Problem Management
What is it?

How does it fit?

Seeing Patterns

How do I manage?

Who manages?

Organization?

Make it Happen
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Answers

	
	World Class
	Above Average
	Average
	Needs Work
	Not Defined

	
	Yes
	Sometimes
	
	No
	I don’t know

	My service teams provide a positive experience in every interaction.
	
	
	
	
	

	We are an organization focused on continuous improvement
	
	
	
	
	

	Our incident process is engineered to differentiate between interruption, request, and major
	
	
	
	
	

	Root causes of problems are clearly resolved before solutions are released into the environment
	
	
	
	
	

	We have the right resources in the right positions with the right authority 
	
	
	
	
	

	Our tracking, monitoring, and reporting systems enhance service levels, workflow, continuous improvement, and quality
	
	
	
	
	

	We categorize both
symptoms and resolutions
	
	
	
	
	

	I clearly understand how to implement good ITIL-informed Problem Management

processes
	
	
	
	
	

	Count
	
	
	
	
	

	Value
	5
	4
	3
	2
	1

	Score
	
	
	
	
	

	Total
	


Out of the sweatshop
Real-world Problem Management is your ticket from the incident sweatshop…
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