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ENTERPRISE INCIDENT MANAGEMENT B
OPERATIONAL RESILIENCE FRAMEWORK

I co-led the design of this framework to make major incident response predictable under
pressure. It connects signal detection, severity, command authority, communications, technical
recovery, business validation, evidence, and Problem Management into a single operating model,
so every P1 runs under the same rules regardless of the hour or the people on the bridge.

ENVIRONMENT MY ROLE

Multi-state retail enterprise with 250+ stores, Co-led the framework design, defined the
distribution centers, and design studios supporting ServiceNow control requirements, held major
3,000+ users. incident escalation authority, and drove adoption

through training and simulation.

13 8 27% 40%

operating domains governed by lifecycle stages with two closure reduction in the mean time to fewer repeat incidents over 4
one model gates re ore over 4 months months

— COMMAND NON-NEGOTIABLES
Command authority stays explicit and separate from technical execution.

The platform enforces every governance control it can enforce reliably.

Communications run as an operational control with a measured cadence and quality standard.
Recovery is complete only after the business confirms stable service.

Every qualifying incident improves a control, a runbook, an automation, or a resilience pattern.

BEHIND THIS SAMPLE CONTENTS
The full program includes a 500+ page master 0 Y= = 1
playbook, a RACI role register, a command authority 02 Operating Model ... 2
matrix, a ServiceNow build pack, executive

o . . Command and Controls .........c.cccvivincinicccnnes 3
communication templates, a tabletop simulation

. . o 4

program, a post-incident review process, and role- Live Incident Exhibit ...
based training and certification. The pages that 5  Measurement and Results .........ccccooiiiiiiiincnnns S

follow condense its operating core.

Sanitized for external review. Employer names, personnel, contact data, security-sensitive routing, and proprietary identifiers are removed.
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SECTION 02

OPERATING MODEL

Each stage carries a defined control and a required output. A stage is complete when its output is in the incident

WS01 | INCIDENT MANAGEMENT FRAMEWORK

record, thereby keeping the lifecycle auditable and maintaining clean handoffs during a live event.

(1) DETECT

Correlated signal

@ CLASSIFY

Declared priority

(3) COMMAND

Named commander

(&) COMMUNICATE

Timed, approved updates

A

(5 EXECUTE

Parallel workstreams

(&) VALIDATE o

o>

(3 CLOSE

Business-confirmed Complete evidence

= | (@ LEARN

—>

Owned corrective actions

G1 Business validation gate. The business owner confirms stable service
before closure begins.

STAGE

+ DETECT

> CLASSIFY

» COMMAND

» COMMUNICATE

- EXECUTE

« VALIDATE

7 CLOSE

= LEARN

IMPROVEMENT LOOP: CORRECTIVE ACTIONS RETURN TO DETECTION, CONTROLS, AND RUNBOOKS

G2 Evidence Ga e. The platform blocks closure until the

record is complete.

CONTROL

Telemetry, alert thresholds, and event correlation

Service tier, user and site breadth, revenue, regulatory
exposure, and workaround availability

Incident Commander assignment with documented
authority

Audience tier, approved channel, cadence, and message
approval

Parallel technical workstreams and controlled
emergency changes

Technical recovery confirmed by business validation

Closure gates and evidence completeness checks

Post-incident review, root cause analysis, and a linked
Problem record

CLASSIFICATION INPUTS

REQUIRED OUTPUT

Correlated signal with event

evidence

Declared priority and incident
scope

Command structure, roles, and
workstreams

Timestamped stakeholder
communications

Mitigation and recovery actions on
record

Stable-service confirmation

Resolved, defensible incident
record

Owned and dated improvement
backlog

Priority reflects business consequence. The classification engine weighs service tier, user and site breadth,

revenue exposure, safety or regulatory exposure, and workaround availability. Any input that crosses its P1

threshold automatically escalates the event.

Sanitized for external review. Representative structures preserve the management method.
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COMMAND AND CONTROLS

Clear decision rights keep a major incident moving. Every role below has a defined lane, and the Incident

Commander holds the authority to resolve conflicts between lanes.

INCIDENT COMMANDER TECHNICAL LEADS COMMUNICATIONS LEAD

Owns prioritization, decision Own diagnosis and recovery Drafts, secures approval for,
cadence, escalation, execution within an assigned distributes, and logs every
communications authority, and workstream. stakeholder update.

closure.

BUSINESS OWNERS VENDOR WORKSTREAMS CHANGE GOVERNANCE 03
COMMAND
Validate restoration from the user Operate as named workstreams Links emergency changes to the
and operational perspective. with accountable escalation and incident and reviews them after
SLA tracking. stabilization.

COMMUNICATION AND BRIDGE GOVERNANCE
One severity vocabulary and one set of status terms across the bridge, the ticket, and every stakeholder update.
Mandatory update intervals for P1 and P2 events, with the next update time stated in every message.
A dedicated technical channel for diagnosis and a separate approved channel for stakeholder messaging.
Author, audience, approver, channel, timestamp, and delivery evidence captured for each message.

