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Making a Case for Problem Management

This presentation discusses the scope and definition of problems and how we
manage them, and presents suggestions to justify a Problem Management in
relation to other ITIL process areas.

Key Learning Nuggets:

Graham Furnis
Senior Consultant,
Bwyze Solutions

- Understand the goals and scope of Problem Management
- Review justification approaches in relation to other ITIL processes




BreakThrough Series

Helping you to achieve breakthroughs in your organization!

*Templates
Live Webinars
Roundtables
*\Workshops
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Common Complaints against
Problem Management

* We have no time - there’s too many
Incidents, Requests & Changes to manage! |

* Problem Management isn’t getting better
at solving issues!

 We have Problem Management and
nothing has changed!

 What's the payback for this?
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Start with Problem
Scope, Goals and Objectives

* Scope of IT Service Management
— Technology
— IT Services
— Processes

* Primary goal and objectives:
— Identify and eliminate recurring incidents

— Minimize the impact of incidents that
cannot be prevented

— Prevent problems from happening
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How do we choose a start point?

* Go where the pain is...
— People and management understand pain!

 Where are your biggest pains?
— Technology
— IT Services

— Processes
* Incident Management?
* Release Management?
* Change Management?
e Service Level Management?
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The Incident Management
Improvement Approach

* Formalize what’s already being done in
Incident Management
— Find recurring incidents and symptoms
— Determine common workarounds
— Share knowledge (the KEDB concept)
— This involves trending techniques and skills

* Problem Management is justified with
shortened Incident resolution times and
fewer Incidents
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The Major Incident
Improvement Approach

* This also formalizes what is already being
done for Major Incidents

— All Major Incidents should be investigated for
root cause to ensure they do not happen again

— This involves project management of skilled ’
teams to find what really happened and fix it

* Problem Management is justified by "0
providing business assurances of non-repeat
Major Incidents
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The Release
Improvement Approach

* Releases introduce bugs all the time...

— Testing and quality assurance practices are all
about preventing Problems from happening in

the first place
— This involves testing and problem solving skills |e

* Problem Management is justified by
improving the quality assurance of releases
deployed into the production environment
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The Change
Improvement Approach

* Changes fail all the time
— All significant Change failures should be
independently investigated
— This involves research and problem solving skills e
— This type of problem solving must be holistic... “

* What technical issues caused this failure?
* What process and procedure issues caused this failure?

* Problem Management is justified by
reducing change failures through process
and procedure improvement
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IT Service Complaints and
Improvement Approach

* |T Services receive complaints all the time...

— All significant complaints should be
independently investigated

— This involves research and problem solving skills

— This type of problem solving must be holistic...
* What technical issues caused this failure?

 What process and procedure issues caused this
complaint?

* Problem Management is justified by
improved customer satisfaction
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The Scope of Problem Solving

* Problem Solving and Problem Management is
about investigating and solving IT problems.

* To have real value and justification, think
about integrating Problem Management to -
other ITIL processes as well as Incident A

Would you like the Thought Rock team to create « in your organization? Th Ught

Contact info@thoughtrock.net or 1-877-581-3942 now. R{)Ck




Get Good; then Get Fast

* Problem Management needs to deliver
Problem Resolutions

— Key Performance Indicators include
* How many Problems have we investigated?
* How many Problems have we resolved?
 How good are the resolutions?

* Problem Management needs to be good at:
— Project and cross-functional team management
— Prioritizing problem investigations
— Promoting good problem solving practices
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Phone: 1.877.581.3942
Email: Info@ThoughtRock.net
Twitter: @ThoughtRockers

www.ThoughtRock.net




Thank You!
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ADDITIONAL IT SERVICE MANAGEMENT FROM THOUGHT ROCK

*On-Demand Consulting
*On-Demand Resources
*Help Desk Virtual Resources

| TSM On-site or Virtual Resources

|ITIL Accredited Authorized Training Bundle
‘Innovative elLearning Solutions (per screen basis)
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ADDITIONAL IT SERVICE MANAGEMENT FROM THOUGHT ROCK

Thought Rock has brought LEARNING Innovation to the Global ITSM community. Our team at the B Wyze Group of
Companies — the people behind Thought Rock — has much more to offer.

GET THE HELP YOU NEED — ON DEMAND
New! >> On-Demand Virtual Consulting $60 per Y2 hour

Move that ITSM project downfield today!

Break down consulting into granular prescriptive guidance, utilizing our Video-to- Video Live Virtual Meeting Rooms. Get practical, prescriptive
how-to advice as you need it. This is a bold new approach to consulting help. Book 1 hour or more and experience a live video feed. So no
matter where you are, you have just-in-time, just enough access to our top experts.

Giveitatry!

On-Demand Expertise includes:

¢ ITSM implementations

e Help Desk

» Strategy for the IT Executive

* Implementing and Managing Virtual IT Staff

Contact us at: info@thoughtrock.net or 1-877-581-3942 to learn more.
RESOURCES ON-DEMAND

Help Desk Virtual Resources Call for Quote

Augment your team with overflow support from our world-class virtual team.
Innovative staffing strategies with on-shore people at offshore rates!
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ITSM On-site or Virtual Resources Call for Quote

Augment your team with our resource pool of ITSM experts. Nice folks who know their stuff!
WORLD CLASS INNOVATION IN ITSM

ITIL Accredited Bundle Call for Quote

Cut your costs, empower your team. This is the MOST innovative ITIL training bundle for enterprise ITIL training.

*Become your own ATA (Authorized Training Associate) — we can help you register and SAVE you a bundle on your ITIL training.
*ITIL V3 Foundations
*ITIL V3 Service Transition
*ITIL V3 Service Operations

sInstructor/Student Guides

*ITIL V3 Foundations Online

*ITIL V3 Lite

*Thought Rock Membership

+Study notes, collaboration, exam samples

Innovative eLearning Solutions $50 per screen

Communicate your systems and process changes rapidly and interactively with Shift — disruptive eLearning —
you can have interactive courses built in hours, not weeks.

HOW DO YOU FIND OUT MORE?
To find out more, contact one of our incredible Client Solutions Specialists.

Would you like the Thought Rock team to create « in your organization? Th Ught

Contact info@thoughtrock.net or 1-877-581-3942 now.




We want to create breakthroughs in your organization, to help you implement IT
Services more effectively.

It includes the following:

» Our Thought Rock library of free templates and supporting * Roundtables with high-level industry
webinars around IT Services, Agreements, Processes, and executives discussing breakthrough topics in

additional supporting elements of IT Service Management. select cities. Contact us to learn more now >>

Take them and make them your own.

See our templates now >> + Paid training sessions allowing you to dig
deeper into the topics discussed. This is offered

« Free regular webinars with relevant themes walking you both in a group and one-to-one basis.

Through the templates. See our webinar schedule now >> See our schedule of training sessions now >>

To access The Breakthrough Series from Thought Rock, you will need a
username and password. Register now or Contact us to learn more.
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