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Problem Management 

Mandatory criteria (need 100%) 

CRITERIA 

1. Does the tool facilitate the creation, modification, and closure of Problem records? 

 

Comments:  Yes.  The tool provides two (2) methods in which to create a problem record.  The 
Problem Record can be created manually via the ‘New Problem tab and, the problem record may 

be created directly from the Incident Record.  The 2
nd

 method will also populate Incident data into 

the Problem Record and automatically generate a link between them. 
 

Manual Problem Record Creation 

 
 

 
 

Incident Problem Record Creation 

 
 

                                  Problem Record listing 
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Problem Record Populated with Incident Data 
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2. Does the tool facilitate the automatic generation of time and date stamping for new 

Problem records? 
 

Comments: Yes.  Time and date stamps are applied automatically to the record. 

 

 
 

 

 

3. Does the tool support the ability to distinguish between an Incident, Problem, and Known 

Error? 

 

Comments: Yes.  The Problem Record maintains the ability to distinguish between an Incident, 
Problem, Known Problem, and if Closed.  The ‘Related Incidents’ field identifies all associated 

Incident records if applicable. 
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4. Does the tool facilitate the automated matching of Incidents to Problems and Known 

Errors? 
 

Comments: Yes.  The tool matches Incidents to Problem records which may be identified as 

Problem or known error. 

 
Incident Record 

 
 

 
 

Associated Problem Records 
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5. Does the tool support the ability to route and assign Problem records to pre-defined 

support staff or groups? 
 

Comments: Yes.  The Problem record is assigned to the Individual who created the Problem 

record.  It may be modified to identify a support staff member or support group. 
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6. Does the tool enable impact and urgency codes to be assigned to Problem records? 

 
Comments: Yes.   

 

 
 

 

 

 

 

7. Does the tool facilitate progress tracking and monitoring of Problems? For example, 

tracking ownership and responsibility for resolving the Problem. 

 
Comments: Yes.  The Manager of the record (assigned during the creation of the record) is 

assigned ownership for resolving the problem. 
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8. Does the tool facilitate the escalation of Problems after pre-defined thresholds have been 

breached? 
 

Comments:   Yes.  There are several methods to facilitate the escalation of Problems.   

1- Create a list of Problem Records via the ‘Search Problem’ screen based upon the status, 

Urgency, Impact, and Priority. 
 

 
 
 

 

 
 

 

 

 
2- Using a saved ad-hoc report, pull a Problem record listing depicting the number of 

incidents associated to the non-closed problem or known problem records. 

 
Saved Ad-hoc Query (lists the number of associated Incidents to non-closed Problem Records) 

 
 

 

Problem Record # 3 from the above list showing the 3 Incidents associated to it, the number of 
records relating to a Problem may be a threshold breach. 
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9. Does the tool provide historical data on Problems and Known Errors for use by support 

staff during the investigation process? 
 

Comments: Yes.  Support Staff may interrogate historical data by using the Problem search 

screen or the ad-hoc reporting system.  Using the search screen, any single field or combination 

of fields may be interrogated.  Using the ad-hoc reporting system, reports tailored to ones needs 
may be executed and saved for future requirements.  The ad-hoc reporting system has the 

capability of combining multiple tables (Problem and Incident tables) for in-depth analysis.  

 
Problem Search Screen  

 
 

Search Screen Output List 

 
 

Problem Record 
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Ad-hoc Reporting System for Problem database interrogation 

 

 
 

Sample ad-hoc Report 
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10. Does the tool facilitate the generation of customizable management reports? For 

example, can the tool facilitate trend analysis reports to identify potential Problems before 

they occur? 

 

Comments: Yes.  The Problem Management system facilitates the generation of customizable 

management reports from the problem records as illustrated in the previous question (question 
#9).   

