Problem Management
Mandatory criteria (need 100%)

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 ‘Search Problems’ “New” tab and, the problem
record may be created directly from the Incident Record. The 2" method will also populate
Incident data into the Problem Record and generate a link between them.

q

Manual Problem Record Creation ¢

NEW PROBLEM

Incidents Y Curchasing ogistics Reports Projects !
Search Problems | Search Scan Req |Search PPGroups|NewScan Request| Help |

Froblem #|Maw Problam | Impact] Select | Priority:] Selact |~ |
Urgency: Selact | item Type Salact - |i| Status:| Problem ~
city] |Subcomponent| Select Subcomponent ~ | Manager:| Vespe, Robert R. ~
State] | Manufacturer] Select Manufacturer ~ |Creation Date:{ 05 | E2]
Zel IN—— e ' [

Problem Description Problem Fix

InC|dent Problem Record Creatlon

Incident #: Ref Incident # *Contract Num: Customer Ref#:  Sub Ref #: Days: Priority: Old Pricrity: Status: ‘@A Complete: Time Zone
[1o73s0 — | [zoss-o00 [1i7=ze7s | [coosocn7ozez]| [0 [z | [Nene < [cpen ~|[no =[x ]
*FOC Do o Cust Order #:| ] *Opened{os |22 [2007 o2 [a7
POC @& D= Lockup Engineer| Salact ~ | {06 |22z |2007 [[10 [oO
Alt POC: g Engineer: | Dispatched{os |22 |2007 [[10 |05
Caller: 5o T 1 *Operator] Guidry, Yves M. (Nino) |~ | | F
SAgency: HUD | TAM:| Humes, Dawvid 3. ~ | On-Site: F
“Address{ 5345 Grand Avenus | SME: Salact ~ | MNextETA{os |22 |2007 [[15 |00
*City iKansas City | *state: “Zip: 54108 | BDM: umes, David J. Closed F
Manufacturer DELL Meodel: | powerEdge 2300 Subl BancTec (MMC) Rl O ——
ifSerial#loserRo | *Deser[server | Sub Rating: o ~ Shipped Date: | ][ |
Mew Serial #: SN verified Billable: ] Urgency] Select [
BssetTag # am[ | impact] Selact v
*lterm Type: Server ~| Iasks: Incident Type: Selact ~
| Mone ~| SLA CodelRz BS 24 | Incident Closure Type Selact ~
= e - csmen (] Sxmmpieme | | Penang Aston <oiecs <]
Parts Not Shipeed: 0 SLAType Calculated SLA SLA Met?
Eroblem/itnown Error (g | Response: =1

L Problem Record listing

Back to Incident | Create Problem Relate Problems

107360

Problem# Problem Description Manager Status Creation Date Close Date

L Problem Record Populated with Incident Data
NEW PROBLEM
Problem #|New Problem | impact]| Select | Priarity] Salact | |
Urgency: Select | ttem Type: Sarvar = |i| Status:| Problem -
CityKansas City |Subcomponent| Select Subcomponent ~| Manager| vespe, Robert R. -
State] MO | Manufacturer| DELL + [creation Dates/ 0s | —
Zip Model #] PowerEdae 2300 I CloseDates || || |

Problem Fix

Problem Description

SERVER.:
PRINTING : Customer is reporting that her .

Root cause
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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.

Froblem #| New Problem Impact:
Urgency:| Select ltem Type:
City:| Kansas City Subcomponent:

NEW PROBLEM

Salect W

GO
Server S —I
Select Subcomponent w

State: MO Manufacturer: DELL
Zip: 64108 Model #:| PowerEdge 2300
Problem Description
SERVER: o 8
PRINTING : Customer is reporting that her -

Root cause

Priority:| Select
Status:| Problem

Vecpa Bobort B

Manager;

Problem workaround

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, and Known Error. The status identifies a Problem or Known error, and the ‘Related
Incidents’ field identifies all associated Incident records if applicable.

