
Triage: which domain is this incident in?
The IT service desk of a regional hospital in Ireland sorts every incident before it acts. Each 
domain asks for a different first move.

Complex Complicated

Chaotic Clear

Confusion

Probe → Sense → Respond
Emergent Practices

Sense → Analyse → Respond
Good Practices

Act → Sense → Respond
Novel Practices

Sense → Categorise → Respond
Best Practices

Disorder

Ward tablets drop the network Slow imaging archive

Interface error to the lab

Patient records offline Printer driver missing

Password reset

New alert, no owner

Cause found

Service restored

Incident triage

Clear incidents follow the runbook. Complicated ones go to the specialist team. Complex ones 
get a small, safe experiment first; chaotic ones get action first and analysis afterward.
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