Zoho
eProtect

Admin’s
incident response
handbook

e




Table of contents

Introduction —--------ccmmmm
Whatis anincidentresponse? -—---------------------
Why does incident response matter? ----------------

Common cyber incident scenarios -------------------

The stages of incident response ~--------------------

« Preparation
« Identification
« Containment
- Eradication
« Recovery

+ Lessonslearned

Stepsto draftanincidentresponseplan ------------

+ Define the scope

+ |ldentify the team

» Define categories and severity

« Detail procedures for each stage
« Outline acommunication plan

+ Review, test, and iterate

TG USTEIR ooom oo oo e e nann e e e m e mmm e e n e



Introduction

Even with strong security measures in place, no organization is completely
immune to cyber incidents. From phishing attacks and ransomware to
accidental data leaks, threats can disrupt operations and compromise
sensitive information. Incident response is the structured approach

organizations use to detect, contain, and recover from these events efficiently.

This guide provides IT teams and administrators with a comprehensive
framework for preparing, managing, and learning from security incidents. By
following the strategies and steps outlined here, organizations can reduce

damage and restore normal operations faster.

What is an incident response?

An incident response (IR) is a structured approach to identifying, managing, and
mitigating security incidents that threaten an organization’s information systems or
data. It involves a set of predefined processes and procedures designed to detect
suspicious activity, contain potential threats, investigate their root cause, and

recover affected systems while minimizing impact.

The goal of incident response is not only to address immediate security events but
also to learn from them. Effective IR ensures that organizations can respond quickly
to attacks, reduce operational downtime, protect sensitive data, and strengthen
overall their cybersecurity posture by adapting defenses based on lessons learned

from each incident.

Anincident response (IR) is a structured approach to identifying, managing,

and mitigating security incidents faced by an organization.



Why does incident response matter?

Cyber incidents can strike at any time, often without warning, and their impact can
range from minor disruptions to major data breaches, financial loss, and
reputational damage. Without a defined incident response process, organizations
risk delayed detection and prolonged recovery times, which can amplify the
consequences of an attack.

A well-prepared incident response strategy ensures that threats are identified and
contained quickly, limiting damage and downtime. It also provides a clear roadmap
for communication, legal compliance, and post-incident analysis. By responding
efficiently, organizations protect critical assets and demonstrate resilience to
stakeholders.

Only 55% of companies have a fully-documented incident response plan,

making it evident that nearly half of them decide what to do after an incident

strikes.

Common cyber incident scenarios

An effective incident response plan must account for the diverse ways cyber
threats can unfold. Phishing and social engineering attacks remain a leading
cause of security breaches, luring employees into sharing credentials or clicking
malicious links that open the door to larger compromises. Ransomware
outbreaks can disrupt business operations by encrypting critical systems and
demanding payment for restoration, testing both technical defenses and decision-
making under pressure.


https://www.verizon.com/business/resources/reports/dbir/

Other frequent scenarios include business email compromise (BEC), in which
attackers impersonate executives or vendors to divert funds, and malware

infections, which exploit vulnerabilities to gain unauthorized access or steal data.

These are just some of the common threats faced by businesses. Mapping these

possibilities helps response teams design policies, ensuring swift detection,
containment, and recovery when an incident strikes.

The stages of incident response

Effective incident response is a structured process that ensures organizations
can detect, manage, and recover from security incidents with minimal impact
during high-pressure situations.

1 Preparation

Preparation is the foundation of effective incident response. This stage involves establishing
policies, defining roles and responsibilities, creating communication protocols, and ensuring
that tools and resources are in place to respond quickly. Regular training, simulations, and
awareness campaigns help teams anticipate potential incidents and act confidently when real
threats occur, reducing both response time and potential impact.

2 |dentification

Identification focuses on detecting and confirming the occurrence of a security incident.
This includes monitoring alerts from security systems, dashboards, antivirus solutions, or user
reports. Accurate identification is critical to avoid false alarms and ensures that response
efforts are directed toward real threats, preventing compromise or unnecessary disruption.



3 Containment

Containment aims to limit the scope and impact of an incident while preventing it from
spreading. Short-term containment may involve isolating affected systems or blocking
malicious accounts, whereas long-term containment focuses on securing networks and
adjusting access controls. A quick response helps protect sensitive data and maintains
operational continuity.

4  Eradication

Eradication involves removing the root cause of the incident from the environment.
This caninclude deleting malware, closing exploited vulnerabilities, disabling
compromised accounts, or patching affected systems. Proper eradication ensures that
the threat doesn't recur and that systems are safe to restore to normal operation.

5 Recovery

Recovery focuses on restoring systems and services to normal operations while
minimizing downtime and business disruption. This stage includes validating system
integrity, restoring backups if necessary, monitoring for residual threats, and gradually
returning systems to production. A structured recovery ensures that normal business
functions resume safely.

6 Lessons learned

This stage emphasizes post-incident analysis to identify gaps, improve procedures, and
prevent future incidents. Teams review what went wrong, what was handled well, and
how response protocols can be enhanced. Documenting insights and updating policies,
training, and tools ensures that the organization becomes more resilient with each
incident.



Steps to draft an incident response plan

Drafting a plan ensures that when a cyber incident occurs, every stakeholder
knows their role, the process to follow, and the priorities to protect business
continuity. The following steps provide a structured approach to building such
aplan.

n Define the scope

Start by outlining the plan’s scope and objectives. Determine which systems, networks,
and data assets the plan will cover, as well as the types of incidents that fall within the
scope. Clear boundaries prevent confusion during a crisis and help teams focus
resources on what matters most.

a Identify the team

Establish an incident response team with defined roles and responsibilities. This typically
includes IT/security personnel, legal advisors, HR, PR/communications, and executive
decision-makers. Assign a team lead to coordinate efforts, and specify backup members
to ensure coverage during absences or large-scale events.

Define categories and severity

Classify incidents by type and severity level to guide response actions. Categories may
include unauthorized access, data breaches, service disruptions, or policy violations.
Assigning severity ratings helps prioritize resources, set escalation paths, and determine
communication urgency.

n Detail procedures for each stage

Document procedures aligned with the core stages of incident response: preparation,
identification, containment, eradication, recovery, and lessons learned. Include
checklists, decision trees, and timelines to reduce ambiguity during high-stress
situations. The goal is to create a repeatable process that speeds detection and
minimizes impact.



a Outline a communication plan

A cyber incident often demands rapid, clear communication. Define internal and external
communication protocols, specifying who will notify executives, employees, customers,
regulators, and the media. Include pre-approved message templates and escalation
chains to ensure accuracy and consistency while avoiding panic or misinformation.

a Review, test, and iterate

An incident response plan is only as strong as its real-world performance. Schedule
regular reviews and exercises to test the plan against evolving threats and lessons learned
from past incidents. Use these insights to refine procedures, update team assignments,
and strengthen the organization’s overall cyber resilience.

Conclusion

An effective incident response strategy transforms a looming threat into a manageable challenge.
By preparing in advance and defining clear policies, organizations can detect attacks faster and

recover with confidence.

A strong plan fosters resilience, preserves customer trust, and ensures compliance with evolving
regulations. The organizations that invest in incident response minimize the impact of future

incidents and build a culture of security that withstands the evolving threat landscape.
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