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I’m Alice
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Things break
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Who? 
What? 
Where? 
When? 
Why? 
How?
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Who? 
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What? Where? When? Why? How?
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The Incident Command System
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In 2004
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  Incident Commander
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The Incident Commander
▪ Does NOT fix the problem

▪ but knows the systems involved


▪ Keeps pulse on entire effort

▪ A trained volunteer

▪ Handles internal communication
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      Technical Lead(s)
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The Technical Lead(s)
▪ Fix the problem

▪ Update the IC on progress

▪ Run impactful changes by IC
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Communications Lead
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The Communications Lead
▪ Acts as link to public/customers

▪ Translates technical details to 
consumable statuses

▪ Updates IC on customer 
communication

▪ Handles external communications
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Severity Levels
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Severity Levels

5 Everything is ok…for now
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Severity Levels

4 A thing is smoldering

5 Everything is ok…for now
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Severity Levels

3 A part of a thing exploded

4 A thing is smoldering

5 Everything is ok…for now
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Severity Levels

2 One thing exploded

3 A part of a thing exploded

4 A thing is smoldering

5 Everything is ok…for now
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Severity Levels
1 Everything exploded
2 One thing exploded

3 A part of a thing exploded

4 A thing is smoldering

5 Everything is ok…for now
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Why?
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I got this
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Squad Goals
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Distributed Systems
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???
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Misallocated Resources
29
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Organized Effort
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Why the ICS?
▪ Prevents panic

▪ Coordinates efforts

▪ Maintains reliable line of  
communication

▪ Allows for best possible incident 
resolution
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How?
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Training
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Train everyone
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Training Plan
▪ Coordinate IC/CL sessions

▪ Roleplay/hands-on activities

▪ Offer refreshers
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Tools
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hubot.github.com
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Other Tools
▪ Upboard

▪ Google docs / Quip

▪ New Relic products

▪ Blameless retros
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Lessons learned
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Tools break
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Worth it?
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Thanks! 
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@alicegoldfuss
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This document and the information herein (including any information that may be incorporated by reference) is 
provided for informational purposes only and should not be construed as an offer, commitment, promise or 
obligation on behalf of New Relic, Inc. (“New Relic”) to sell securities or deliver any product, material, code, 
functionality, or other feature. Any information provided hereby is proprietary to New Relic and may not be 
replicated or disclosed without New Relic’s express written permission.


Such information may contain forward-looking statements within the meaning of federal securities laws. Any 
statement that is not a historical fact or refers to expectations, projections, future plans, objectives, estimates, 
goals, or other characterizations of future events is a forward-looking statement. These forward-looking 
statements can often be identified as such because the context of the statement will include words such as 
“believes,” “anticipates,” “expects” or words of similar import.


Actual results may differ materially from those expressed in these forward-looking statements, which speak 
only as of the date hereof, and are subject to change at any time without notice. Existing and prospective 
investors, customers and other third parties transacting business with New Relic are cautioned not to place 
undue reliance on this forward-looking information. The achievement or success of the matters covered by 
such forward-looking statements are based on New Relic’s current assumptions, expectations, and beliefs and 
are subject to substantial risks, uncertainties, assumptions, and changes in circumstances that may cause the 
actual results, performance, or achievements to differ materially from those expressed or implied in any 
forward-looking statement. Further information on factors that could affect such forward-looking statements is 
included in the filings we make with the SEC from time to time. Copies of these documents may be obtained 
by visiting New Relic’s Investor Relations website at ir.newrelic.com or the SEC’s website at www.sec.gov. 


New Relic assumes no obligation and does not intend to update these forward-looking statements, except as 
required by law. New Relic makes no warranties, expressed or implied, in this document or otherwise, with 
respect to the information provided.
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