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Incident Management
May 2025

Marta Brito Head of Operations
marta.brito@skillsworkflow.com

Hello,

There are 5 project updates and 12 tasks planned for today.
Also 4 days until your holidays!

PROJECTS SPOTLIGHT

Most recent and delayed. Want to view all?

» = A 3
Paint & Ink Monika Derfflinger Starbucks Spring Sukhbirpal Dhalan
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California Dreams Supreme Eyewear
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Agenda

Optimize every corner of your agency

1 Incident Management




7
—
«
-

N

QA

P~

-

e L
=%
o

"4
o A

~T0
/

L?-'—
‘\v’\y-‘

S = o
S ATS

S
™
-

K

A" S

.A .ﬁ-

3;. PR T
_f. ‘w hww.m._,wmmu%.d
,. «\ﬂ.\

+SRETe
ARG
A
<A

....\.nnh.ﬁ..h‘\.. mn.\-h...\ﬁ

TP N &
> .hv&.“:.:, Y d.-.”.\..l

LN R L
-

|
|

i

)
I
.ﬁn’sz %““

T
i\
.-.“

M g
.‘r-..."

-
-

," 'J E
5

7R
%

S
‘F X

2 o,l ;_."
4

L] \

Y
by,
.‘1 ;1\ 4
5 4

>"""'_;Z‘

'4

-5\\’

"
L
.'3?

-
L

B

A CENAN

AT K- Y T




Incident Management

Why Incident Management important

Project Planning

System is critical for most people

T Producer/Lead

ntegrations are automatic and handle volume

Go - Snack to Go

Stakeholders need to know the system is down

Medium package
Heavy Motor
New weehls

oscar season

And when the system may be in Maintenance

@ Fiona Patterson (6)
Medium

3D room

Once down, it is crucial to bring it back up =

Rebranding
Light On

£ Usnnah Orare 191
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UNPIO002
UNPI0003

APHM0002

Heavy
Heavy
Medium
Medium
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Light
Heavy
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Light
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Medium
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Australia Post

@ Gonatural - Wavemarker

Gonatural - Wavemarker
@ Gonatural - Wavemarker

Amazon Prime - Hogarth Mexico

Ford Motor Co. Of Aus. Ltd - Active Dis|
© Ford Motor Co. Of Aus. Ltd - Active Dis|
@ Universal Pictures - Mediacom
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Ford Motor Co. Of Aus. Ltd - Active Dis|
Universal Pictures - Mediacom
Universal Pictures - Mediacom
Universal Pictures - Mediacom
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© Upcoming

@ Estimation
@ In Product.
® Upcoming
® Upcoming
@ In Product.
@ Estimation
@ Upcoming
® Upcoming

® Upcoming

® Upcoming

® Upcoming

® In Product..

@ Estimation
® Upcoming

® Estimation

28 Aug 2022

27 Sep 2022
1 Mar 2022
29 Sep 2022
28 Sep 2022
29 Sep 2022
29 Sep 2022
29 Sep 2022
29 Sep 2022

7 Aug 2022

29 Nov 2022
15 Sep 2022
11 Mar 2022
29 Sep 2022
29 Sep 2022

28 Sep 2022
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Low

01 April additional work due in to team |.
hurry

Sushi Packs

Amazon Prime

Heavy Motor

Please make sure i receive this project a

target one

Check new rooms

Photography
Studio/Design
Studio/Design
Motion
Studio/Design
Motion
Photography
Studio/Design

Studio/Design

Photography
Studio/Design
Motion
Motion
Photography

Photography




Incident

What is an Incident? These are classified as P1.

System is down
Some Services are not operational
Scheduled Maintenance can temporarily shut services

Users cannot complete a crucial process

External services are unavailable (e.g., Azure)

Integrated tool is down or will be down (e.g., SAP)
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Triggers

How is an Incident triggered?

Telemetry alarms send SMSs

Scheduled Maintenance is communicated
Users issue a P1 Ticket

External service providers inform (e.g., Twillio)

Integrated Tool owner communicates (e.g., Ziflow)

Crafted with - @ - ou Skills Workflow



Recipients

Where does the communication go to first?

The team working at the time of Incident (e.g., SMS)
W) e Helpdesk gets Ticket and sends Notifications

www.WeHelpUkraine.org is a platform to
help Ukrainian refugees find living support

DevOps receives external services E-mails
The team assigned to the Scheduled Maintenance

PM is notified by external tool responsible

Humanized . by Skills Workflow



Schedules

Who is responsible at any given time?

02:00 to 10:00 UTC - Stefania
10:00 to 18:00 UTC — Rafael
18:00 to 02:00 UTC - Abdul

Backups — Helena, Luciane
Every day, 24/7

Crafted with - @ - ou Skills Workflow
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Escalation

What to do when Incident is detected?

Go in and confirm in Tenant (e.g., false positives)
Contact the responsible for the affected Service
Reach out to PM, if in doubt or no response
Next, call Devops and Helpdesk

Get a hold of CAO and Head of Engineering
Finally, scale to COO, CTO
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Tools

What tools can be used to check?

® §k|l|s_

o Iteration

@ Al @ Platform (> Customization

Helpdesk Incident Workspace | i

Brazil South - WebApp

Live users System Status

a2 15,195 @ All systems operational

DEV - APIv2 o
DEV - Auth Service iew
eduled
DEV - WebApp
issigned

East US - APIv2 E
High  Medium  Low Deployment
East US - Auth Service

East US - WebApp Al 7
¥ searcl

GLOBAL - Auth Service (SSO)
Client Jobs Southeast Asia - APv2 Effort Approved
® Closed (1) Southeast Asia - Auth Service 1

Az ul e ! ;l a l u S I a e . ® HOGUKO000651539 - Tasks and Folders arenot¢ ~ S°utheast Asia - WebApp 1 b )
TEST - APIv2

® Development Under Approval (2)

TEST - Auth Service

(-] HOGUK000851185 - MERLIN-3610 Ability to di
TEST - WebApp

@ HOGUK00085024 - MERLIN-3408 Hide Internal

West Europe - APIv2

©® Development Under Review (11)
West Europe - Auth Service

Service Workspace in Tenant (per Service) e

SKILLS0002CS271 - The option to import printit

SKILLS000252117 - New File system: Uploading file versions simultaneously is breaking files

SKILLS00385112 - QA Home Workspace: Release area - In pie chart, 'not done'’ variable is not filtering correctly

Integration Logs in Workspace (per Tool) PR

SKILLS000252118 - Azure alerts were fired on the file system api in production

L]

Total: 154
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Communication

How to communicate Status during an incident?

Incident Support Helpdesk

System must inform status in Tenant every hour
During Scheduled Maintenance, inform every hour
Team solving incident must inform status every 30
Inform client every 30 minutes about status
Schedule call with incident team every 1 hour

RCA must be issued after incident (status every day)
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Thank Youl!

Marta Brito Head of Operations
marta.brito@skillsworkflow.com

v JalinJolf

APAC = EMEA - LATAM - USA
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