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In the first phase, we handle incidents for the Montenegro market, and we recognize the following verticals and responsible persons for each:
Sports Betting:
Ninoslav Lazarevic, Nenad Kasic, Anthony Doone, Andrew Gunner
Decision Maker: Ninoslav Lazarevic
Gaming:
Ninoslav Lazarevic, Dositej Kasanovic, Tornike Tordia
Decision Maker: Ninoslav Lazarevic
PAM:
Nikola Stankovic, Bojana Petrovic
Decision Maker: Nikola Stankovic
Retail:
Bojan Gavric, Marjan Talevski, Igor Trajkovic (MNE), Milos Vasic (SRB), Dragan Mihajlovic (BiH)
Decision Maker: Bojan Gavric
Payments:
Marija Novakovic, Mirko Nesic
Decision Maker: Marija Novakovic
Promotions & Rewards:
Nikola Bosnjak, Ivan Krmek
Decision Maker: Nikola Bosnjak
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The first step is incident identification.
Depending on the vertical, the information will initially be received by the team closest to that vertical (Customer Support, IT Support, Betting Operations, etc.).
According to the procedure, the incident must be reported via email to:
service.desk@maxbet.rs
The email must contain the following information:
· The vertical affected by the incident
· Incident start time
· Estimated priority (P1, P2, P3, P3 time-sensitive, P4)
· Estimated percentage of affected players
· Problem description, including as much supporting material as possible (screenshots, logs, and details on how the issue manifests)
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The second step is the Service Desk response, which includes:
· Creating a ticket in the Jira ticketing system with appropriate descriptions and categorization
· Adding relevant representatives of the affected vertical(s) to the ticket
· Sending a notification to the ITSM email group, containing:
· Problem description
· Affected verticals
· Incident start time
· Priority
· Current status
· Mandatory link to the Jira ticket
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The third step is proactive incident monitoring within the following Slack groups:
· pod-maxbet-communications
· pod-maxbet-sd-collab
The first group is an informational channel where status updates are tracked for each submitted ticket based on the ticket number.
The second group serves as a collaboration channel for questions related to status clarification and/or changes in categorization, and similar topics.
During the third step, the MaxBet Service Desk team is responsible for correlating communication between all relevant parties, using Slack channels and email.
All additional information required for faster issue resolution must be provided to the Service Desk upon request.
Additionally, each responsible person from every vertical is obliged to monitor the mentioned channels, as well as the Jira ticket itself, in order to provide necessary information in a timely manner and assist in the troubleshooting process.
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The fourth and final step occurs after incident resolution, when the Service Desk sends a notification to the ITSM group via email, containing:
· Incident closure notification
· Start time
· Resolution time
· Duration in hh:mm format
· Short problem description
· Final status
After the fourth step, as the final activity, a root cause analysis is requested from the team that owns the affected vertical.

