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Objectives

+ Identify root causes

» Prevent future incidents d/

* Reduce incident impact

» Improve service stability
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Problem Management

+ Problem Management focuses on identifying, analyzing, and
resolving the root causes of incidents impacting IT services.

* Helps prevent recurring issues by addressing underlying
problems rather than only fixing symptoms.

» Reduces the likelihood of major incidents through proactive
analysis and long-term solutions.

» Plays a critical role within the IT Service Management (ITSM)

framework.
® www.netsoftacademy.com
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Why Is Problem Management Important?

Prevents Recurring Incidents

+ By identifying and fixing the underlying causes of incidents,
Problem Management helps ensure that similar issues do not
happen again saving time and improving service quality.

Reduces Business Impact

» Recurring or unresolved problems can lead to downtime, data
loss, or productivity issues. Effective problem management
minimizes these disruptions, ensuring that business operations
continue smoothly.
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Why Is Problem Management Important?

Improves Service Quality and Reliability

» When problems are analyzed and fixed at the root, IT services
become more stable. This leads to fewer incidents, better
performance, and increased customer satisfaction.

Enhances Efficiency of IT Teams
» Resolving the same incident repeatedly consumes time and
resources. With a structured problem management process,

teams can focus on preventive actions instead of constant
firefighting.
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Why Is Problem Management Important?

Supports Better Decision-Making
» Problem records and root cause analysis provide valuable insights
into patterns and risks within the IT environment.

Strengthens Collaboration Across Teams

» Problem Management promotes collaboration between support,
operations, and development teams to identify and fix deeper
issues. This reduces miscommunication and ensures that
permanent fixes are properly implemented.
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Why Is Problem Management Important?

Reduces Costs Over Time

+ By preventing incidents and minimizing downtime,
organizations save money on support resources, lost productivity,
and potential service penalties.

Enables Continuous Improvement

» Problem Management contributes to the culture of continuous
service improvement (CSI) a key principle of ITSM.
Lessons learned from each problem help teams refine processes
and avoid future disruptions.
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What Is the Problem Management Process

Problem Detection

» Proactively identify potential issues before they cause major
incidents.

« This can be done through trend analysis, monitoring tools, or
recurring incident reports.

» Early detection allows teams to take preventive action or create
temporary workarounds.
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What Is the Problem Management Process

Categorization and Prioritization

» Organize and rank problems based on their impact, urgency,
and business value.

» Proper categorization ensures that teams focus on the most
critical and high-value issues first, keeping the problem
queue structured and manageable.
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What Is the Problem Management Process

Investigation and Diagnosis

» Analyze the root cause of the problem using available data,
incident history, and technical analysis.

» This step aims to determine why the problem occurred and
the best approach to permanently fix it.
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What Is the Problem Management Process

Known Error Record Creation

« Once the root cause and workaround are identified, document
them as a Known Error.

* A Known Error is a problem that has a confirmed cause and a
temporary solution. This information is stored in a Known Error
Database (KEDB) so that if the issue reoccurs, teams can
respond faster with minimal disruption.
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What Is the Problem Management Process

Develop a Workaround (if required)

« If a permanent fix isn't immediately possible, create a
temporary solution to minimize business impact.

» Workarounds help maintain service continuity and prevent the
issue from turning into a larger incident.
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What Is the Problem Management Process

Problem Resolution and Closure

* Once a permanent fix is identified, implement it and verify that
the issue no longer exists.

» After successful resolution, update documentation and mark
the problem as closed to indicate it can no longer cause future
incidents.
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Problem Management
Roles and Responsibilities

Problem Manager

+ Role Purpose: Oversees the entire Problem Management
process from identification to closure ensuring all activities are
completed according to ITSM standards.

Problem Analyst / Resolver Team

+ Role Purpose: Technical experts or support engineers who
analyze, diagnose, and resolve problems.
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Problem Management
Roles and Responsibilities

Service Desk / Incident Team

* Role Purpose: Frontline team responsible for identifying
recurring incidents and initiating problem records.

