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Incident Management

The constant availability of superlative service has 

become imperative for the successful operation of 

today’s IT-driven businesses. Incident Management is 

an IT Service Management (ITSM) process that helps 

ensure the same during incidents and minimizes the 

chances of any adverse impact on business. 

SUMMIT Incident Management, an ITIL 2011 certified 

module, is designed to help tackle incidents smartly 

and prevent recurrence. Packed with powerful features 

like out-of-the-box Categorization, Knowledge 

Management, Auto-Routing, and Auto Escalation 

workflows, SUMMIT provides the option to route 

incidents based on diverse criteria. The automated 

feedback mechanism validates and captures the 

solution, and also helps monitor SLA compliance.  

SUMMIT offers multiple ways for end users/customers 

to access the services of their service providers. End 

users can log an incident through a web portal, an email/

SMS, or a phone call. SUMMIT enables integration to 

the Active Directory, allowing users to log an incident 

record through a Single Sign-On (SSO).

Self-Service Portal

Key Features

• Self-Service Portal

• Multi-Tenant Platform

• Remote Desktop Sharing and Chat with User

• Comprehensive Reporting

• Checklists

• Per-Incident Cost Management

• Customer Satisfaction (CSAT) Survey

The Self-service Portal provides end users the option 

to view all the incidents logged by them with the status 

details. In addition, it also allows users to view all the 

related policy documents published by the respective 

department and frequently used knowledge articles.
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The SUMMIT Incident Management is a multi-tenant platform that enables enterprises to configure multiple Service 

Desk instances, such as IT, HR, Finance, etc. to provide SLA-based services to the end users. SLAs for the respective 

Service Desk instances can be different and the data privacy between instances can be controlled by providing the 

relevant access to the assigned Analysts.

Multi-Tenant Platform

The SUMMIT Incident Management system enables the assigned Analysts to connect to the end user’s managed 

point remotely to troubleshoot the reported incident. It also helps the end users and the assigned Analysts to 

collaborate via a chat engine. The transcripts of the chat conversation about the incident are recorded.

Remote Desktop Sharing and Chat with User
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•	 Dashboard: Monthly reports on the incident volume,
incident status, SLA summary, workgroup summary,
user group summary, details of pending incidents
along with the graphical representation of the
incident volume and the incident status.

•	 SLA reports: By workgroup, Analyst, customer,
and location: Reports displaying the response and
resolution compliance for defined time duration for
all the severities are generated.

•	 Cost per-incident report: Reports displaying cost of
resolving incidents and chargeback business based
on costs.

•	 Open incident status: Reports displaying all the
open incidents with details, such as incident ID, log
time, status, medium, caller, category, description,
severity, and workgroup.

Comprehensive Reporting

•	 Incident status: Reports displaying data about
the performance of a workgroup with respect
to the resolution of an incident as per the SLA
requirements. 

•	 Classification reports: Reports displaying incidents
by classification and category, Top 20 classifications,
assigned to workgroup, and closure code.

•	 Miscellaneous reports: Reports displaying Top 20
callers, reopened incidents, incident bounce reports,
and daily reports.

•	 Feedback summary reports: Graphical report
displaying feedback and also a detailed rating
report on each feedback question that the client has
customized for their processes.
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Using the SUMMIT Incident Management module, Analysts  can create checklists of action items for incidents. 

The action items and their status are tracked during the life cycle of the incident to ensure successful closure of 

the incident.

Checklists

Using the SUMMIT Incident Management module, the 

cost of each incident can be defined and tracked on a 

weekly or monthly basis, based on the category of the 

incident. Drill-down reports are also available to track 

the cost associated with the incident resolution.

Per-Incident Cost Management

•	 Transactional Feedback: User feedback on various
configurable questions for each of the resolved
incidents.

•	 Periodic CSAT: Various templates are available to
collect feedback from the user at defined intervals.

Customer Satisfaction (CSAT) Survey
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• Industry best pr  for call logging and resol n

• High first call Resolu on (FCR) with contextual knowledge records

• Service response improv  through SLA governance

• Improve Analysts’ produc vity and u heir morale

•  improvement

• ugh centralized Knowledge Base

•  the management

Core Benefits
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