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4 2ICD2VWTE. TReceiving events from a SaaS partner with Amazon EventBridge; 258
LTLKEEV, ChiZ&kY, FHDODYRNIN=RF—ARMNANERHENET,
2. ROVWThAZITVET,

«  (HERXYYR)HAZLD EventBridge 1 X NNAZERL F9, AWS Incident
Detection and Response &, AWSServiceRoleForHealth_EventProcessor SLR &4t
LTYZR—2 RIL—JL (AWSHealthEventProcessorEventSource-DO-NOT-DELETE)
NAZBA VAR —=ILLET, L=ILYV—ABHAZLDARY NNATT, L—ILOEFEE
l& AWS Incident Detection and Response T3, <D J)L—J)LIk., —R/X\—F 1 —0D APM
AR RNZRYIATEOONZ—2E—HULET,

c RBEFZE)DAZLARKINAODKDYICFT7AFIILRDAR NNAZFERALET, T
T7AILRNDARNNATE, YEX—2 RIL—ILA" AWS Incident Detection and Response
IZAPM 7S5 —REZEBETIHENF HYVET,

3. N=RhF—ARYEMNARARY hZZEH#T S AWS Lambda B8k (Hil: My_APM-
AwWSIncidentDetectionResponse-LambdaFunction) 2K L £T, B hiA/ R~
&, ¥Y&—2 RJ)L—JL AWSHealthEventProcessorEventSource-DO-NOT-DELETE & —#
LET,

a. BEniEARYBMIZE—E®O AWS Incident Detection and Response OB FAEE N,
ARVRNDY—ABATEHBRA T ZREREBICRELEFT. cONX—2EFEIYR—D R
L=ILE—HLET,

b. Lambda O X—5Y RN%E, ATV T 2(H#HRBAYVY R) TERLEDARAZRLDA R MY

ARFEERTF7AILNDAR NNAICERELE T,

4. EventBridge JL—J)LZ4#ER L. AWS Incident Detection and Response [Z7°Y > 19
BARVRNDDARNE—HITRANRIMNE—2EEZELET, L—ILDOY—AE.,
ATYT1TERBLEN—RF—ARRMNATT (BIZEF. aws.partner/my_apm/
integrationName)o JL—ILOX—7'Y N, ATY 7 3 TE&EL Iz Lambda B8ETY (f:
My_APM-AWSIncidentDetectionResponse-LambdaFunction), EventBridge L—ILDE
BICEITDIHARTAICOVWTIE, TAmazon EventBridge JL—JL1 2B L T EE L,

AWS Incident Detection and Response THEHAT2/N—R F—ARXR NNADHKEZRET D HED
FIZDWTIE, T4l: Datadog & Splunk M S DBEH Z#HET S BSBLTLIEEL,

f5]: Datadog & Splunk A 5 D BEHZHKET

— OBITIE, Datadog & Splunk A S M iEAI%Z AWS Incident Detection and Response ICf#E& 9 % 1=
HOFMEFIEERLET,
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1. APM %Z AWS 77772 N ® Amazon EventBridge DA AR RY—RELTEY RTYTLE
¥,

2. NABLARYNNAZERLET,
. ZA®O AWS Lambda BEBZEERL £ T,
4. HARLO EventBridge L—ILEERLFET,

AT Y 7 1. APM Z Amazon EventBridge DA R KRY—R&ELTEY RNTY T TS

AWS 7 717> h® Amazon EventBridge T, & APM ZA/ RV MY —RELTEY NTYTLE
To APMZARYRNY—ARELTRERETAFIEICDOWTIE, Teventsource set up instructions for
your tool in Amazon EventBridge partners; ZZ8BL T EE L,

APMZARYRNY—RAELTRETDCET, APMHAS AWS THIRDARY NNAICE
HERV)ACCENTEET, EYRNTYTRBRICARMNNAF AR NEZZETDE, AWS
Incident Detection and Response A1 > 7 NEB7OLAZBBRTEXR T, cOZTOLAICK
V). Amazon EventBridge /" APM O#EExXE L TEMENET,

ATYT 22 NHABLARY NNAZERT S

NARLARY NNAZBERTBDONFRANTZTIT 14 ATF. AWS Incident Detection and
Response &, DARLANRY NNAZFERL T, BRENEARNERYVIAZET, AWS
Lambda BAEUE/N— R F—A R RNADARY REEBL, DARLARYMNAIZEELE
9. AWS Incident Detection and Response &, DAZLARY KNADSANRY RN E2WYIAT D
DYNF—RIL=INZEAVAR=ILET,

NDABZRLAR NNADRKRDWICTFTAILNODAR NNAZFERATEIEETEXRT, AWS
Incident Detection and Response Tl&, HARLAR NNAOKDY)IZ, FT7F2ILMDAR NN
ADPSHYWIATESICNZR—TJ RIL—IILZEELET,