VIEW PROBLEM

_—

Problem #: 2 Impact: 1 b iyt -
Urgency: 1 b Item Type:| Printer hd Sht'us:| Problem D_
City: Columbus Subcomponent:] Case Parts Laser b Manager:| Vespe, Robert R. b
State: OH Manufacturer: DELL b Creation Date: pg |19 ||2007 EI
Fip: 43215-2463 Model #|M35200 Closed Date: EI

Problem Description

PRINTER: Customer states the printer does
not work unlass you hold the door closed

on the paper tray.

PRINTER: Customer states the printer does %

Reoot cause

Premature Door Switch Failure

Problem Fix
#BF-TC 0&6/18/07 11:30
#BF-SR 06/18/07 11:20
jin replaced the cover cable
Enterad on: 6/18/2007 12:06:21 PM
Problem workaround
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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

ncident #: Ref Incident #: *Contract Num: Customer Ref#:  Sub Ref #: Days: Priority: Old Priority:  Status: QA Complete: Time Zone:
106545 | | [so06s-000 | 1188633 [ | [s x| [mone v|[cClosed  w[no o ~|
*POCp *Phicy 5 | custOrder# |  *Opened{oe [13 [2007 [os [54
POC@: o Lookup Engi Select v| © 05 |13 |2007 [|os |23
AgPoc: | P ] i | oi 06 |13 |z007 [[os |33
Caller 5y | Phe| | | *Operator] Guidry, Yves N. (Nino) |[v| Ct 06 |13 |2007 [[10 |55
*Agency:| HuD | TAM:| Seager, Terence P. e On-Sited g |14 |2007 7|11 |15
*Address: 200 North High Street | SME: Bohner, Frederick V. ~ MextETA: 06 |18 |2007 [|13 |20
*City| Columbus *State: “Zip 432152463 | BDM: {ymes, David J. | Closed: 0 |18 |2007 [
DELL Madel: 15200 ] Sub] Computing Resource Maint Bart Ordersy; |
iserial #]4153H21 *Descr | printer | Sub Rating: 3 ~ Shipped Date: g | 15 |
New Serial #: SIN verified Billable: [ 1 -
BssetTag #]047224 | aR{ |
*ltem Type: printer ~| Iasksip |
tACodervizma e |
SLA i Open: L] Count:

. gfes not work /| #BF-TC 06/18/07 11:30 #|uPDATE:
unless you hold the ks o the paper tray. = |#BF-SR 06/18/07 11:30 System board delivered, Short cable ordered from

PRINTER: Customar statds tha printer doas not work  |jin replacad the cover cabla vender to ship Friday /15,
unless you hold the door|closed on the paper tray. | Entsred on: 6/18/2007 12:06:21 PM by:Reed, + | service scheduled for Monday 6/18/07 ¥
Payment by: Salect | m'ype:@ % .
AccountiPO#: ] expoate] |
==y Invoice #:|
Sub Labor Hours: 2,75 Invoice Received
Sub Labor Costl 148.75 Costof Pads] |

Associated Problem Records

Manager

43215

Robert R.
espe, 2483

VIEW PROBLEM
Problem # 3 | Impac't F'riori'ly:
Urgerh':y: Item Typeq Printer ~| Status{ Problem v
Ci‘ty:l Columbus | Subnurnpnnentl Case Parts Laser - | Manager:l Vespe, Robert R. - |
State Mar er] DELL v|  creation Date{0g |
Model #{M5200 | Closedbate || || |

Problem Description Problem Fix Related Incidents.
106545

PRINTER: Customer states the printer does #BF-TC 06/18/07 11:30

not work unless you hold the door closed #BF-SR 06/18/07 11:30

on the paper tray. jin replaced the cover cable
PRINTER: Customer states the printer does Entered on: 6/18/2007 12:06:21 PM

Root cause Problem workaround

(@

% (&

<

Premature Door Switch Failure
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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.

