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Use this form as a guide, but do not leave out detail. Continue on further sheets if required.
	Equipment Unique ID
	Name of person
	Date and time of incident 

or request

	
	
	

	Establish current status

	What was expected to happen?
	

	What did happen? Can the incident be recreated?
	

	When did it last work?

Has it EVER worked?
	

	What has been changed recently?
	

	Write down any error messages displayed.
	

	Can you or anyone else perform the same task on other equipment? 
	

	Decide which area is the likely cause

	From the answers above is the problem likely to be hardware, software, network, user guide, other?
	


Actions to take
	Hardware

Check the knowledge base and fact sheets, where available

	Which area of hardware is affected?
	

	Which part requires replacing?
	

	Which spare equipment is available?
	

	Install spare or order replacement or other, please detail.
	

	Software

Check the knowledge base and fact sheets, where available

	Which application or operating system is in error?
	

	Result of checking the error message using the internet or in-house guides.
	

	Does software require reinstallation or a patch? Give reasons.
	

	Results of reinstallation or patch applied.
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	Network

Check the knowledge base and fact sheets, where available

	Does the network error affect one or several computers?
	

	Can the area affected be identified or isolated using diagnostics?
	

	Which replacement equipment can be installed?
	

	Actions to take.
	

	Results of actions taken.
	

	User Guide

Check the knowledge base and fact sheets

	Which user guide is in error? Does a user guide exist?
	

	Can the error be corrected with training or documentation?
	

	Actions to take.
	

	Results of actions taken.
	

	Other

Check the knowledge base and fact sheets, where available

	What was the cause of the incident?
	

	What actions have been taken?
	

	Which further actions are required?
	

	Incident outcome

	Has the incident been resolved?
	Y / N

	What was the final outcome?
	

	Date and resolver’s name.
	

	Has the incident sheet and call log been updated?
	Has the user been informed?

	Y / N
	Y / N



