stable incident
management process in place. This book is realistic 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 a large 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 gets into 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 operational requirements for the incident management once it has
been implemented. It hits all of the critical success factors, such as performance metrics, service level
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agreements, communications and internal evaluations. It even has a chapter on marketing, which is
something that is important but not often done be most incident management initiatives. This proactive
approach to keeping users (your customers) informed of new services, accomplishments and tips is excellent
and will go a long way towards attaining high customer satisfaction scores - not to mention proving the value
of the incident management to IT and business management.

You 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 least as well as the first edition, which is a
bestseller.
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From reader reviews:

Bridget Carter:

Within other case, little individuals like to read 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. You can choose the best book if you love reading
a book. Provided that we know about how is important some sort of 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. You can add know-how and of
course you can around the world by just a book. Absolutely right, simply because from book you can realize
everything! From your country until foreign or abroad you will end up known. About simple factor until
wonderful thing you can know that. In this era, we can open a book or perhaps searching by internet system.
It is called e-book. You can use it when you feel uninterested to go to the library. Let's study.

Domingo Adams:

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 can give more knowledge and also the precise product information about everything you want. So
just why must we leave the great thing like a 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? Wide variety you have a different opinion about e-book. But
one aim in which book can give many data for us. It is absolutely right. Right now, try to closer using your
book. Knowledge or info that you take for that, it is possible to give for each other; you could share all of
these. 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 has simple shape but you know: it has great and massive function for you. You can appear the
enormous world by wide open and read a guide. So it is very wonderful.

Lavonne Yates:

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
one of your basic books that are good idea. We recommend that straight away because this publication has
good vocabulary that may increase your knowledge in vocabulary, easy to understand, bit entertaining but
nonetheless delivering the information. The author giving his/her effort to get every word into satisfaction
arrangement in writing 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 but doesn't forget the main level, giving the reader the hottest and based confirm resource
info that maybe you can be considered one of it. This great information can drawn you into new stage of
crucial considering.
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Mae Mosley:

In this age globalization it is important to someone to receive information. The information will make
professionals understand the condition of the world. The healthiness of the world makes the information
quicker to share. You can find a lot of references to get information example: internet, newspapers, book,
and soon. You can view that now, a lot of publisher in which print many kinds of book. The book that
recommended to your account is 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 this e-book consist a lot of the information from the condition of this world now.
This particular book was represented so why is the world has grown up. The dialect styles that writer value
to explain it is easy to understand. Often the writer made some study when he makes this book. That is why
this book acceptable all of you.
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