VIEW PROBLEM

Problem #: 2 Impact 1 hd Priority: 1 W
Urgency: 1 et Itemn Type:| Printer - Status: Problam b
City:| Columbus Subcomponent] Case Parts Laser bt Manager:l Vespe, Robert R. 97
State:| OH Manufacturer:| DELL e Creation Date: gg i9 2007
Zip:|43215-2463 Model #: M5200 Closed Date:
Problem Description Problem Fix Related Incidents.
PRINTER: Customer states the printer does #BF-TC 06/18/07 11:20 -~ 106545
not work unless you hold the door closed #BF-SR 06/18/07 11:30
on the paper tray. jin replaced the cover cable
PRINTER: Customer states the printer does % Entered on: 6/18/2007 12:06:21 PM ht
Root cause Problem workaround

Premature Door Switch Failure

A

Tzoumas, Andreas D. rY
Udasco, Roberto C.
(Van Ormer, Willis M.

VIATECH

wiatest

Vigen II, Thomas E.
WVue, Tim
Wakefield, Douglas A.
Wald, Michael A.
Walker, Ruben
Walsh, Patrick P.
Warren, Jackowitz
Ways, Pat

WESTAT

Whitman, Peter
Wiley, Joshua D.
Wilfert, Jason J.
Wilke, Jason
Williams, H. Wilson
Wilson, Angela G.
Wilson, Dawid M.
Wilson, Kevin
Winget, S=an
Woods, Michael A.
Wrobleski, Andrzej
Yoon, Sung W.
Zambrano, Raul
Zawasky, Patricia V.
Zdravkovic, Jovan ol
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6. Does the tool enable impact and urgency codes to be assigned to Problem records?

Comments: Yes.

Problem#m—m 07 Priority:] 1 b
e —
ltemn Type: - Status:| Problem
City:| Columbus Subcomponent| Case Parts Laser e Manager:| Vespe, Robert R.
State: OH Manufacturer:| DELL b Creation Date: g 19 2007
Zip 43215-2463 Model #| M5200 Closed Date:
Problem Description Problem Fix Related Incidents
PRINTER: Customer states tha printar doas ¥ #BF-TC 06/18/07 11:30 -~ 106545
not work unless you hold the door closed #BF-SR 06/18/07 11:30
on the paper tray. jin replaced the cover cable
PRINTER: Customer states the printer does % Entered on: 6/18/2007 12:05:21 PM b
Root cause Problem workaround

Premature Door Switch Failure

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.

VIEW PROBLEM

Problem #:| 2 Impact; 1 hd Priority: 1
Urgency: 1 et Itemn Type:| Printer - Status: Brabl b
City:| Columbus Subcomponent| Case Parts Laser bt Manager:l Vespe, Robert R. 9
State:| OH Manufacturer:| DELL e Creation Date: g i9 2007
Zip:|43215-2463 Model #: M5200 Closed Date:
Problem Description Problem Fix Related Incidents.
PRINTER: Customer states the printer does #BF-TC 06/18/07 11:30 -~ 106545
not work unless you hold the door closad #BF-SR 06/18/07 11:20
on the paper tray. jin replaced the cover cable
PRINTER: Customer states the printer does % Entered on: &/18/2007 12:06:21 PM b
Root cause Problem workaround

Premature Door Switch Failure
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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.

ARCH PROBLEM
‘@H' Incident #
Item TV Salact w il

Urgency: Select ¥

— T Tmmmem >

Sity: Subcomponent| None A4 qﬁﬁ Select All »

e

State: Manufacturer; None b Manager] Sefett A v
Zip: Model #: Creation Date: j
Closed Date: 3

CLEAR
v

1eroblem
{Known Problem
Closed

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)
Query Results

ProblemID COUNT(ProblemIncidents.ProblemID~_
3 C B D)

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.
VIEW PROBLEM

Problem #:| 3 Impact]| 3 W Priority:| 1 b
Urgency: = b Item Type:| Printar w Status:| Problem w
City: Columbus Subcomponent| Case Parts Laser b Manager| Vespe, Robert R. w
State: OH Manufacturer: DELL b Creatiyn Date: 0s. |19 || 2007 EI
Zip:43215-2463 Model #: M5200 Closed Qate: H
Problem Description Problem Fix Related Incidents
PRINTER: Customer statas the printer doas #* #BF-TC 06/18/07 11:20 - 106545
not work unless you hold the door closed #BF-5R 06/18/07 11:30 106602
on the paper tray. jin replaced the cover cable 106954
PRINTER: Customer states the printer doss ¥ Entared on: 6/18/2007 12:06:21 PM b m
Root cause Problem workaround
Premature Door Switch Failure
Integration Technologies Group (ITG) Page 6
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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 PROBLEM

