Enforcing the Incident Process Flow

The purpose of enforcing the ticket state transition from “Assigned” to “In-Progress” essentially
acts as an acknowledgement by the service provider that the ticket is no longer sitting in a
support queue, but is now being worked. It may quickly move into “Pending” or some other
state, but capturing the initial response is a critical support process metric to understand resource
constraints and set customer expectations. To archive this measure, Remedy will be configured
to enforce specific lifecycle stage progression.

In the past, a ticket could move directly from "Investigation and Diagnosis" to "Resolution and
Recovery," "Incident Closure" or "Cancel.” Outside of the yellow brick road, the ticket could
also move directly into “Pending”.

From “Ildentification and Recording”, the ticket must mowve
into “Investigation and Diagnosis” before it can be set to any
subsequent stage (like “Pending”)
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The figure above shows the state transition that will be enforced in order for the service

provider to effectively “acknowledge” the ticket and move it from “ldentification and
Recording” into “Investigation and Diagnosis”.



From “Assigned”, the ticket must move into “In
Progress” before it can be set to any subsequent
stage (like “Pending”)
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The figure above shows the state transition that will be enforced in order for the service
provider to effectively acknowledge the ticket and move it from “Assigned” into “In-Progress”.

If you attempt to move a ticket from a state of “Assigned” or “Identifications and Recording” to
some state like “Pending”, you will receive an message similar to the one below.
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Frequently Asked Questions
Q: How do I move a ticket to “Pending” status?

A: A ticket must first be saved in a status of “In Progress” prior to moving to “Pending” status.
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