Change Manager

» Role Purpose: Ensures that changes introduced to fix problems

are properly reviewed, approved, and implemented with minimal
risk.
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Problem Management
Roles and Responsibilities

Service Owner / Process Owner

* Role Purpose: Provides governance and ensures that Problem
Management aligns with business goals and ITSM policies.

Knowledge Manager (Optional Role)

* Role Purpose: Ensures knowledge gained through Problem
Management is captured and shared effectively.
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The Goals of Problem Management

Identify the Root Cause of Incidents

The main objective is to identify the root causes behind
incidents.

Understanding underlying issues allows IT teams to create long-
term, permanent solutions.

This prevents repetitive troubleshooting of the same problem and
improves overall service stability.
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The Goals of Problem Management

Prevent Recurring Incidents

Problem Management emphasizes proactive prevention
to stop issues from recurring.

Ensures that once a problem is resolved, it does not reoccur.
Helps reduce the overall number of incidents over time.

Contributes to higher service reliability and smoother
operations.
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The Goals of Problem Management

Minimize the Impact of Problems

Some problems cannot be permanently fixed right away.

In these situations, the objective is to minimize the impact on
users and business operations.

Teams apply workarounds or temporary solutions to keep
services functioning. These measures remain in place until a
permanent fix can be implemented.
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The Goals of Problem Management

Improve Service Quality and Stability

Problem Management enhances overall system performance
and availability by resolving root causes.

Leads to fewer service disruptions across the organization.

Contributes to a better and more consistent user
experience.
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The Goals of Problem Management

Support Effective Incident Management

Problem Management supports Incident Management by
supplying known errors and documented workarounds.

These insights help support teams resolve incidents more
quickly and accurately.

Collaboration between both processes improves overall
service restoration time and ensures more consistent issue
handling.
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The Goals of Problem Management

Enable Continuous Improvement

Organizations use trend analysis, root cause reviews, and
post-problem reports to evaluate recurring or impactful issues.

These activities help identify opportunities for long-term
improvement.

Insights gained allow teams to optimize IT processes and
strengthen service quality over time
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The Goals of Problem Management

Reduce Operational Costs

+ By preventing repeated incidents and downtime, Problem
Management helps reduce the time and resources spent on
reactive support, leading to cost savings for the organization.

Improve Customer and User Satisfaction

» Stable and reliable IT services lead to fewer disruptions, faster
resolutions, and higher user confidence in the IT support team.
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Problem Management Process
Problem Detection
» Problems are identified either reactively (after incidents occur)
or proactively (through trend analysis, monitoring, or predictive
alerts).
Problem Logging

* Once a problem is detected, a problem record is created in
Jira Service Management.
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Problem Management Process

Problem Categorization and Prioritization

» Problems are categorized based on type (hardware, software,
network, etc.) and prioritized according to business impact
and urgency.

Problem Investigation and Diagnosis

» The IT team analyzes the problem to determine its root cause.
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Problem Management Process

Root Cause Identification and Permanent Resolution

« After identifying the root cause, the team proceeds to
implement a permanent fix.

» Permanent solutions may include:
o Applying software patches

o Replacing defective hardware
o Updating or correcting system configurations
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Problem Management Process

» The goal is to eliminate the issue completely and prevent

future recurrence.
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Problem Management Process

Problem Resolution and Closure
+ Resolution details

+ Actions taken

« Linked change records

» Confirmation that related incidents are resolved
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Benefits of Problem Management

Reduced Recurrence of Incidents

» By identifying and addressing the root cause of issues,
Problem Management prevents the same incidents from
happening repeatedly.

» This leads to fewer service disruptions and reduces the
workload for the support team.
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Benefits of Problem Management
Improved Service Availability and Stability

» Permanent solutions help ensure that IT systems remain stable
and available for users.

» Fewer disruptions mean smoother business operations and
improved user confidence.
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Benefits of Problem Management

Faster Incident Resolution

* Problem Management maintains a Known Error Database
(KEDB), where known issues and workarounds are stored.

» When a similar incident occurs, support teams can quickly apply
these solutions, reducing Mean Time to Resolve (MTTR).
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Benefits of Problem Management

Proactive Prevention of Major Incidents

» Proactive analysis and monitoring help identify potential problems
before they escalate into major incidents.