Problem #: Impact] Select ¥ Ingident #
Urgeney: Select ltem Type: 5ojact v 60| Priority] Selact ¥
City: Subcomponent| None v Status| Select All -
State: Manufacturer: lone v Manager; Select All -
Tip: Model #: Creation Date: B
Closed Date: j

Search Screen Output List

Problem# Ttem Type Mfr Model Manager (City Sate  |Zip Priority Tmpact
Ca Nene ‘OTHER xyz Hadjikyriskou, George 1 1
Oz PC HP st Fellers, Bridget 5. 2 1
Oz Printer DELL M5200 Vespe, Robert R. Columbus oH ;3:;5‘ 1 1
Qs Frinter HP 4800 Vespe, Robert R. Washington oC 20410 1 2

Problem Record

VIEW PROBLEM
Froblem # 2 impact| 1 -~ Pricrity:] 1 ~

Urgency:| 1 ~ ltern Type:| Printer . Status: Problem ~

City:] Columbus Subcomponent] Case Parts Laser ~ Manager| Vespe, Robert R. ~

State:] OH Manufacturer:] DELL ~ Creation Dateos |15 |[zoo7 | 4

Zip ] 43215-2463 Model [ MS200 Closed Date: =]
Froblem Description Problem Fix Related Incidents.
PRINTER: Custormer states the printer does #% #BF-TC 06/18/07 11:30 -~ 106545
not work unless you hold the door closed #BF-SR 06/18/07 11:30
on the paper tray. jin replaced the cover cable
PRINTER : Customer states the printer does ™ Entered on: 6/18/2007 12:06:21 PM ~
Root cause Problem workaround

Premature Door Switch Failure

Ad-hoc Reporting System
[ vbies | dows  [> cowmns | Aggreomtes | Fmers | Growpby | sSoming | Options | Runmepon |

COLUMMN NAME IN [fprem SELECTED COLUMN E

Problem.City
Problem.CloseDate
Problem.CreationDate
Problem EquipmentTypelD
Problem.Impact
Problem.ManagerlD

Problem MfrlD

Problem Model

Problem Priority

Problem ProblemDescr
Problem.ProblemFix
Problem.ProblemID
Problem.ProblemW orkaround
Problem RootCause

Problem State

Problem StatusCodelD
Problem.SubComponentiD
Problem.Urgency >>
Problem.Zip

<<

LN

Sample ad-hoc Report
A | B | ¢ | o | E | F | G [ H

ProblemlD  SrvcCalllD| CreationDate  Model ProblemDescr RootCause DatelncidentOpened  Description
3 106545 6/19/2007 M5200 PRINTER: Customer states the printer does not work unless you hold the door closed on the  Premature Doo 6/13/2007 Printer
paper tray. =
PRINTER: Customer states the printer does not work unless you hold the door closed on the
paper tray. Customer states legal paper tray appears to have been taped in the past. Please
assist =
HUD ID#047224=
Dell M5200=
Printer name:CCOL_PIH_DellM5200_PCL on CLLBNFP001=
Floor:7thz
Room: PIH

Integration Technologies Group (ITG) Page 7
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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
Scan RequestName: apormal Fuser Ussge |

Description:]

Find Fuser Repairs within the last 120 days

Scan quer
¥ Hp Fuser Replacement |

Priority Level: |
Problem Status:

Unknown Issue %

Sean Status: 1 i, w |(This scan request will only be executed if Active)
Scan Number of Days Prior to Curent Date: ; -

