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From Zero to Hero
• Introduction

• Incident process improvement

• Tools used

• Key Takeaways

• Q&A



ITSM teams that have not adopted agile approach will find their ITSM practices are ignored and 
bypassed

Gartner



Happiness in teamwork
As one team, providing services and solutions that 

boost the performance and happiness of your teams.

ABOUT US

Team-Based Delivery for Success
Successful solutions through collaborative delivery-

model.

Certified consultants
Benefit from our deep expertise in Atlassian products 

for scalabe and reliable solutions.



Meet the team

Customer

AI

AM

SME



AIOps





Do you sometimes feel stuck in an infinite loop? 

Incident 
reported by a 

user

Resolve the 
incident

Picking up 
where you 

left off.



The journey from Zero to Hero

Incident reported 

by a single user

Single person 

investigates & 

communicates 

with affected 

users

No post incident 

review or analysis 

is done nor 

published                      

Multiple users 

reports similar 

incidents



The journey from Zero to Hero

Outage detected 

by monitoring

Single person 

investigates & 

communicates 

with affected users                     

No post incident 

review or analysis 

is done nor 

published

Multiple users 

reports similar 

incidents











ANDROID AND IOS APP

Notifications and actions











The journey from Zero to Hero

Outage detected by 

monitoring

No post incident 

review or analysis 

is done nor 

published                      

Alert regarding 

potential problem 

from monitoring

Preventive 

measures taken; 

information

posted

Team effort, 

separate 

communication & 

investigation                 

Users can read 

about incident, less 

incidents reported



Public channels
Builds trust

Statuspage
Reduces tickets

Huddle
Collaborative 

approach

Avoid DMs
Traceabilty

Communication







The journey from Zero to Hero

Outage detected 

by monitoring

Root Cause and 

Blameless 

postmortem 

published                      

Alert regarding 

potential 

problem from 

monitoring

Preventive 

measures taken; 

information  

posted

Team effort, 

separate 

communication 

& investigation                 

Users can read 

about incident, 

less incidents 

reported

Proactive incidents

management



The journey from Zero to Hero

Proactive incidents management

Team review: 

• Communication Improvements

• Monitoring improvements

• Preventive actions

• Learning from every incident



The journey from Zero to Hero



The journey from Zero to Hero



The journey from Zero to Hero



The journey from Zero to Hero



Communicate

Team-based

Refine

Learn & adapt

Autonomy & mandate

Stay silent

Alone

Rigid

Repeat mistakes

Powerlessness

DON´T INSTEAD





www.stretchaddera.com
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