
Serena Incident and Escalation Management
Serena Incident and Escalation Management automates the capture, routing, 
collaboration, escalation, and resolution of incidents, ensuring that:

Incidents (or trouble tickets) are efýciently captured and managed to resolution, Å	
ensuring the shortest possible time-to-resolution, saving money and minimizing 
risk.

Incident resolution activities are coordinated across different people, teams, and Å	
systems.  Seamless escalation into development issue management processesð
in a fully automated, repeatable wayðensures incidents donôt fall through the 
cracks. 

Everyone involved in the process can see the latest status of incident resolution Å	
progress.  Visibility into the process eliminates unproductive email threads and 
increases stakeholder satisfaction.  Complete audit trails keep you in compliance 
with internal and external regulatory mandates.   

Keep Your Service Desk Running Like a Well-
Oiled Machine
IT organizations are under more pressure than ever.  Businessesô greater reliance on 
software leaves ample opportunity for trouble to arise.  When problems arise, Serena 
Incident and Escalation Management dramatically simpliýes the process of capturing 
incidents and working them to resolution.  Using simple web forms users can submit 
trouble tickets, at which point Incident and Escalation Managementôs þexible process 
engine routes incidents to the right people, aiding in rapid resolution of problems.  

Escalate Incidents Without Incident
The process of escalating incidents from service desk staff to applications 
development can be a nightmare.  It often requires manual transfer of information 
from the service desk into the engineering issue management system or, worse yet, 
endless email messages to try to get everyone on the same page.
 
Incident and Escalation Management changes this completely. When it is time to 
escalate an incident to engineering itôs as simple as clicking a button.  Not only is the 
incident seamlessly handed off to the issue management process, but the service 
desk is updated with the linked issueôs status any time it changes in the development 
systemðensuring service desk personnel always have the latest information.  

INCIDENT AND ESCALATION MANAGEMENT

Solution Brief

“I think that the entire com-
pany would agree that our 
turnaround time in resolving 
issues and our SLA perfor-
mance exceeds expectations.  
And, Incident and Escalation 
Management deþnitely plays 
a part in that.”

Alicia Rosario, Employease

“Incident and Escalation Man-
agement has become a sell-
ing point when we talk about 
customer support.  We say, 
‘It’s all automated, auditable, 
and online.õ Itõs a signiþcant 
part of what we offer to our 
customers. At any instant 
they can see the status of their 
requests. With cross-posting 
capabilities in Incident and 
Escalation Management, 
HealthTrio can also turn 
customer requests into tickets 
for development. As a result, 
customers often see their con-
cerns and requests integrated 
into future releases.” 

Rudy Hilado, HealthTrio