Scan on Date Column:| 5o ~2||.DateClosad P | (Select the Date Column upon which tp apply the Number of Days query)
Scan Frequency Type: o o« | (Select Hours or Days)
Scan Frequency Value: ;
Humber of Matches:| 5
Problem Assigned To User: Vespe, Robert R. w |
Alert Notification Email Address:

robert.vespe@itgonline.com |
Enable Email Notification: yas | 4

Select Query:|

>

Salect SrveCall.SrveCalllD as [ServiceCallNumber], SrveCall.DateClosad as
[DateClosad].SrveCall.MfrName as [ManufacturerName], SrveCall.Madel as [Model]
from SrveCall SrveCall where SrveCall.ContractID in (Select ContractID from
GroupContracts where UserGroupIlD=68) and (SrvcCall.MfrMame Like 'HR') AND =
(SrycCall.SubcomeponentID = 84)[@DateParam] Order By SrycCall.SrveCallID ASC b

S

Output Report

Abnormal Fuser Usage
(PPRecordD PPGrouplD DateTimeCreated ServiceCallNumber (DateClosed ManufacturerName Model
500 i1 11/172006 12:00:06 AM 81375 [7/6/2006 P L13700
3021 i1 11/172006 12:00:06 AM 81547 [7/11/2006 i L1370
3022 i1 11/1/2006 12:00:06 AM 81737 |7/13/2006 \H]’ L2300
503 i 11/1/2006 12:00:06 AM §1751 [1/13/2006 i L1 35
1304 il 11/1/2006 12:00:06 AM 52016 (772012006 i LI 3700
3025 i1 11/1/2006 12:00:06 AM 12033 1772012006 i L1410
13026 i1 11/172006 12:00:06 AM 72288 [7/21/2006 i 410
3027 i1 11/1/2006 12:00:06 AM 82320 8/24/2006 \H]’ 3100
Integration Technologies Group (ITG) Page 8

Problem Management Assessment V2



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.

NEW PROBLEM
Proclem =[New Problem Impact] Select Priority: Select |+
Urgency:| Salect = e Type| Soloct - E=oul Status:| Problem
City: Subcomponent], Select Subcomponent ~r Manager| vespe. Robert R.
State: Manufacturer:] Select Manufacturer ~ |[Creation Date: og > coor B
Fip: Model #: Close Date:

Problem Description Problem Fix

Root cause Problem workarcund

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 assignhing permissions, passwords,
and controlling the Users’ ability to see and manipulate data within the system.

- Each time the RFC record is modified:

0 The ‘Date Last Updated” and “Last Updated By’ information is captured.

0 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.

o0 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.

Integration Technologies Group (ITG) Page 9
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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.

Proble ains links to the RFC

VIEW PROBLEM

psct[s %)

Problem #,3 |

L.Irgenc‘y: Item Type:l Printar b | Status:l Problem b |
City:lCulumbus | 5ub|::urnmnent| Case Parts Laser V| Mana.ger:l Vespe, Robert R. V|
state: Manufacturer| DELL v|  cCreation Date0s | 2007
Zip{43215-2453 %MEIHMSZDD | Closedbate] || | |
Problem Description Problem Fix Related Incidents
PRINTER: Customer states the printer does % #BF-TC 06/18/07 11:30 lad 106545 ~
not work unless you hold the door closed = #BF-5R 06/18/07 11:30 105988 -
on the paper tray. jin replaced the cover cable b 106030 w
PRINTER: Customer states the printer does % Entered on: 5/18/2007 12:06:21 PM i

Reoot cause Problem workaround

|Premature Door Switch Failure | |

Change
Dek Change Request Name Change Authority Issued Date Approved Date Priority | Status
#
L—p 1= 57 |Add an additional line entry titled "Related RFC's on the PPMS Screen | Software Engineering MRE | 1/26/2007 4:17:15 PM | 2/8/2007 10:28:52 AM | HIGH | Closad
=] | 202 Modification of the RFC Labels and Table Elaments Software Engineering MRE | 6/22/2007 5:21:55 PM | 6/22/2007 5:21:55 PM | MEDIUM | Approved

Problem Record automatically creates the RFC Configuration Item link within the RFC Record

New | Affected Departments | Affected Contracts |Change J\nalysis| FPost Implementation Review | Attachments

57

Change Request Name: Add an additional line entry titled 'Related RFC's on the PPMS Screen
Change Type: Desired Completion Date: 230/ 2007
Classification:
Change Authority:

Actions 3
2/24/2007 6:14:45 PM - George
Hadjikyriakou

Requirement completad.

