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1. Introduction and Background 

1.1 Organization Overview 

[Company Name] is seeking proposals for a comprehensive incident management 

software solution to enhance our IT operations and incident response capabilities. 

This RFP outlines our requirements for a robust system that will help us efficiently 

manage and resolve digital incidents while ensuring minimal downtime and 

optimal system performance. 

1.2 Current Environment 

• Current incident management processes 

• Existing tools and systems 

• Current challenges and limitations 



1.3 Project Purpose 

The purpose of this RFP is to select a vendor who can provide and implement a 

comprehensive incident management solution that will improve our incident 

response capabilities, automate key processes, and enhance overall operational 

efficiency. 

2. Project Objectives 

2.1 Primary Objectives 

1. Implement a comprehensive incident management solution 

2. Enhance collaboration and communication during incident management 

3. Improve incident response times and reduce mean time to resolution (MTTR) 

4. Establish a knowledge base for common issues and solutions 

5. Integrate with existing IT infrastructure and tools 

2.2 Success Criteria 

1. Reduction in average incident resolution time 

2. Improved stakeholder communication 

3. Enhanced compliance with SLAs 

4. Increased automation of routine tasks 

5. Better visibility into incident metrics and trends 

3. Scope of Work 

3.1 Implementation Services 

1. Software installation and configuration 

2. Integration with existing systems 

3. Data migration (if applicable) 

4. System testing and validation 

5. Knowledge base setup 

3.2 Training Services 



1. Administrator training 

2. End-user training 

3. Documentation and materials 

4. Knowledge transfer 

3.3 Support Services 

1. Technical support 

2. Maintenance updates 

3. Performance monitoring 

4. Ongoing optimization 

4. Technical Requirements 

4.1 System Architecture 

1. Cloud-native and/or on-premises deployment options 

2. High availability architecture 

3. Disaster recovery capabilities 

4. Mobile-first design 

4.2 Security Requirements 

1. Data encryption at rest and in transit 

2. Authentication and authorization 

3. Audit logging 

4. Compliance features 

4.3 Integration Requirements 

1. API availability 

2. Third-party tool integration 

3. Custom integration support 

4. Data exchange protocols 



5. Functional Requirements 

5.1 Incident Detection and Alerting 

Tip: Effective incident detection and alerting forms the foundation of your 

incident management system. Focus on customization options and multiple 

notification channels to ensure critical issues are caught early and 

communicated to the right teams immediately. 

Requirement Sub-Requirement Y/N Notes 

Automated Detection Real-time monitoring of system events   

 Pattern-based anomaly detection   

 Custom threshold configuration   

 Integration with monitoring tools   

Multi-Channel Alerting Email notifications   

 SMS alerts   

 Push notifications   

 Automated phone calls   

 Integration with messaging platforms   

Alert Management Customizable alert thresholds   

 Alert prioritization system   

 Alert grouping and correlation   

 Suppression rules configuration   

 Alert acknowledgment tracking   

5.2 Incident Logging and Classification 

Tip: A robust classification system helps streamline incident response and 

enables accurate reporting. Ensure your system can adapt to your 



organization's taxonomy while maintaining consistency in incident 

documentation. 

Requirement Sub-Requirement Y/N Notes 

Automated Logging Timestamp and source tracking   

 Affected system documentation   

 Initial impact assessment   

 Automatic data enrichment   

Classification System Multi-level categorization   

 Custom classification schemas   

 Impact and urgency scoring   

 Business service mapping   

Assignment Capabilities Role-based assignment rules   

 Skills-based routing   

 Load balancing   

 Team queue management   

5.3 Workflow Automation 

Tip: Effective workflow automation reduces manual intervention and 

standardizes incident response. Focus on flexibility in workflow design while 

maintaining compliance with your organization's processes and ensuring 

proper escalation paths. 

Requirement Sub-Requirement Y/N Notes 

Customizable Workflows Visual workflow builder   

 Conditional logic support   



 Multiple workflow templates   

 Version control for workflows   

Task Assignment Rule-based assignment   

 Skills-based routing   

 Workload balancing   

 Team-based assignment   

SLA Management Configurable SLA definitions   

 Real-time SLA tracking   

 Automated notifications   

 Performance reporting   

5.4 Collaboration and Communication 

Tip: Smooth collaboration is crucial for efficient incident resolution. Ensure 

your system facilitates seamless communication across teams while 

maintaining a clear audit trail of all interactions. 

Requirement Sub-Requirement Y/N Notes 

Team Collaboration Real-time chat integration   

 Document sharing   

 Screen sharing capability   

 Collaborative editing   

Communication Tools Video conferencing   

 Audio conferencing   

 Mobile app support   



 Instant messaging   

Stakeholder Updates Automated notifications   

 Custom update templates   

 Status page integration   

 Scheduled reporting   

5.5 Root Cause Analysis 

Tip: Thorough root cause analysis prevents incident recurrence. Prioritize 

systems that can correlate data from multiple sources and provide clear 

visualization of incident timelines and contributing factors. 

Requirement Sub-Requirement Y/N Notes 

Log Analysis Log aggregation   

 Pattern recognition   

 Timeline visualization   

 Search capabilities   

Automated Analysis Cause suggestion engine   

 Impact analysis   

 Dependency mapping   

 Contributing factor identification   

Historical Data Trend analysis   

 Similar incident correlation   

 Resolution history   

 Performance metrics   

5.6 Reporting and Analytics 



Tip: Comprehensive reporting and analytics capabilities are crucial for 

continuous improvement and demonstrating value. Focus on systems that offer 

both real-time operational insights and long-term trend analysis with flexible 

visualization options. 

Requirement Sub-Requirement Y/N Notes 

Customizable Dashboards Real-time monitoring views   

 Widget customization   

 Role-based dashboard templates   

 Interactive visualization tools   

Report Management Custom report builder   

 Scheduled report generation   

 Multiple export formats   

 Report template library   

Analytics Tools Trend analysis   

 Predictive analytics   

 Custom metric creation   

 Benchmark reporting   

5.7 Knowledge Management 

Tip: A robust knowledge management system reduces resolution times and 

promotes self-service. Focus on ease of knowledge creation and discovery, with 

automated suggestions for knowledge base updates. 

Requirement Sub-Requirement Y/N Notes 

Self-Service Portal Searchable knowledge base   

 FAQ management   



 User feedback system   

 Article rating system   

Solution Management Known error database   

 Solution categorization   

 Related article linking   

 Version control   

Knowledge Creation Template-based authoring   

 Collaborative editing   

 Attachment support   

 Rich text formatting   

5.8 Integration Capabilities 

Tip: Strong integration capabilities ensure seamless information flow across 

your IT ecosystem. Prioritize systems with well-documented APIs and pre-built 

integrations with common tools while maintaining flexibility for custom 

integrations. 

Requirement Sub-Requirement Y/N Notes 

API Integration RESTful API support   

 API documentation   

 Authentication methods   

 Rate limiting controls   

Tool Compatibility Monitoring tool integration   

 Service desk software integration   

 DevOps pipeline integration   
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