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Incident Process Steps 
 
Outside of Jira, an Incident notification is provided, generally by the vendor through the AME PMO 
Escalation email distribution. 
 

1. Use the Create button in the header, Project AME, Issue Type Incident, and fill in all information 
known at the time. Note, that the Reporter and Assignee field should be the name of the BOS 
QA member owning the incident. Click the Create button at the bottom of the form. The 
incident will be created with a status of Open. 

 
2. When notification is received that the incident has been resolved and service has been 

restored, the BOS QA Team should access the incident in JIRA using the Issues tab in the header 
and click the Edit button to add any additional information known, then click the Resolve 
Service Issue button to put the incident in a Service Issue Resolved Status. 

 
3. When the Incident Report is received, the BOS QA Team should access the incident in JIRA using 

the Issues tab in the header and click the Edit button to add any additional information known, 
also attaching the report in the attachments section, then click the Report Created button to 
put the incident in a Report Received status. 

 
4. Review the Incident Report.  

a. If there is missing information (ex. Root cause analysis is still in progress, mitigation is 
not yet determined, or there are questions): 

i. The BOS QA Team should add a comment of what is missing, also reaching out 
to the vendor if needed for questions, then click the Info Pending button to put 
the incident in an Additional Info Pending status. 

ii. When the new complete report is received, click the Edit button to add any 
additional information known, also attaching the report in the attachments 
section and deleting the prior draft report, then click the Update Report button 
to put the incident back in a Report Received Status. Proceed to Step b below. 

b. If the report is complete with no questions, click the Review Final Report Button to 
move to a Final Report Under Review status. 
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5. If mitigation is still in progress, click the Pending Mitigation Button to move to a Mitigation 
Pending Status.  

a. Track the mitigation progress either through vendor updates, tickets, defect fixes, or 
COs adding periodic comments in JIRA as needed. 

b. Once mitigation completes, click the Mitigation Complete button to move back to a 
Final Report Under Review Status. Proceed to step 6. 

6. If mitigation is complete, finalizing the report, reach out to AME State Leadership (  
), requesting approval to close with brief explanation of why.  

7. Once State approval is received to close, add a comment of who approved and when + brief 
explanation from step 6, and click the Approved Closure button to move it to Closed. 

 
Workflow Summary Diagram below: 

 
 
 
 




