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We live in an always on 
services world powered by 
software.



The cost of downtime is substantial,  

..$1 million a year for mid-size company 

over $60 million for a large enterprise.

INCIDENTS

Matthias Machowinski, Research Director at IHS Inc.



IT OPERATIONS DEVELOPERS



Incident management requires

DEV & IT OPS

to work better together



INCIDENT RESPONSE TO A MAJOR OUTAGES

Detect + Communicate Respond  + Investigate 

+

Resolve + 

Recover

Learn + Improve

• Classification

• Prioritization

• Coordination

• Communication
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• Collaboration

• Document

• Troubleshooting

• Recover

• Verify

• Resolve

• Document

• Learning

• Sharing

• Reporting

• KPI

Mean Time to Recovery (MTTR) 



ALERT FATIGUE AND CHALLENGES

Monitoring

+ IT OPS

DEV

Detect Respond Recovery

services & applications



IMPROVE ALERT & INCIDENT COORDINATE ACROSS TEAMS

services & applications
Monitoring
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DEMO



Opsgenie
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NEW RELIC 

TRIGGERS

OPSGENIE ALERT



RESPONDERS 

SEE THE DETAILS



Take
immediate
action



CREATES A 

MAJOR INCIDENT



ALL TEAMS ARE 

NOTIFIED
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Run loadbalancer tests on APAC servers







Opsgenie BitBucket





























Measure your
DevOps 
Performance







Opsgenie Slack















Fast MTTR
Establish an incident game 

plan that expedites  

response to major outages

Effective 

Communications
Gain trust and improve 

customer comms during 

service disruptions

Open Team 

Collaboration
Leverage open work, 

knowledge sharing & 

ChatOps

Continuous 

Improvement
Leverage Post Incident 

Reviews to learn from major 

outages

Atlassian’s approach to Incident Response





Atlassian,
Unleash the potential of every team

Discover

y

Plan & 

Track

Code Verify & 

Release

Monitor Incident Problem Change Config Request

ITSM & IT OperationsDevOpsAgile