AWS PHIY NZHAARRLANRY NNAZERT D FE:

1. Amazon EventBridge 12/ Y — )L (https://console.aws.amazon.com/events/) ZB & £,
2. [INAL [IRRNA]DIEICERLE T,

3. [DARLARYNNA]I T, ERR] ZBIRLET,

4

[BH] TAXRMNADBRZEELE T, #HERZhDERXE. [APMName-
AWSiIncidentDetectionResponse-EventBus] T 9,

fil& LT, Datadog £7=l& Splunk ZFEATBFSE. ROVThAZFEALET,
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» [Datadog]: Datadog-AWSIncidentDetectionResponse-EventBus
*  [Splunk]: Splunk-AWSIncidentDetectionResponse-EventBus

ATV 7 3 ZHADO AWS Lambda BB Z/ER T 2

Lambda BB#E, ATY 7T 1 ON—KRF—ARIKNNRERATY T 2DHARL (FEEFTT7 #
IR ARYRNAOBTARY NEZEBL T, Lambda BIERIC &K B ZEHalE, AWS Incident
Detection and Response X &X—2 R)L—J)LE—HLET,

AWS 7H 7 MZ AWS Lambda B8E 2R T %

1. AWS Lambda >V —JL® [Functions] (B8%) R—> ZHE X T,

2. [Create function (BABD¥ERK)] ZFIRL £7,

3. [hSHERIRTZBRLET,

4. [BIERA] (k. APMName-AWSIncidentDetectionResponse-LambdaFunction OFER %
FEOTEMZADLET,

Datadog & Splunk O filZRICRLE T,

+ [Datadog]: Datadog-AWSIncidentDetectionResponse-LambdaFunction

*  [Splunk]: Splunk-AWSIncidentDetectionResponse-LambdaFunction
5. [ZRAL]ICIE. "Python3.100 EAHBLET,

6. BYDTA—=I)IREF7AILMMEDEHIZLET, [Create function (BB DIEK)] ZiBIRL £
£

7. [A—RBEIR—DT, F7FI)I MO Lambda BH A>TV ZXOI—REIOBEHICEZHRZ
-

RDA—REIO # THFED DA MNIEFELTLKEZY, ChesOIXY N, BEETREZ
RULET,

Datadog Z#1—RF> 7L —N:

import logging
import json
import boto3

logger = logging.getlLogger()
logger.setlLevel(logging.INFO)

f5): Datadog & Splunk #* 5 OBHADFKEE Version July 3, 2024 26


https://console.aws.amazon.com/lambda/home#/functions

AWS Incident Detection and Response 1—H'—# 1 R AWS Incident Detection and Response M #:& & FE

# Change the EventBusName to the custom event bus name you created previously or
use your default event bus which is called 'default'.

# Example 'Datadog-AWSIncidentDetectionResponse-EventBus'

EventBusName = "Datadog-AWSIncidentDetectionResponse-EventBus"

def lambda_handler(event, context):

# Set the event["detail"]J["incident-detection-response-identifier"] value to
the name of your alert that is coming from your APM. Each APM is different and
each unique alert will have a different name.

# Replace the dictionary path, event["detail"]["meta"]["monitor"]["name"], with
the path to your alert name based on your APM payload.

# This example is for finding the alert name for Datadog.

event["detail"]["incident-detection-response-identifier"] = event["detail"]

["meta"]["monitor"]["name"]
logger.info(f"We got: {json.dumps(event, indent=2)3}")

client = boto3.client('events')
response = client.put_events(
Entries=[

{

'Detail': json.dumps(event["detail"], indent=2),

'DetailType': 'ams.monitoring/generic-apm', # Do not modify. This
DetailType value is required.

'Source': 'GenericAPMEvent', # Do not modify. This Source value is
required.

'EventBusName': EventBusName # Do not modify. This variable is set
at the top of this code as a global variable. Change the variable value for your
eventbus name at the top of this code.

}
]
)

print(response['Entries'])

Splunk B2 1— RF> 7L —k:

import logging
import json
import boto3

logger = logging.getlLogger()
logger.setlLevel(logging.INFO)
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# Change the EventBusName to the custom event bus name you created previously or
use your default event bus which is called 'default'.

# Example Splunk-AWSIncidentDetectionResponse-EventBus

EventBusName = "Splunk-AWSIncidentDetectionResponse-EventBus"

def lambda_handler(event, context):

# Set the event["detail"]J["incident-detection-response-identifier"] value to
the name of your alert that is coming from your APM. Each APM is different and
each unique alert will have a different name.

