Problem Mgmt: A Proposal based on current tools and using incremental changes in process

Niki Serakiotou, 10/22/2009

Background
Discuss Figure 1 to overview Problem Management Process Flow as recommended by the ITIL best practice standards. Distinguish it from Incident Management Process Flow as recommended by ITIL and practiced by IT.
Concepts of implementation
Discuss Figure 2 to identify what questions to ask about implementation, considerations and decisions we will have to make.
Proposed Implementation

Roles
Discuss Figure 3 to overview the Roles that I propose to be associated with the process.  Main Roles are
· Problem Manager (or team that acts as Problem Manager)

· Task owners 

· Cab, ITEC, ITAC

Tools

Use current tools (RT) for implementation:
· Create Problem Management queue to implement a Problem Database that can “tie in” with the Incident database. 

· Populate existing RTFM Class called Known Errors and workarounds to implement Known Error Database (KEDB).  Use structure for Topics that follows our Incidents’ and Services’ Categories.
· Create Problem Record Type using fields as in Appendix A.
· Use “Refer to” fields in RT incident records to associate them with problem records. Develop a script that computes a count of associated incidents and updates the “Associated Incidents Number” field.

· Create a Problem Management Dashboard that will be viewable by Everyone with RT viewing access and managed by the Problem Manager (or team). Dashboard should contain views of current or recent problems by Category. Recent history view may also be offered.
Flow and details
Discuss Figure 4 on how Roles, tools and process combine.

· Everyone can submit a Problem record with status “Submitted” or “Proposed”

· The Problem Manager reviews the record and if it is indeed a problem, changes status to “Open” and fills in “Opening category” field. Makes sure all associated incidents “refer to” the record as well.
· The Problem Manager assigns Tasks to Task owners depending on the nature of the opening category. I propose that 

· The role of Task owners is given to the Managers of IT Departments. 

· Tasks are implemented by incident tickets. The problem record “Depend on” those tickets.

· If the current Tasks are resolved and the Problem has not been identified, the Problem Manager assigns new Tasks as suggested by the current understanding of the problem.

· If a workaround is found the Problem Manager updates the KEDB and updates all the related incidents that “refer to” this problem record.

· The Problem Manager is also responsible to assign Verification Task, call a Review Session and resolve the record.
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Problem Management Form
Record related:

1. Unique Problem number 

2. Recorded by (analyst) 

3. Classification (Problem, Security Problem, Training need, Repetitive Query, etc.) 

4. Additional comments 

5. Status (e.g. open, waiting-to-be-assigned, assigned-to, pending for solution, resolved, closed, reviewed, root cause identified, work-around identified, permanent solution identified, RFC submitted, Known Error created, Known Error approved, etc) 

6. Attachments (any agreed format of any agreed size) 

Requestor details:

1. First name 

2. Surname 

3. Logon name 

4. Domain details, etc. 

5. Location 

6. Telephone number (primary, secondary, etc) 

7. Fax number 

8. Mobile phone number 

9. email address 

10. Role/function 

11. Business unit 

12. Language spoken 

Problem description when submitted

1. Opening Category (preferably n-tiered) 

2. Short description (typically one line) 

3. Long description 

4. Keywords that apply to this Incident 

5. Needs to be resolved by (date/time) 

Problem (during analysis/investigation)

1. Category (preferably n-tiered, if this changes from the originally assigned category) 

2. Assigned to (analyst/group) 

3. Tasks assigned 

4. Time available to resolve/to next escalation 

5. Any diagnostics/investigation actions taken 

6. Any comments by resolver group/analyst 

7. Work-around description 

8. Work-around communicated to Service Desk (probably a tick-box) 

Problem solution:

1. Closure Category (preferably n-tiered) 

2. Short description (typically one line) 

3. Long description 

4. Keywords that apply to this Problem 

5. Resolved within required time (Yes/No) 

6. Reason not resolved within required time 

7. Known-Error created (probably a tick-box) 

8. Known-Error communicated to Service Desk (probably a tick-box) 

9. Request for Change created 

10. Request for Change approved for submission 

11. Request for Change submitted (probably a tick-box) 

12. Request for Change submitted (date/time) 

13. Problem review details 

Priority details:

1. Impact requested 

2. Urgency requested 

3. Priority requested 

4. Impact assigned 

5. Urgency assigned 

6. Priority assigned 

Date/time fields:

1. Detected 

2. Submitted 

3. Assigned (multiple) 

4. Resolved 

5. Feedback provided 

6. Customer satisfaction survey 

7. Closed 

8. Reviewed 

Related processes:

1. CI details 

2. Related Work-around 

3. Related Problem 

4. Related Known-Error 

5. Related Incident 

6. Related SLAs, OLAs, UCs 

Escalation:

1. Functional escalation 

1. Triggers (Date/time/condition) 

2. Group/analyst 

3. Actions to be taken 

2. Hierarchical escalation 

1. Triggers (Date/time/condition) 

2. Manager/group 

3. Actions to be taken 