Legal, regulatory, and externally sensitive communications are routed through required review before release.

SERVICENOW CONTROL ARCHITECTURE

| defined these control requirements so the platform enforces governance automatically at the moments when

people are most likely to skip steps.
CONTROL TRIGGER SYSTEM BEHAVIOR EFFECT

P1 notification P1 declared Populates the notification queue, ENGAGE
starts the SLA timer, and engages the
communications lead

Update cadence Update window approaches Creates an update task and escalates ESCALATE
a missed interval

Closure evidence Closure attempted with missing evidence Blocks closure and identifies the BLOCK
specific evidence gap

Timeline integrity State, priority, assignment, or gate change  Writes a timestamped timeline event RECORD
automatically

Mandatory data Any P1 record update Requires command, service, impact, BLOCK
and ownership fields

Decision deadline Decision remains open past its deadline Escalates to the Incident Commander ESCALATE

or executive sponsor

Sanitized for external review. Representative structures preserve the management method Page 3 of S
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SECTION 04

LIVE INCIDENT EXHIBIT

The timeline below shows the framework running a representative P1 from the first signal to closure. Each entry
names the control that shaped the decision at that moment.

Scenario: Card authorization latency across a regional store cluster during trading hours

Representative scenario. Times, counts, and system details are illustrative.

T+00 O Monitoring correlates authorization latency alerts across 31 stores and CORRELATION
09:12

opens an event record with the alert evidence attached.

T+04 ) The service desk confirms customer impact. The classification engine flags P1 NOTIFICATION

revenue exposure and multi-site breadth, and the event is declared P1.

T+07 () The Incident Commander takes command, opens the bridge, and stands COMMAND
up network, payment platform, and vendor workstreams.

T+15 O The first approved update reaches store and business leaders with the CADENCE
current impact, required store actions, and the next update time.

T+22 O The payment processor joins under contractual escalation. Its workstream VENDOR SLA

lead reports to the commander on the same cadence as internal teams.

T+38 @ The network workstream isolates a failing route at a regional aggregation CHANGE LINK
point. The commander approves an emergency change, and the platform
links it to the incident.

T+46 O The change is applied. Authorization times return to normal range within RECOVERY

four minutes.

T+58 @ District leaders confirm completed card transactions at sampled stores. G1 VALIDATION
Gate G1 passes on business confirmation.

T+71 @® The record passes the evidence check and resolves. A Problem record G2 EVIDENCE
10:23

opens, and the post-incident review is scheduled within five business
days.

DEGRADED-MODE OPERATIONS
Command continues when a supporting platform fails. Each fallback below is rehearsed and logged.

PRIMARY CAPABILITY FALLBACK PRINCIPLE

ServiceNow Command continues on an offline incident log, then reconciles to the record after

restoration.

Collaboration bridge Command transfers to an approved alternate bridge, and the transition is logged.

Notification gateway Updates move to approved fallback distribution and direct escalation paths.

Monitoring Backup monitoring and manual validation confirm service state while telemetry
is impaired.

Sanitized for external review. Representative structures preserve the management method. Page 4 of 5
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MEASUREMENT AND RESULTS

Every measure below drives a specific management decision. Measures that do not inform a decision are

removed from the dashboard. Results cover the first four months after adoption.

) OUTCOME INDEX (BASELINE = 100)
MTTD, MTTA, MTTR Detection, engagement, and

restoration speed MEAN TIME TO RESTORE

Cadence compliance Communication execution against

~

w
o
o
o

required intervals

Triage accuracy Quality of initial classification and REPEAT INCIDENTS
routineg I -
Recurrence rate Effectiveness of permanent _ 60
remediation
PIR completion Learning and governance W caseline B Ater dop ion
follow-through
Vendor SLA compliance  Third-party execution and
dependency risk
Automation Consistency of platform-enforced
effectiveness controls
REGULATORY AND FRAMEWORK ALIGNMENT
SOX ITGC Incident and emergency change evidence supports change management and operations controls.
PCI DSS v4.0.1 The lifecycle, roles, and testing cadence support the incident response plan requirement (12.10).
ISO/IEC 27001:2022 Stages map to the incident management controls in Annex A 5.24 through 5.28, including
evidence collection.
NIST CSF 2.0 Detection, response, and recovery practices align with the Detect, Respond, and Recover functions.

MANAGEMENT IMPACT

The operating discipline contributed to a 27% reduction in mean time to restore and 40% fewer repeat
incidents. Leadership gained one consistent view of every major event, recovery claims carried business

confirmation, and corrective actions moved into Problem Management with named owners and due dates.

The same model scales down to a single-site team and up to a multi-region enterprise, because the controls

live in roles and the platform.

]
w
(e}
m
w
Hh
w

Sanitized for external review Representative structures preserve the management method

RESULTS





