¥ OpsWerks

Incident Management

and Response

Ensure uptime, resilience, andcalm—24/7

Unburden yourteams by outsourcingto atrusted partnerthat
restores stability fast —and preventsincidents before they occur.

Expertise end-to-end

OpsWerks embeds incident management & response (IR) teams within your organization, offering complete or partial services,
depending on your needs. With our end-to-end IR expertise, we strengthen resilience and reduce disruption through each phase:

©

Readiness & Prevention

We align to your objectives, manage SLOs and error budgets, calibrate risk gates, and stress-test systems — all
with a proactive, preventative focus. We also surface recurring issues, script remediation automations, and refine
runbooks to accelerate recovery.

Observability & Detection

Trained on your tools and processes, we collect logs, metrics, and traces, perform real user monitoring (RUM), and analyze
support request patterns for early signals. In parallel, we fine-tune alerts, suppress noise, improve dashboards, and detect
anomalies — to catch issues before they impact users.

Acknowledgement & Triage

Operating 24/7, we quickly validate alerts, prioritize severity, assign ownership, and update teams across all channels.
When escalation is required, we engage on-call and provide the full context — logs, metrics, timelines, and impact
details — with warm handoffs across shifts and time zones to ensure continuity.

Response & Resolution

We rapidly contain impact and resolve issues by executing runbooks or engineering fixes for novel issues in real time. Our
teams perform safe rollbacks or roll-forwards, apply hotfix pipelines, adjust emergency configs, and validate recovery to avoid
disruption. And when third parties are involved, we can act as a liaison, keeping stakeholders updated on recovery efforts.

Post-Incident Improvement

We either lead or participate in blameless postmortems, root cause analysis (RCA), and problem management.
Always going further, we learn from each incident to identify patterns, find new solutions, update runbooks,
and track actions to closure.



We own outcomes

Committed to results, not headcount, OpsWerks continually strives to minimize risk and maximize resilience.

o

Fewer Escalations Better UX

Pre-empt incidents with proactive Ensure uptime, reliability, and seamless

Rapid Recovery

Minimize mean time to detect

(MTTD), acknowledge (MTTA), pattern detection and problem delivery, so customers enjoy an
and recover (MTTR). solving.

uninterrupted experience.

Less Disruption Relentless Improvement

Drive automation, comms, RCA, and solutions to

Monitor activity, manage alerts, filter noise,
prevent recurring incidents.

and resolve issues.

OpsWerks' measurable success

o 85-90% of alerts resolved 4 4-6x faster meantimeto 30-60% noise
without escalation acknowledge (MTTA) reduction

OpsWerks filters noise and handles OpsWerks accelerates MTTA, driving rapid Alert fine tuning cuts number
incidents at first contact. ownership and faster resolution. of false positives.
The OpsWerks difference
@ Fullservice: @ Runbooksthatwork:
Delivering the full breadth & depth of incident management and response Continuously tested and improved.
@ Outcomes: @ Cloudfluency:

Commitments tied to MTTR, FCR, and SLO adherence. Deep AWS, Azure, GCP, Kubernetes expertise.

KPIs we manage with you

Measurable outcomes that demonstrate our commitment to operational
excellence and continuous improvement.
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Quality

Recurring incident reduction,
runbook coverage & freshness

Speed Stability Reliability On-call health

SLO compliance, error- Alerts per on-call, after-

MTTD, MTTA, MTTR Change failure rate, mean
budget burn rate hours page rate

time between failures (MTBF)




What our customers are saying...

I've never seen a vendor that does such a great job of cross-training Give them a problem statement...

their teams and following through on the information given to them. they'll go figure it out.

— Nick | Infrastructure Deployment and Hardware SRE Manager — Andrew | Director of Infrastructure Software

We experienced a high ROI on training the OpsWerks people. And | say that as someone who's trained a
lot of people over the years and high ROI is not always a guarantee.

— James | Staff Software Engineer, Networking & Data Platform

How we help

OpsWerks delivers customized managed services built around your
specific operational goals, workflows, and strategic priorities.
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Why OpsWerks

Outcome Ownership

We take full responsibility for solving
issues end-to-end, not just reacting
to incidents or adding headcount.

Predictable Partnership

Autonomous Execution

What it means: after jointly defining your desired state, we
execute relentlessly, building automation, authoring runbooks,
and streamlining operations without constant direction.

OpsWerks delivers resilient, self-managed teams that operate under fixed, transparent pricing, eliminating
headcount discussions and reducing risk from turnover or absence.

Discoverhow
we can help

Contact partnerwithus@opswerks.com for

specificreferencesortolearn how wecanhelp.
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