# replace the dictionary path event["detail"]["ruleName"] with the path to your
alert name based on your APM payload.

# This example is for finding the alert name in Splunk.

event["detail"]["incident-detection-response-identifier"] = event["detail"]

["ruleName"]
logger.info(f"We got: {json.dumps(event, indent=2)3}")

client = boto3.client('events')
response = client.put_events(
Entries=[
{
'Detail': json.dumps(event["detail"], indent=2),
'DetailType': 'ams.monitoring/generic-apm', # Do not modify. This
DetailType value is required.
'Source': 'GenericAPMEvent', # Do not modify. This Source value is
required.
'EventBusName': EventBusName # Do not modify. This variable is set
at the top of this code as a global variable. Change the variable value for your
eventbus name at the top of this code.

}

)

print(response['Entries'])

8. [F7OAZERLET,

9. BMENET—RADEBEEBED AR NNAD Lambda £4TO—)LIC [PutEvents] D7 I A
FAZEMLET,
a. AWS Lambda 1Y —J)L® [Functions] (B8%) R—Z ZBHE X T,
b. BHZERBIRLTAS., [RE]|RT T[T IVEAFT] 2BIRLET,

c. [EfTO—JL]T[A—I)LA]%Z&IRL T, AWS Identity and Access Management 1Y —)L
TERITO-I)LZHEEET,

d. [P7EAFARIV—]T, BFEORVS—FZBRL RIS —Z2REXT,
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e. [CORUS—TEBENTVBHA] T, [ ZBRLET,
. RUS—IFARR—TT, BLVATF—RXY REERM EBRLET,
g. [RUS—IFAR] LY, RDESBEHFLVEADAT— AT RAFBMENET,

h. BEERENEHLVAT—MAVRNEZUATICEEHAET,

"Sid": "AWSIncidentDetectionResponseEventBus0",

"Effect": "Allow",

"Action": "events:PutEvents",

"Resource": "arn:aws:events:{region}:{accountId}:event-bus/{custom-eventbus-
namel}"

}

i [DY—RIE ATV T 2 HABLARY NINAZERTSD THERUIEAARZLARY B
INA® ARN, £zl Lambda A—RTF7 AL RDAR MNAZFEALTVBRHEERT
7AZILBDAXRY NNAD ARN TT,

10. BEBTIEAFINO-LICEMEATVD L EZRBRLET,
M. [COFLWN—=232&2FT7F2)NELTERE] ZBIRL, [BEEZRE] Z2BIRLET,

RAO—REBRICFAHFBETTH?

AWS Incident Detection and Response I[C&k 2 THWIAEND AR RNNADARY NI, XD
JSON F—ELEORTHMBETT,

{
"detail-type": "ams.monitoring/generic-apm",
"source": "GenericAPMEvent"
"detail" : {
"incident-detection-response-identifier": "Your alarm name from your APM",
}
}

ROBIE, BBRAEIEBB|EBEON—RF—AXRYRNNADLSDARYNERLTVET,

"version": "Q",
"id": "ab6150a80-601d-be4l-1alf-2c5527a99199",
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"detail-type": "Datadog Alert Notification",

"source": "aws.partner/datadog.com/Datadog-aaalllbbbc",
"account": "123456789012",

"time": "2023-10-25T14:42:257",

"region": "us-east-1",

"resources": [],

"detail": {
"alert_type": "error",
"event_type": "query_alert_monitor",
"meta": {

"monitor": {

"id": 222222,

"org_id": 3333333333,

"type": "query alert",

"name": "UnHealthyHostCount",

"message": "eEawseventbridge-Datadog-aaalllbbbc",

"query":
"max(last_5m):avg:aws.applicationelb.un_healthy_host_count{aws_account:123456789012}
\u@03c\u0o3d 1",

"created_at": 1686884769000,

"modified": 1698244915000,

"options": {

"thresholds": {
"critical": 1.0

}
I
},
"result": {
"result_id": 7281010972796602670,
"result_ts": 1698244878,
"evaluation_ts": 1698244868,
"scheduled_ts": 1698244938,
"metadata": {
"monitor_id": 222222,
"metric": "aws.applicationelb.un_healthy_host_count"
}
},
"transition": {
"trans_name": "Triggered",
"trans_type": "alert"
},
"states": {

"source_state": "OK",
"dest_state": "Alert"
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}I

"duration": 0

},

"priority": "normal",

"source_type_name": "Monitor Alert",

"tags": [
"aws_account:123456789012",
"monitor"

