	Problem Management Maturity Matrix

	 
	1
	2
	3
	4
	5

	Strategy
	Not Defined
· Problem processes misunderstood within IT

· Root-cause analysis and elimination is sporadically applied
	Reactive
· “Fire-fighting” mentality; only highest-level problems gain visibility

· Un-quantified ongoing “subscription” to existing and new problems
	Problem Tracking and Root-Cause Resolution
· Problem integration with Incident and Change

· Lean6 methods incorporated

· Root-cause drives changes, work instructions, training, and knowledge
	Pro-active Resolution
· Root-cause expands into pattern identification and problem anticipation

· All IT resources contribute to problem process
	Business Value-add

· Measurable business benefit demonstrated

	Process
	No Process Defined
· No process defined
	Ad Hoc Process
· Situation-based process; process ‘re-invention” for every problem
	End-to-End Process Flow
· Problem process defined and managed

· Integrated processes defined with change, incident, and release management
	IT Integrated Process

· Process enables cross-functional / virtual teams across IT globally
	Business Integrated Process

· Process enables cross-functional / virtual teams across business units  globally

	Operations
	Ad Hoc
· Process not operational
	Implicit
· Work shift-based coverage

· Basic policies and procedures
	Documented
· Operations manual in place
	Quality Assurance
· Quality assurance / call sampling / audits in place
	Process Improvement
· Problem Management of the patterns in Problem Management

	Organization and Staff
	No Formal Organization
· No resources assigned
	Random

· Various resources assigned to high-profile problems
	Formal Organization
· Recognized leader with authority

· Focus on elimination
	Formal Cross-Functional Organization
· Cross-functional / virtual teams across IT
	Shared Services
· Cross-functional / virtual teams across business units

	Enabling

Technology
	Problems Not Tracked

· No system available for problem management
	Simple Problem Tracking
· Tracking/logging accomplished via incident reporting and stand-alone spreadsheets
	Mature Problem Tracking

· Problem management system in production
	Integrated, Work-flow Driven Tools
· Problem management system integrated with Incident and Change systems supporting IT
	Shared-Service Integration
· Problem management system integrated with Incident and Change systems supporting IT and other shared services


	Metrics
	None

· None
	Few

· Simple counts

· Rough order-of-magnitude impact reports
	Cost Savings Focus

· Quantifiable cost savings established
	Business Impact Focus

· SLA impact measured

· ROI by problem measurements established for IT


	Business Value Focus
· ROI by problem measurements established for business units

	Service Culture
	Not part of Culture

· None
	Narrow Commitment

· A few passionate people drive the process
	Cross-IT Commitment

· IT leadership understands the value and impact
	Cross-IT Collaboration

· All IT members understand the value and impact
	Business Partnership

· Business units request expansion of problem management services
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