« This reduces business impact and improves operational
resilience.
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Benefits of Problem Management

Better Resource Utilization

» By reducing repetitive incidents, IT teams can focus on strategic
improvements instead of constant firefighting.

» This increases productivity and reduces operational costs.
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Benefits of Problem Management

Cost Savings

» Preventing recurring and major incidents lowers downtime-
related costs, support effort, and loss of productivity.

» Over time, this contributes to significant financial savings for
the organization.
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Benefits of Problem Management

Enhanced Collaboration Between Teams

* Problem Management in Jira Service Management allows IT,
development, and operations teams to collaborate effectively
using linked issues and shared context.

» This promotes faster root cause analysis and more coordinated
responses.

@ www.netsoftacademy.com 4

Y o
Benefits of Problem Management

Continuous Improvement of IT Services

» Each problem analysis contributes to process enhancement
and learning.

» By conducting Post-Incident Reviews (PIRs), teams identify
trends and improve service design and monitoring strategies.
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Benefits of Problem Management

Improved Customer Satisfaction

+ Fewer service disruptions lead to a more stable and
dependable IT environment.

» Faster issue resolution improves overall service responsiveness.
Increased reliability results in higher user satisfaction.

» Users develop greater trust in IT support due to consistent
performance and smooth operations.
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Benefits of Problem Management

Stronger Compliance and Reporting

* Problem Management ensures proper documentation of
issues, resolutions, and root causes.

« This helps in meeting audit and compliance requirements
while also improving transparency.
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Key Features of Problem Management

Problem Identification and Logging

» Create dedicated Problem issues to record recurring incidents
or underlying causes.

» Problems can be linked to related incidents, allowing easy
tracking of patterns and root causes.

+ Customizable problem templates help standardize data
collection.
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Key Features of Problem Management

Incident—Problem Linking

» Directly link incidents to a problem to visualize how many users
or systems are affected.

» Linking provides a clear traceability chain: Incident — Problem
— Change (if needed).
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Key Features of Problem Management
Root Cause Analysis (RCA)

* Record and document root cause investigations within the
problem ticket.

+ Attach evidence, analysis notes, or RCA documentation.

+ Use custom fields to track temporary workarounds, known
errors, and permanent solutions.
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Key Features of Problem Management

Known Error Database (KEDB)

» Problems with identified root causes and workarounds can be
marked as Known Errors.

» Jira Service Management integrates the KEDB so agents can

quickly find and apply known workarounds when similar incidents
arise.
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Key Features of Problem Management

Workflow Customization

+ Define Problem Management workflows aligned with ITIL
best practices (e.g., Identification — Investigation — Resolution
— Closure).

» Configure transitions, statuses, and approvals based on
organizational processes.
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Key Features of Problem Management
Automation and Rules

» Automate tasks such as:
o Auto-linking similar incidents to existing problems.

o Notifying stakeholders when a root cause is identified.

o Transitioning problems when related changes are deployed.
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o Reduces manual work and ensures consistent process

execution.
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Key Features of Problem Management
Reporting and Metrics

+ Built-in reports and dashboards track metrics like:
o Number of open problems.

o Time to resolution.

o Recurrence rates and affected services.

o Visual insights help identify trends and prioritize

improvements.
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Key Features of Problem Management

Collaboration and Communication

» Integrated comments, mentions, and attachments support
team collaboration.

+ @Mentions notify relevant teams (e.g., DevOps, Infrastructure)
for joint investigation.

+ Integration with Confluence allows storing detailed post-
incident reviews and RCAs.
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Key Features of Problem Management

Change Management Integration

« Link problems directly to change requests when fixes require
deployment.

» Ensures the resolution process aligns with controlled change
workflows.
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Key Features of Problem Management

Integration with Other Tools

+ Integrate with monitoring tools, CI/CD pipelines, and
knowledge bases to enhance problem detection.

+ These integrations help identify recurring issues
automatically.

+ Insights from connected systems are fed directly into Problem
Management, improving analysis and response.
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For questions, feedback, and more information, please contact
info@netsoftacademy.com
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