AR NI EBRENDENE, detail-type BT Z—RAFREL I APM, V—RARK/N—KF—

- =z

APM, L T incident-detection-response-identifier F—AFEL TV BV EILEE
LTLEEL,

Lambda B#IE LEED AR N2 EHL, Z—T Y ROADARLARY MNAXREETF7AILNDA
RYMNNACBRELET, BRENIERAO—RIE, BEBF—EEORTHFEEND RSB E

Lo

"version": "Q",
"id": "7f5e0fcl-e917-2b5d-a299-50f4735f1283",
"detail-type": "ams.monitoring/generic-apm",
"source": "GenericAPMEvent",
"account": "123456789012",
"time": "2023-10-25T14:42:25Z2",
"region": "us-east-1",
"resources": [],
"detail": {
"incident-detection-response-identifier": "UnHealthyHostCount",
"alert_type": "error",
"event_type": "query_alert_monitor",
"meta": {
"monitor": {
"id": 222222,
"org_id": 3333333333,
"type": "query alert",
"name": "UnHealthyHostCount",
"message'": "eEawseventbridge-Datadog-aaalllbbbc",

"query":
"max(last_5m):avg:aws.applicationelb.un_healthy_host_count{aws_account:123456789012}

\u@03c\u003d 1",
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"created_at": 1686884769000,
"modified": 1698244915000,
"options": {
"thresholds": {
"critical": 1.0
}
},
.
"result": {
"result_id": 7281010972796602670,
"result_ts": 1698244878,
"evaluation_ts": 1698244868,
"scheduled_ts": 1698244938,
"metadata": {
"monitor_id": 222222,

"metric": "aws.applicationelb.un_healthy_host_count"
}
.
"transition": {
"trans_name": "Triggered",
"trans_type": "alert"
.
"states": {
"source_state": "OK",
"dest_state": "Alert"
.
"duration": @
.
"priority": "normal",
"source_type_name": "Monitor Alert",
"tags": [
"aws_account:123456789012",
"monitor"
]
}

detail-type [& ams.monitoring/generic-apm, VY —Al& GenericAPMEvent (7 V), F#H
CEFLVWEF—EEORTTHS incident-detection-response-identifier A" FET S &K
SICEVYYELL,

BOHFI Tk, incident-detection-response-identifier fEIk/VA
$.detail.meta.monitor.name D TOTZ—KREHLSEEBEENTVET, APMTZ—KEBON
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AlF, APM ZEIZEBYET, Lambda BBHZZEL T, ELVWN—KF—A4 X2 K JSON NAH
5T7Z5—AB%ZHEBL, incident-detection-response-identifier EICEA T2 HEN H
WET,

incident-detection-response-identifier TEREETNZD—EBEDOZFFEThEN, T
R—F 4 > J (2 AWS Incident Detection and Response F—AICREENET, incident-
detection-response-identifier OFBIATRABZ AR NILEBEhEH A,

AT Y7 4: HAR LD Amazon EventBridge L —ILZEK T 3

ATY T 1 THERLUEN—RF—AXR MNARICE, BEENMER TS EventBridge L—IL A" RHE
TF, cOI—I)LIE, N—RF—ARVENADLS, RATY T 3 TERL = Lambda BEZKICEH D
ARRNEEEFELET,

EventBridge L=l DERICBET B HA RS A ICD2WTR, TAmazon EventBridge JL—)L1 %
BLTLSEEY,

1. Amazon EventBridge 1>V —JL (https://console.aws.amazon.com/events/) ZFE £,

2. [JL—)l] ZZBRL., APM ICBEERTFShIZN—RF—AXRNNRAZBRLET., N—hFT—
AR MNADHZRIZRLUET,

+ [Datadog]: aws.partner/datadog.com/eventbus-name
* [Splunk]: aws.partner/signalfx.com/RandomString

3. [L—=I%zEK] Z&8RL T, #HL L EventBridge L—I)LZERL ET,

4. JL—=IILBICEFE, XROFX APMName-AWS Incident Detection and Response-
EventBridgeRule THBMZANL., [AN] ZEBRLET., UTREBHOHFTT,
 [Datadog]: Datadog-AWSIncidentDetectionResponse-EventBridgeRule
* [Splunk]: Splunk-AWSiIncidentDetectionResponse-EventBridgeRule

5, [ARVYRNY—RA] T, [AWS /1 R NE & EventBridge N\— R F—A RV N ZBIRLE T,

6. [FUTINARYBN & MERFE ZT7FILMNMEOTRICLET,

7. MRYRNNEZ=2V]I0OHBER. ROVThAZRITLET,

a. [41~X>2K~Y—ZA] EventBridge /\— K~ F—,
b. /N—hF—1APM/N—KF+—ZEBRLET,
c. [ARVREATIRNTODARY KN,
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AR MNE=20FZRCRLET,

