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1 Executive Overview

Modern enterprises operate in highly interconnected environments where

operational disruptions can emerge from:

e (ybersecurity incidents
e QOperational failures

e Third-party disruptions
e (Compliance breaches

e Technology outages

e Human errors

e Process failures

e Regulatory events
However, in many organizations, incident and issue management still relies on:

e Emails and chat messages

e Manual escalations

e Spreadsheet tracking

e Disconnected teams

e Inconsistent response procedures
e Delayed reporting

e Limited operational visibility

As operational dependencies grow, organizations require a centralized resilience
capability that can coordinate detection, response, escalation, remediation, and executive

oversight in real time.

This use case demonstrates how enterprises can transform fragmented incident
handling into an integrated operational resilience management capability supported by

automation, workflows, Al-driven intelligence, and continuous monitoring.
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2 Business Challenge

2.1 Current-State Reality

The organization manages incidents and operational issues across multiple

business units, systems, vendors, and operational environments.

Existing challenges include:

Challenge Operational Impact

Manual incident coordination Slow response times
Fragmented communication channels Inconsistent handling
Lack of centralized tracking Poor visibility and traceability
Reactive escalation processes Delayed decision-making
Limited root-cause visibility Repeated operational failures
Disconnected remediation activities Weak accountability
Inconsistent reporting Limited executive awareness
No centralized resilience intelligence Reduced operational readiness

3 Strategic Objective

The objective is to establish a centralized operational resilience capability that

enables:

e Standardized incident response

e Centralized issue tracking

e Automated escalation workflows

e Cross-functional coordination

e Al-assisted operational intelligence

e Continuous monitoring and remediation
e Executive-level resilience visibility

e Faster operational recovery
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4 Target Operating Model

4.1 Enterprise Operational Resilience Framework

The organization establishes a structured resilience model covering:

Manages all incidents and operational issues through a unified platform

Centralized Incident covering cyber incidents, operational disruptions, service outages,
Management compliance issues, vendor related incidents, and business continuity
events.

, , Establishes a consistent lifecycle covering detection, logging, classification,
Standardized Incident o . L L
, prioritization, escalation, investigation, remediation, closure, and lessons
Lifecycle | q
earned.

, Coordinates response activities across IT, cybersecurity, operations,
Cross Functional , . )
o compliance, risk management, vendors, business stakeholders, and
Coordination ) ]
executive leadership.

Continuous Monitoring Continuously feeds operational events into alerts, SLA monitoring,
and Escalation escalation workflows, KPI tracking, and resilience dashboards.

, o Provides leadership with real time visibility into operational disruptions,
Executive Resilience

Visibilit incident trends, critical outages, root cause analysis, recovery performance,
isibility

and organizational resilience posture.

5 Enterprise Implementation Approach

5.1 Phase 1 - Operational Discovery & Resilience Assessment

5.1.1 Activities

e Incident management process review

e Existing escalation analysis

e Stakeholder workshops

e SLA and operational threshold review

e Business continuity alignment

e Root-cause analysis process assessment

e Governance and accountability mapping

5.1.2 Outcome

A unified operational resilience framework aligned to enterprise operations and

governance priorities.

Internal Document 5



Incident, Issue & Operational Resilience Management R REZILENS

Confidence in Resilience

5.2 Phase 2 - Workflow & Incident Lifecycle Enablement

5.2.1 Activities

e Incident workflow configuration
e Severity classification models

e Escalation rules

e SLA configuration

e Notification structures

e Root-cause tracking setup

e Dashboard and reporting implementation

5.2.2 Outcome

A centralized operational resilience environment.

5.3 Phase 3 - Integration & Monitoring Enablement

5.3.1 Example Integrations

SIEM & Security Platforms Security event ingestion
ITSM Systems Operational issue synchronization
Monitoring Tools Infrastructure and application alerts
ERP Platforms Operational impact context
Vendor Management Systems Third-party incident correlation
Communication Platforms Response coordination

5.3.2 Outcome

Connected enterprise-wide resilience monitoring and coordination.

6 Practical Workflow Scenario

6.1 Operational Incident Lifecycle Journey

6.1.1 Step 1 - Incident Detection & Registration
Incidents are detected through:

e Monitoring systems
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e Security alerts

e QOperational teams

e \/endor notifications

e (Compliance observations
e (Customer reports

e Automated integrations
Each incident is automatically categorized and prioritized.
6.1.2 Step 2 - Automated Classification & Escalation
The platform evaluates:

e Severity level

e Operational impact

e Regulatory implications
e Affected business units
e Service criticality

e Dependency exposure

Dynamic escalation workflows are triggered automatically.
6.2 Step 3 - Cross-Functional Response Coordination
Response teams collaborate through centralized workflows covering:

e Investigation activities
e Communication tasks
e Stakeholder updates

e \/endor coordination

e Approval routing

e Recovery actions

All activities remain fully traceable.
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6.3 Step 4 - Al-Assisted Operational Intelligence
Al capabilities assist with:

e Incident summarization

e Similar incident identification
e Root-cause trend analysis

e Escalation prioritization

e |mpact assessment

e Response recommendations

e Operational exposure analysis

This accelerates operational response and decision-making,.
6.4 Step 5 - Remediation & Recovery Tracking

The platform continuously tracks:

e Recovery progress

e SLA compliance

e Assigned remediation tasks

e Escalation timelines

e Business restoration activities

e QOutstanding operational exposure

Critical delays automatically escalate to leadership.
6.5 Step 6 - Executive Reporting & Resilience Visibility
Executives gain visibility into:

e Incident trends

e Operational disruption impact
e High-severity incidents

e Recovery performance

e SLA breaches

e Root-cause patterns
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e Business continuity readiness

e Organizational resilience posture

7 Al & Intelligence Layer

7.1 Al-Driven Resilience Capabilities

Incident summarization Faster operational understanding
Root-cause trend analysis Reduced recurring failures
Similar incident detection Faster remediation

Escalation prioritization Improved response coordination

Operational exposure analysis Better resilience visibility
Recovery insight generation Enhanced operational oversight
Executive resilience summaries Faster strategic awareness

8 Executive Visibility

8.1 Real-Time Operational Resilience Dashboards
Leadership gains centralized visibility into:

e Active operational incidents

e High-severity disruptions

e SLA breach trends

e Recovery performance

e Root-cause concentration

e Business-unit operational exposure
e \/endor-related disruptions

e Organizational resilience indicators

This transforms incident management into a continuous operational resilience

capability.

9 Business Outcomes

T S T S

Incident Response Faster operational recovery
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T T S

Visibility Centralized resilience intelligence
Governance Standardized response workflows
Accountability Clear remediation ownership
Operational Efficiency Reduced coordination overhead
Resilience Improved disruption readiness
Risk Reduction Earlier escalation and mitigation
Scalability Enterprise-wide operational consistency

10 Strategic Value

This transformation enables organizations to evolve from fragmented incident

handling into a coordinated enterprise operational resilience capability.
The organization gains:

e Faster response and recovery

e (entralized operational visibility

e Improved resilience maturity

e Al-assisted operational intelligence
o Better executive oversight

e (Continuous remediation monitoring

e Stronger operational continuity

11 Closing Positioning

“Operational resilience is no longer about responding after disruptions occur.
It is about continuously coordinating, monitoring, and governing operational stability

across the enterprise.”

This use case demonstrates how organizations can operationalize incident and
resilience management through centralized workflows, automation, Al-driven intelligence,

and real-time operational visibility.

Internal Document 10



