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Information Technology Resource Optimization
Problem Management Process Feature Summary

Process Capability
Summary Processes Include
e Record and Assign Problem
e Work Problem Resolution
e Develop Final Solution
e Close Problem
e Conduct Periodic Review

103 Detailed Process Steps and Decision Points

61 Page Pocess Definition Guide that Defines Process Step

Details, Associated Work Instructions, and All Problem Management
Process Features

65 Data Attributes Defined by High Level Process Step

Customer, Service Desk Analyst, Resolver, Problem Coordinator
Problem Resolution Team, Knowledge Steward

Defined: Problem/Incident Management, Error Control, Proactive
Problem Management

20 Defined Performance Metrics
9 Defined Benefits to Deploying Problem Management Best Practices
Service Level, Configuration, Incident, and Change Management

Problem Statement, Root Cause Analysis Discipline

entility® Playbook
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