Datadog 1 X N/NZ—2 Dl

Splunk 1 X2 RNNZ—2 D Hl

8. [Z—7YBN T, UTZERLZET,

a. [B—7TYRNEAT]AWS H—ER

b. [Z—%'Y N%&EEIR]: Lambda BB ZRBIRL £,

c. [BE%): ATvY7 2 TEKL = Lambda BAED B A,
9. [RAL W= ZzR7F] DIEICZERLET,

D I77v%ERL T Amazon EventBridge & E#EHEA L TULWA L APM
AT S—ALZEY)IAD

AWS Incident Detection and Response Tl&. Amazon EventBridge & BEEREL TV EVWH—R
N=T1—OAPMASTZ—LZR)RACEEOVIT 7Y VOEREFR—RLTVET,

Amazon EventBridge £ B#EHEEL TWVWS APM O ANICDOWTIE, "Amazon EventBridge O #%
G1 ZBRLTSEE,

ROFEZEHAL T, AWS Incident Detection and Response E DIEEZHRELE T, ATV &RE
T9%8a0lC, AWS YX%—2 R)L—JL, AWSHealthEventProcessorEventSource-DO-NOT-DELETE
NHTHIRNCAVARN=IENTVWB L ZBRLET,

DI 7YV RERLEARY NOBYIAK

1. APMAS5ORAO—REZZ (T ANDS Amazon APl Gateway 2 E&L £9,
2. BIOEICRTRSIC, BAN—DU 2 ZFERAL TFEIAD AWS Lambda B ZEEL £9,

3. 2&B® Lambda B%% E& L T. AWS Incident Detection and Response 3l F &2 Z#]L ., N
AO0—RICEMULET, CcOBEKEFERATSE. AWS Incident Detection and Response (2% (S
FTRDARYRNETANRITFTRDEETEET,

4. APl Gateway THEKE N URL ICBHEREETDLD APM ZRELF T,
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AWS Incident Detection and Response NS> 7Y V&= {ERT %

Incident Detection and Response 5> 7Y VM4 > 7). aws-idr-runbook-example.zip 23X >
D_ I\T"é 353-0

Incident Detection and Response Tld, A R—F4 T F o T— A SBBLEEHRZEEMAL T,
D—O0—RICEEITDAVITUVRNEERBIDLONDT VT Y VERBIHEEERLET. T
7Y U&. Incident Manager "1 > F U NIRRT REEICRITIDATY I E2NENLEED
T9, MvstHEEF, 2AB<EE1D20D—70—RIEXVYETEhET, 1V F O NEBF—
AlF, BIRLEZEBY., D—70—RBREPICEBEHEBEBIrSChSOTUTL—REERLE
To MISETEIEF. 12 F RO RN)H—ICEAE 15D AWS Systems Manager (SSM) RF 1 X
RF>7L—BFT9, SSM RFIXD NOFMIZOVTIE, TAWS Systems Manager RF 1 X~
i ZZRBULTLEZE WV, Incident Manager ®FFMIC DV TIE., TAWS Systems Manager Incident
Manager £ld 1 ZZRL TS EZL,

BEERTIRNTY M

« AWS Incident Detection and Response ICBB g5 D0 —JO—ROEZZAHILF T,

« AWS Incident Detection and Response ICE8E T2 75 —A, 27 Y9, WEFEOEREREZ AL
S

AWS Incident Detection and Response > 7' Y 2 ®#il, aws-idr-runbook-example.zip Z& > O0—
REDEETEZEXT,

ST Y o046

Runbook template for AWS Incident Detection and Response
# Description
This document is intended for [CustomerName] [WorkloadName].

[Insert short description of what the workload is intended for].

## Step: Priority

**Priority actions**

1. When a case is created with Incident Detection and Response, lock the case to
yourself, verify the Customer Stakeholders in the Case from *Engagement Plans -
Initial Engagement*.

2. Send the first correspondence on the support case to the customer as below. If
there is no support case or if it is not possible to use the support case then backup
communication details are listed in the steps that follow.
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Hello,

This is <<Engineer's name>> from AWS Incident Detection and Response. An alarm has
triggered for your workload <<application name>>. I am currently investigating and
will update you in a few minutes after I have finished initial investigation.

Alarm Identifier - <insert CloudWatch Alarm ARN or APM Response Identifier>

**Compliance and regulatory requirements for the workload**
<<e.g. The workload deals with patient health records which must be kept secured and
confidential. Information not to be shared with any third parties.>>

**Actions required from Incident Detection and Response in complying**
<<e.g Incident Management Engineers must not shared data with third parties.>>

## Step: Information
**Review of common information**

* This section provides a space for defining common information which may be needed
through the life of the incident.

* The target user of this information is the Incident Management Engineer and
Operations Engineer.

* The following steps may reference this information to complete an action (for
example, execute the "Initial Engagement" plan).

**Engagement plans**

Describe the engagement plans applicable to this runbook. This section contains
only contact details. Engagement plans will be referenced in the step by step
**Communication Plans**.