 

Additionally, CENTRE maintains a Potential Problem Management System (PPMS) to identify 
trends and notify individuals or groups as stated thresholds occur.   The PPMS tool is built upon 

the ad-hoc reporting system criteria, and allows one to select any field or group of fields from the 

Incident records.  Using the Problem entry screen combined with the ad-hoc selection criteria 
provides the user with infinite methods to select records to identify potential issues before they 

become problems. 

 

PPMS Screen to Monitor HP Fuser Failures if it detects 3 or more failures within the past 120 
days.  This scan executes daily and uses the ad-hoc scan parameters (select query) to extract data 

and generate a report for analysis. 

 
PPMS Scan Request 

 
 

Output Report 
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11. Does the tool facilitate the entry of free text for the recording of Problem descriptions 

and resolution activities? 
 

Comments: Yes.   There are four (4) free text fields. 

 

 
 
 

 

 

Integration Criteria 

 

Change Management 

 

1. Does the tool facilitate secured and controlled access to Change Management information 

such as Change schedules and Change history? 

 

Comments: Yes.  Access to CENTRE is provisioned by user ID and passwords at all screen 

field viewing/modifying and reporting levels. 

 
From:  

‘ITG CENTRE Introduction’ 

Document Control # 180-v2 
 

1. System Administrator attributes. The System Administrator attributes allow control to 

be exercised over the Users of “ITG CENTRE” by assigning permissions, passwords, 

and controlling the Users’ ability to see and manipulate data within the system.   
 

- Each time the RFC record is modified: 

o The ‘Date Last Updated’ and ‘Last Updated By’ information is captured. 
o The Record may only be edited by the issuer or the Chairman/Deputy Chairman 

until the ‘Status is set to ‘Approved’, then, only the Chairman/Deputy Chairman 

or the ‘Assigned To’ individual may edit the record. 

o Each time a change is made to the record’s main page, the details of the change 
are chronologically reflected in the ‘Track Changes’ field. 
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2. Does the tool facilitate the association and maintenance of the relationships between 

Known Error records and RFCs? 
 

Comments: Yes.  The relationships between the Problem Record and RFC’s are maintained on 

the Problem Record. 

 
Problem Record Maintains links to the RFC 

 
 
 

 
 

 
Problem Record automatically creates the RFC Configuration Item link within the RFC Record 
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3. When a Change has been successfully implemented does the tool facilitate the closure of all 

associated Known Error records? 
 

Comments:  Yes.  The RFC maintains the associated Problem record(s) hyperlinks  

 

 
RFC 

 
 

Associated CI’s  

 
 

Problem Record 
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 Configuration Management 

 
1. Does the tool facilitate secure and controlled access to the CMDB to navigate, modify, and 

extract Problem Management related information? For example, the use of historical CI audit 

logs. 

 

Comments: Yes.  Access to CENTRE is provisioned by user ID and passwords at all screen 

field viewing/modifying and reporting levels. 
 

From:  
‘ITG CENTRE Introduction’ 

Document Control # 180-v2 

 

System Administrator attributes. The System Administrator attributes allow control to be 

exercised over the Users of “ITG CENTRE” by assigning permissions, passwords, and 

controlling the Users’ ability to see and manipulate data within the system.   

 

 
CI Item 

 
 

CI Audit Log - Previous Historical Record View 
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2. Does the tool differentiate between the criticality of CIs to assist Problem Management staff in 

classifying Problem records? 
 

Comments:  Yes.  The criticality of CI’s are captured during Incident entry as urgency, impact, 

and priority.  Problem Records have the capability to link these associated Incident records.  

These associated Incident record(s) may be viewed by Problem Management staff to evaluate and 
differentiate the criticality of Problem records.  Problem management may also view the CI 

historical summary. 
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3. Does the tool facilitate links with the CMDB to enable the updating of Problem records with 

Configuration information? (Including CI components, relationships, and dependencies). 
 

Comments:  Yes.  As depicted in the previous question, the Problem record links to the CMDB 

via the Problem Record’s associated Incident record(s).  The Incident record maintains the direct 

link to the CMDB.  The CMDB record provides relationship and dependency information. 
 

