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🔥 Lower your bar for incidents

󰳚 Incidents are the priority

󰔭 Customer first, fix second

We should all be declaring more incidents
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🔥 Lower your bar for incidents / Why? 

 Centralized communication  
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🔥 Lower your bar for incidents / Why? 

Practice makes perfect
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🔥 Lower your bar for incidents / Why? 

Long term insights
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󰳚 Incidents are the priority / Why? 

That’s literally what incidents are for
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󰳚 Incidents are the priority / How? 

Incident 
declared

👎 Declined

👍 
Accepted

IS THIS ACTUALLY 
A PROBLEM? 

🔧 Fixed 
immediately

🎟 
Ticketed 
for later

YES, THIS IS A 
PROBLEM
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󰳚 Incidents are the priority / How? 

Work out your framework for urgency 

1. Critical product flow 

2. Wide ranging customer issue

3. Key customer or stakeholder
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󰳚 Incidents are the priority / How? 

Never passive pause an incident
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Product Responder

- Rotating team of engineers

- Ring-fence resource for reactive work

- Prepare your team for on-call 

�� 🚒 �� 🚒
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 󰔭 Customer first, fix second
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 󰔭 Customer first, fix second / Why? 

 Silence can hurt more than longer downtime
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 󰔭 Customer first, fix second / How? 

Make communication your first priority
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 󰔭 Customer first, fix second / How? 

Clearly link 
your errors to 
who’s affected
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 󰔭 Customer first, fix second / How? 

Define a clear communications lead
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 󰔭 Customer first, fix second / How? 

Use your status page when it counts
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🔥 Lower your bar for incidents

󰳚 Incidents are the priority

󰔭 Customer first, fix second

Summary 