* **Tnitial engagement**

AWS Incident Detection and Response Team will add customer stakeholder addresses below
to the Support Case. AWS Stakeholders are for additional stakeholders that may need to
be made aware of any issues.

When updating customer stakeholders details in this plan also update the Backup Mailto
links.

* ***Customer Stakeholders***: customeremaill; customeremail2; etc
* *x**AWS Stakeholders***: aws-idr-oncall@amazon.com; tam-team-email; etc.
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* ***0Qne Time Only Contacts***: [These are email contacts that are included on only
the first communication. Remove these contacts after the first communication has gone
out. These could be customer paging email addresses such as pager-duty that must not
be paged for every correspondence]

* ***Backup Mailto Impact Template***: <*Insert Impact Template Mailto Link here*>

* Use the backup Mailto when communication over cases is not possible.
* ***Backup Mailto No Impact Template***: <*Insert No Impact Mailto Link here*>
* Use the backup Mailto when communication over cases is not possible.

* **Engagement Escalation**

AWS Incident Detection and Response will reach out to the following contacts when the
contacts from the **Initial engagement** plan do not respond to incidents.
For each Escalation Contact indicate if they must be added to the support case, phoned
or both.
* ***Fjrst Escalation Contact***: [escalationEmailAddress#1] / [PhoneNumber] - Wait
XX Minutes before escalating to this contact.
* [add Contact to Case / phone] this contact.
* ***Second Escalation Contact***: [escalationEmailAddress#2] / [PhoneNumber] - Wait
XX Minutes before escalating to this contact.
* [add Contact to Case / phone] this contact.
* Etc;

**Communication plans**

Describe how Incident Management Engineer communicates with designated stakeholders
outside the incident call and communication channels.

* **Tmpact Communication plan**

This plan is initiated when Incident Detection and Response have determined from step
**Triage** that an alert indicates potential impact to a customer.

Incident Detection and Response will request the customer to join the predetermined
bridge (Chime Bridge/Customer Provided Bridge / Customer Static Bridge) as indicated
in **Engagement plans - Incident call setup**.

All backup email templates for use when cases can't be used are in **Engagement plans -
Initial engagement**.

* 1 - Before sending the impact notification, verify then remove and/or add customer
contacts from the Support Case CC based on the contacts listed in the **Initial
engagement** Engagement plan.

* 2 - Send the engagement notification to the customer based the following Template:

(choose one and remove the rest)
***Tmpact Template - Chime Bridge***
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The following alarm has engaged AWS Incident Detection and Response to an Incident
bridge:
Alarm Identifier - <insert CloudWatch Alarm ARN or APM Response Identifier>
Alarm State Change Reason - <insert state change reason>
Alarm Start Time - <Example: 1 January 2023, 3:30 PM UTC>
Please join the Chime Bridge below so we can start the steps outlined in your
Runbook:
<insert Chime Meeting ID>
<insert Link to Chime Bridge>
International dial-in numbers: https://chime.aws/dialinnumbers/

***Tmpact Template - Customer Provided Bridge***

The following alarm has engaged AWS Incident Detection and Response:
Alarm Identifier - <insert CloudWatch Alarm ARN or APM Response Identifier>
Alarm State Change Reason - <insert state change reason>
Alarm Start Time - <Example: 1 January 2023 3:30 PM UTC>
Please respond with your internal bridge details so we can join and start the steps
outlined in your Runbook.

***Tmpact Template - Customer Static Bridge***

The following alarm has engaged AWS Incident Detection and Response to an Incident
bridge:

Alarm Identifier - <insert CloudWatch Alarm ARN or APM Response Identifier>
Alarm State Change Reason - <insert state change reason>
Alarm Start Time - <Example: 1 January 2023, 3:30 PM UTC>

Please join the Bridge below so we can start the steps outlined in your Runbook:
Conference Number: <insert conference number>
Conference URL : <insert bridgeURL>

* 3 - Set the Case to Pending Customer Action

* 4 - Follow **Engagement Escalation** plan as mentioned above.

* 5 - If the customer does not respond within 30 minutes, disengage and continue to
monitor until the alarm recovers.

* **No Impact Communication plan**
This plan is initiated when an alarm recovers before Incident Detection and Response
have completed initial **Triage**.
* 1 - Before sending the no impact notification, verify then remove and/or add
customer contacts from the Support Case CC based on the contacts listed in the
**Engagement plans - Initial engagement** Engagement plan.
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* 2 - Send a no engagement notification to the customer based on the below template:
***No Impact Template***

AWS Incident Detection and Response received an alarm that has recovered for your
workload.
Alarm Identifier - <insert CloudWatch Alarm ARN or APM Response Identifier>
Alarm State Change Reason - <insert state change reason>
Alarm Start Time - <Example: 1 January 2023, 3:30 PM UTC>
Alarm End Time - <Example: 1 January 2023, 3:35 PM UTC>
This may indicate a brief customer impact that is currently not ongoing.
If there is an ongoing impact to your workload, please let us know and we will engage
to assist.