CI 

 
 

Dependencies  

 
 

Dependencies  
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Configurable CI Relationships  

 
 

Customizable Relationship Type Table 
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Incident Management 

 
1. Does the tool facilitate the association and maintenance of the relationships between Incident 

and Problem records? 

 

Comments: Yes.  The Incident record maintains links to all associated Problem records. 
 

Incident Record 
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2. Does the tool facilitate the automation of escalation procedures from Incident Management to 

Problem Management? For example, contact staff, department, and actions required? 
 

Comments:  Yes.  It facilitates this during the creation of the Problem record from the Incident 

entry.  This is done by identifying a Problem Management staff member or Problem Management 

group in the ‘Manger Field’ of the Problem Record.   
 

Problem Record with Manager Assigned During Incident Entry 

 
 
The Problem records are searchable by this field and any other or combination of fields (such as 

the urgency, impact, or priority) to tailor a report. 

 
Problem Record Search Screen 

 
 

Problem Report 

 
 

View of Selected Problem Record 
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3. Does the tool enable the Problem Management team to communicate status and progress 

reports, as well as temporary solutions and workarounds to the Service Desk staff? 
 

Comments:  Yes.  The Problem Management team has the capability to enter status, progress 

information, and, temporary and workaround solutions into the Problem record. 

FUNCTIONAL CRITERIA 
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Functional Criteria 

 
1. Is the tool able to automatically increase the severity or impact rating of a Problem according 

to the number of associated Incidents and/or the number of End Users affected? 

 

Comments:  Yes.  The Problem record is associated to an Incident-Impact-Urgency Matrix.  This 
configurable matrix is triggered by the number of incidents.  As thresholds are reached, the 

Impact and Urgency may be adjusted.  If desired, alert recipients may be added to the matrix. 

 
The Impact and Urgency values modify the priority value and are configurable.  If desired, alert 

recipients may be added to the matrix. 

 
 

Problem Record Configurable Incident Count values 

 
 

Service Call Severity Matrix 
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2. Does the tool automatically alert the Problem Manger of Problems that are in danger of 

exceeding pre-defined thresholds? 
 

Comments:  Yes.  The Potential Problem Management System (PPMS) has the capability to run 

ad-hoc scans against Problem records.  The combination of the PPMS Scan Request and the ad-

hoc system provides infinite methods in which to define thresholds and send notifications. 
 

In this PPMS example, a request is created to be notified if any Problem records have a Priority 

of level 3 or higher.  An ad-hoc scan is created to periodically review the problem records and 
send an e-mail to the Assigned User if records are found. 

 

PPMS Scan Request to Analyze Problem Records that are 1-30 days old 

 
 

Email notification received from ITG CENTRE 

 
 

Email Message indication that it found matches to my PPMS Scan 

 
 

Review the PPMS Scan  
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All PPMS Reports for this PPMS Record 

 
 

 
Identified Problem Records to Review with their Associated Incident Numbers 

 
 
 

3. Does the tool facilitate secure and controlled access to Service Level Management 

information? 
 

Comments: Yes.  Access to CENTRE is provisioned by user ID and passwords at all screen field 

viewing/modifying and reporting levels. 

 
From:  

‘ITG CENTRE Introduction’ 

Document Control # 180-v2 
 

System Administrator attributes. The System Administrator attributes allow control to be 

exercised over the Users of “ITG CENTRE” by assigning permissions, passwords, and 

controlling the Users’ ability to see and manipulate data within the system.   

 

 

 
Organization Name  Integration Technologies Group,Inc. 

Brand name of Product CENTRE (Common ENTerprise, REsource, system) 

Version of Product to be 

Assessed   Release 4.6.3  07/23/2007 

Client Contact Name and Robert R. Vespe 

Title    Consultant 
Address   2745 Hartland Road, 2nd Floor 

    Falls Church, VA 22043 

Phone #   305 909-3591 

Email    Robert.Vespe@ITGOnline.com 

 

 


