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SPEED is vital, and ACCURACY is critical.

Critical incidents are rarely simple. The key to maximising service performance effectiveness and
efficiency lies in improving the underlying quality and consistency of troubleshooting.
Kepner-Tregoe's approach is ITIL-recognised, industry best-practice for handling customer issues
and managing problems. We help you to restore service more effectively, while managing risk and
communicating confidently under pressure.
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Understand the process to
arrive at and make the best
decision with the agreement
of the incident stakeholders

Understand the incident, set
priorities, establish a clear
service restoration plan

POTENTIAL PROBLEM
ANALYSIS

PROBLEM ANALYSIS
Accelerate incident handling
by finding the root cause Understand how to mitigate
systematically, quickly and risk, and prevent incidents
efficiently whenever possible.

“Lasting 60 years with this methodology is a great testimonial in itself. "

Yasuo Takahashi
Senior Training Specialist
Akamai Technologies (Technology)
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Key Benefits

. Facilitate the incident resolution process
by gathering the most relevant data and
driving decisions while managing risk
under pressure

. Learn advanced incident management
skills to manage end-to-end process of
service restoration

. Draw from case studies and real-world
situations to provide dynamic learning
that goes beyond theory

You will learn to...

. Increase self-awareness of personal
approach to troubleshooting and service
restoration

. Enhance troubleshooting capability

. Manage and resolve operational and
customer issues more efficiently

. Prioritise daily work and complex job
issues

. Have better clarity in thoughts and avoid

jumping to conclusions

. Lead the team in the right direction by
asking incisive questions that help to
isolate the outage and expedite the
process of service restoration

. Improve decision-making capability
when facing a myriad of options that
can take to restore service

. Filter out unnecessary emails, data
dumps and screen prints that could
be clouding out critical data and
information required for service
restoration/issue restoration

. Achieve clarity, overcome conflict
priorities, establish relationship and
consensus through a structured and
fact driven process for collaborative
decision making

. Trigger additional thoughts around
issues that can go wrong with the
implementation of actions to be taken
to restore service

. Organise the data and information to
help the team to focus and facilitate
the escalation and/or handover
process between teams
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A PROVEN PROCESS
TO RESTORE SERVICE QUICKLY
AND EFFECTIVELY

Improved incident management is the result
of an empowered staff that can assess
problems and take actions swiftly, making
the right decisions to improve customer
service.

Kepner-Tregoe helps you take control by
empowering your organisation with high
quality, more consistency, and greater speed
of incident handling process by improving
the underlying quality of troubleshooting.

To ensure you achieve a measurable ROI, we
offer a holistic approach that helps to align
capability, processes, systems, and metrics.
We enable sustainable performance

improvement, supported by the leading
enterprise ITSM platform.

View Course Details

Contact us at these locations or visit
www.kepner-tregoe.com
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AUSTRALIA

(Supported by Kepner-Tregoe's Licensee)
Deloitte Australia

+61 417 606 700

+61 416 221 492

SINGAPORE

Kepner-Tregoe Southeast Asia, Ltd.
Marina Bay Financial Centre Tower 3
12 Marina Boulevard, Level #17-01
Singapore 018982

+65.6256.6492

MALAYSIA

Kepner-Tregoe (M) Sdn. Bhd.

Unit 1301, Level 13, Uptown 1

1 Jalan SS21/58, Damansara Uptown
47400 Petaling Jaya, Selangor
WEIEWSE!

+60.3.7660.9128

THAILAND

Kepner-Tregoe Thailand, LLC
230 CS Tower, oth Floor
Rajchadaphisaek Road
Huaykwang, Bangkok 10320
Thailand

+662.274.0646

CHINA

Kepner-Tregoe China Co,, Ltd.

Room 2359, Level 23 Citigroup Tower
33 Huayuanshigiao Road

Shanghai 200120

China

+86.21.6101.0095

TAIWAN

Kepner-Tregoe Asia, LLC

5th Floor, No. 21

Chung Hsiao East Road, Sec. 6
Taipei 11575

Taiwan

0080.165.1893

HONG KONG

Kepner-Tregoe Southeast Asia Ltd.

Level 19, Two International Finance Centre
8 Finance Street

Central Hong Kong

+852.2251.1581

JAPAN

Kepner-Tregoe Japan, LLC
7-18 Moto-Akasaka 1-chome
Minato-ku, Tokyo 107-0051
Japan

+81.3.3401.9521

700-10-P563721C
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