* 3 - Put the case in to Pending Customer Action.
* 4 - If the customer does not respond within 30 minutes Resolve the case.

* **pdates**

If AWS Incident Detection and Response is expected to provide regular updates to
customer stakeholders, list those stakeholders here. Updates must be sent via the same
support case.

Remove this section if not needed.

* Update Cadence: Every XX minutes
* External Update Stakeholders: customeremailaddressl; customeremailaddress2; etc
* Internal Update Stakeholders: awsemailaddressl; awsemailaddress2; etc

**Application architecture overview**

This section provides an overview of the application/workload architecture for Incident
Management Engineer and Operations Engineer awareness.

* **AWS Accounts and Regions with key services** - list of AWS accounts with regions
supporting this application. Assists Engineers in assessing underlying infrastructure
supporting the application.

* 123456789012
* US-EAST-1 - brief desc as appropriate
* EC2 - brief desc as appropriate
* DynamoDB - brief desc as appropriate
* etc.
* US-WEST-1 - brief desc as appropriate
* etc.
* another-account-etc.
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* **Resource identification** - describe how engineers determine resource association
with application
* Resource groups: etc.
* Tag key/value: AppId=123456

* **CloudWatch Dashboards** - list dashboards relevant to key metrics and services
* 123456789012
* us-east-1
* some-dashboard-name
* etc.
* some-other-dashboard-name-in-current-acct

## Step: Triage

**Evaluate incident and impact**

This section provides instructions for triaging of the incident to determine correct
impact, description, and overall correct runbook being executed.

* **Evaluation of initial incident information**
* 1 - Review Incident Alarm, noting time of first detected impact as well as the
alarm start time.
* 2 - Identify which service(s) in the customer application is seeing impact.
* 3 - Review AWS Service Health for services listed under **AWS Accounts and Regions
with key services**.
* 4 - Review any customer provided dashboards listed under **CloudWatch Dashboards**

* **Tmpact**
Impact is determined when either the customer's metrics do not recover, appear to be
trending worse or if there is indication of AWS Service Impact.
* 1 - Start **Communication plans - Impact Communication plan**
* 2 - Start **Engagement plans - Engagement Escalation** if no response is received
from the **Initial Engagement** contacts.
* 3 - Start **Communication plans - Updates** if specified in **Communication plans**

* **No Impact**

No Impact is determined when the customer's alarm recovers before Triage is complete
and there are no indications of AWS service impact or sustained impact on the
customer's CloudWatch Dashboards.

* 1 - Start **Communication plans - No Impact Communication plan**

## Step: Investigate
**Tnvestigation**

This section describes performing investigation of known and unknown symptoms.
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**Known issue**
* *List all known issues with the application and their standard actions here*

**Unknown issues**
* Investigate with the customer and AWS Premium Support.
* Escalate internally as required.

## Step: Mitigation

**Collaborate**

* Communicate any changes or important information from the **Investigate** step to the
members of the incident call.

**Implement mitigation**
* **%]| jst customer failover plans / Disaster Recovery plans / etc here for implementing
mitigation.

## Step: Recovery

**Monitor customer impact**

* Review metrics to confirm recovery.

* Ensure recovery is across all Availability Zones / Regions / Services

* Get confirmation from the customer that impact is over and the application has
recovered.

**Tdentify action items**

* Record key decisions and actions taken, including temporary mitigation that might
have been implemented.

* Ensure outstanding action items have assigned owners.

* Close out any Communication plans that were opened during the incident with a final
confirmation of recovery notification.
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Post ** Incident ** Report ** Template

Post Incident Report - 0000000123

Customer: Example Customer

AWS Support case ID(s): 0000000000

Customer internal case ID (if provided): 1234567890

Incident start: 2023-02-04T03:25:00 UTC

Incident resolved: 2023-02-04T0Q4:27:00 UTC

Total Incident time: 1:02:00 s

Source Alarm ARN: arn:aws:cloudwatch:us-east-1:000000000000:alarm:alarm-prod-workload-
impaired-useastl1l-P95

Problem Statement:

Outlines impact to end users and operational infrastructure impact.

Starting at 2023-02-04T03:25:00 UTC, the customer experienced a large scale outage
of their workload that lasted one hour and two minutes and spanning across all
Availability Zones where the application is deployed. During impact, end users were
unable to connect to the workload's Application Load Balancers (ALBs) which service
inbound communications to the application.

Incident Summary:
Summary of the incident in chronological order and steps taken by AWS Incident Managers
to direct the incident to a path to mitigation.

