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Problem Management Process (Part 3 of 3)

Problem Resolution, Problem Closure, and Major Problem Review

The problem management process flow contains the following 10 steps. In many ways the problem management process flow is
similar to the Incident process. Remember, during this time, service may have been restored (and thus the Incident is over) but
Incidents may be recurring. The problem is detected, logged and categorized.

Change
Needed?

Change
Management

When a permanent
solution to the
problem has been
identified, tested,

and implemented
through the change
management process,
the problem record
can be updated and
closed.

Step 9 Any open incidents

caused by the
Problem problem can be closed

too. The KEDB should
Closure be updated to show
that the problem has
been resolved, so any
future incidents will
not have been caused Problem

Step 10 by it. However, the losuie

information contained

I\/Iajor Problem within the problem

- record may prove
Review useful in addressing a

future, similar problem.

Major
Problem?

Each organization should define what constitutes a major Major Problem
problem. Once a major problem has been resolved, a review Review
should be held to identify any lessons that can be learned from
what occurred.

The review should take place soon after the time of the v

: orvi
event so that those involved can clealy recall what happened. _ . anvl;}/é%ege
Recommended actions should be logged in the CSI Register. Continual Service Management
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