FEpEEEier Modify the PEMS Scan Reguest Record. Add an additional field {placed under the

associated to this problem record.

ITIL Requirement

=Number of Matches> field) titled <Related RFCs=>. This field will be a dropdown box
of all RFCs with a check-box selection attribute. The user may select all RFCs that are

1/31/2007 3:33:34 PM - George
Hadjikyriakou

Created Software Requirement
781 pending review.

Integration Technologies Group (ITG)
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Configuration ltem Source Type Configuration ltem Source KeyColumn Value
Change Request Contract Assets 174623
Change Request Froblem E] <
Change Request Scan Request 12
Change Request Scan Request 14
Change Request ‘Software Regquirement Tan
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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

Configuration ltems

Attachments

Change Request Name: Add an additional line entry titled *Related RFC’s on W rean
Classification: o letion Date: 3/20/2007
Change AUhOTItY: . fi\are Engineering M
Proposed Changed ., it the PPMS Scan Request Record. Add an additional field (pladed under the
<Mumber of Matches> field) titled <Related RFCs=>. This field vill be
of all RFCs with a check-box selection attribute. The user may select sN\RFCs that are
associated to this problem record.
ITIL Requirement
Description of current or
potential non-

Associated ClI’s

Actions 3
2/24/2007 6:14:45 PM - George
Hadjileyriakou

Requirement completed.

1/21/2007 3:32:34 PM - George
Hadjilkyriskou

Created Software Requirement
781 pending review.

Configuration ltem Source Type Configuration ltem Source PfeyColLrnn Value
Change Request 2 i7s620 [
Change Request ;I
Change Request ‘Sean Regquest 13 =1
Change Request Scan Request 14 =l
Change Request Software Requi ( k=11 ;I
Change Request ):ﬁnﬁequirelnent Fa1 ;I

Problem Rec

VIEW PROBLEM

S ——

Manager:| vespa, Robart R.

Creation Date:[ 05 |

Status:| Problam

¥

(2007 |2

ClosedDate] || | :| E

Incidents

Item Type:| Printar v
city[Columbus | Subcomponent| Case Parts Laser v
State: Manufacturer]| DELL |
Zip] 43215-2463 Model #| M5200 |
Problem Description Problem Fix
PRINTER: Customar states the printer doss  #| | #BF-TC 06/18/07 11:30
not work unless you hold the door closed = | #BF-SR 06/18/07 11:30
on the paper tray. jin replaced the cover cable
PRINTER: Customer states the printar doss % Entered on: 6/18/2007 12:06:21 PM

-~

e

Root cause

Problem workarcund

106545
106602
106954

Premature Door Switch Failure

Integration Technologies Group (ITG)
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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 Cl 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.

Cl Item

Item Dependencies

Cl Audit Log - Previous Historical Record View

‘sosg-oo0 | POC Phone: : | Ext
roc; A o Prone B -
AItPOCG Price:; Maintenance DO #;
Serial #5545481 Serial # Log Serial # Summary Price Type:; | Maintenance DO Date:
Oid Serial # Warranty St |- | e
ltem Type: server v| Warcanty End{ |- |- | Ship Date
None v| Agency: Lo Install Date:
Medel: poyeredge 2850 Sitellocation: 51 walnut Street, rm 239 Training Date:
Description: 5o ryer Address2; Billable: [ |
DELL ~| City! nes Moines lot Active: ]
E— saeiiy | 2 50305 | Lot 20/ 2007,
cuny Lifecyole Status{ [ntoled v] Lest Mod By: Vespe, Robert
AssetTag Response SLA Hrs: 0 [] External Data
1 b On-Site SLA Hrs: 0 [[] use PPM Hours for SLA
imp2ct] 1 b’ Repair SLA Hrs: 0 [] nclude Saturday in SLA
Friontr 1 Sales Order #] [] Include Sunday in SLA
SKU #: [[] Include Holiday in SLA
M'ISystem Summary 2|