At 2023-02-04T03:25:00 UTC, the workload impairments alarm triggered a critical
incident for the workload. AWS Incident Detection and Response Managers responded to
the alarm, checking AWS service health and steps outlined in the workload’s runbook.

At 2023-02-04T03:28:00 UTC, ** per the runbook, the alarm had not recovered and the
Incident Management team sent the engagement email to the customer’s Site Reliability
Team (SRE) team, created a troubleshooting bridge, and an AWS Support support case on
behalf of the customer.
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At 2023-02-04T03:32:00 UTC, ** the customer’s SRE team, and AWS Support Engineering
joined the bridge. The Incident Manager confirmed there was no on-going AWS impact to
services the workload depends on. The investigation shifted to the specific resources
in the customer account.

At 2023-02-04T03:45:00 UTC, the Cloud Support Engineer discovered a sudden increase
in traffic volume was causing a drop in connections. The customer confirmed this ALB
was a newly provisioned to handle an increase in workload traffic for an on-going
promotional event.

At 2023-02-04T03:56:00 UTC, the customer instituted back off and retry logic. The
Incident Manager worked with the Cloud Support Engineer to raise an escalation a
higher support level to quickly scale the ALB per the runbook.

At 2023-02-04TQ4:05:00 UTC, ALB support team initiates scaling activities. The
back-off/retry logic yields mild recovery but timeouts are still being seen for some
clients.

By 2023-02-04T04:15:00 UTC, scaling activities complete and metrics/alarms return to
pre-incident levels. Connection timeouts subside.

At 2023-02-04T0Q4:27:00 UTC, per the runbook the call was spun down, after 10 minutes
of recovery monitoring. Full mitigation is agreed upon between AWS and the customer.

Mitigation:

Describes what was done to mitigate the issue. NOTE: this is not an Root Cause Analysis
(RCA).
Back-off and retries yielded mild recovery. Full mitigation happened after escalation
to ALB support team (per runbook) to scale the newly provisioned ALB.

Follow up action items (if any):

Action items to be reviewed with your Technical Account Manager (TAM), if required.
Review alarm thresholds to engage AWS Incident Detection and Response closer to the
time of impact.

Work with AWS Support and TAM team to ensure newly created ALBs are pre-scaled to
accommodate expected spikes in workload traffic.
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Customer: Example Customer

AWS Support Case ID(s): 0000000000

Incident Start: Example: 1 January 2024, 3:30 PM UTC

Incident Resolved: Example: 1 January 2024, 3:30 PM UTC

Incident Duration: 1:02:00

Sexrvice(s) Impacted: Lists the impacted services such as EC2, ALB

Region(s): Lists the impacted AWS Regions, such as US-EAST-1

Alarm Identifiers: Lists any customer alarms that triggered during the Service Level
Event

Problem Statement:

Outlines impact to end users and operational infrastructure impact during the Service
Level Event.

Starting at 2023-02-04T03:25:00 UTC, the customer experienced a service outage...

Impact Summary for Service Level Event:

(This section is limited to approved messaging available on the AWS Health Dashboard)

Outline approved customer messaging as provided on the AWS Health Dashboard.

Between 1:14 PM and 4:33 PM UTC, we experienced increased error rates for the Amazon
SNS Publish, Subscribe, Unsubscribe, Create Topic, and Delete Topic APIs in the EU-

WEST-1 Region. The issue has been resolved and the service is operating normally.

Incident Summary:

Summary of the incident in chronological order and steps taken by AWS Incident Managers
during the Service Level Event to direct the incident to a path to mitigation.

At 2024-01-04T01:25:00 UTC, the workload alarm triggered a critical incident...

At 2024-01-04T01:27:00 UTC, customer was notified via case 000000000 about the
triggered alarm

At 2024-01-04T@1:30:00 UTC, IDR team identified an ongoing service event which was
related to the customer triggered alarm

At 2024-01-04T@1:32:00 UTC, IDR team sent an impact case correspondence requesting for
the incident bridge details

At 2024-01-04T01:32:00 UTC, customer provided the incident bridge details

At 2024-01-04T01:32:00 UTC, IDR team joined the incident bridge and provided
information about the ongoing service outage

By 2024-01-04T02:35:00 UTC, customer failed over to the secondary region (EU-WEST-1) to
mitigate impact...

At 2024-01-04T03:27:00 UTC, customer confirmed recovery, the call was spun down...

Mitigation:

Describes what was done to mitigate the issue. NOTE: this is not an Root Cause Analysis
(RCA).

Back-off and retries yielded mild recovery. Full mitigation happened ...
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Follow up action items (if any):

Action items to be reviewed with your Technical Account Manager (TAM), if required.
Review alarm thresholds to engage AWS Incident Detection and Response closer ...
Work with AWS Support and TAM team to ensure ...
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