8G454B1

Integration Technologies Group (ITG)
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8068-000 POC Phone:" Ext: Customer DO #;
POC:| Alt POC Phone: | ext Cu DODate 51 (o1 |1500
Alt POC: | Price: Maintenance DO #
Seriat# = PricaType| | Maintenance DO Date’ 01 |1 | 1900
Old Serial # ] Warranty Start 01 |-[01 |-[1300 | DO Due Date oy |01 |1900
ltem Type: carvar v Warranty End:y |-[01 |-[1500 ShipDate: 3 g1 [1500
Subcomponent: - ~| Agency o Install Date{ 01 [0y | 1200
Madel: oo aredge 2850 | SitelLocation: 5 g walnut Street, rm 239 ing Date: g3 [o1 |1s00
Description: g oy ] Addressz: Billable: [
Manufacturer: o v Cityh e Moines Mot Active: [
Quantity: State: 15 i Last Mod: 10/30/ 2006
— s 50309 4:12:11 PM
cums Lifecycle Status: yons v LastMod By: Humes, David
Asset Tag: :l Response SLA Hrs] D [[] External Data
Urgeney: | 3 e [] use PPM Hours for SLA
Impact: v Repair SLA Hrs: 0 [] inciude Saturday in SLA
Prm-:ll Sales Order #: [] Include Sunday in SLA
SKU [] include Holiday in SLA
:D"“'E"'s‘l Systam Summary :|

Page 12



2. Does the tool differentiate between the criticality of Cls 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.

Problem #|3

N —

VIEW PROBLEM

—

Itern Type: Printer ~| Status:| Problem ~
city| Columbus ] Subcomponent] Case Parts Laser ~] Manager| vespe, Robert R. ~|
Manufacturer| DELL ~|  creation pateins |[15 |[zo07 B
pl42215-2463 Model # MS5200 ] c:losedl:nalve.|:||:|E
Problem Description Problem Fix Related Incidents
PRINTER: Customer states the printer does | # #BF-TC 06/18/07 11:30 -~
not work unless you hold the door closed = #BF-SR 06/18/07 11:30 =
on the paper tray. jin replaced the cover cable
PRINTER: Customer states the printer does % Entered on: 6/18/2007 12:06:21 PM >
Root cause Problem workaround
Premature Door Switch Failure
Incident #: Ref Incident #: “Contract Num: Customer Ref#:  Sub Ref #: Days: Priority:Old Priority: Status: @A Complete: Time Zone:
106545 1T I [sos8-nnn IT1erema ][ None ~|[Closed %] no ~o -
*POC| e 6 Cust Order #| | *Opened{os |13 |[2007 [|os |54
POC @ id.gov | Lookup i Select v| Contacted: 05 |12 |2007 [|09 |29
Alt POC: I ] | | Dispatohed{os |13 |2007 | |03 |32
Caller 5o P | || | *Operator] Guidry, Yves N. (Nino) | Confirmed:og |13 |2007 7[10 |55
*Agency: HuD | TAM: Seager, T¥ren:e P. R On-Site: 05 |14 |2007 (|11 |15
“Address: 500 North High Street SME: Bohner, F/ederlck V. v Mext ETA: 05 |18 |2007 [7[13 |20
*Cit: Columbus *State: “Zigi a3215-2463 | BDM: Hyumes, favid J. Closed{os |18 |zoo7 |11 [=0
Modet: 115200 ] S Computifia Resource Mait) Part Orders {3 Lastrual |
*Descr: | printer Rating: Shipped Date

Ya153HZ1 | Serial SOEE
Item Type: rintar | Warranty Enc |- || |
Subcomponent] yone ~ | Agency D
Model: 115200 | =l 200 M. High Street .7th Floor
Y Printer | SEEaERoE
e ~| Tty Columbus.

oH Zip: 43215

None

|

Mot Active: [
Last Mod: 6/ 10/ 2007
8:54:50 AM
Last Mod By: , David
[[] External Data >
[[] use PPM Hours for SLA
[] nciude Saturday in SLA
[] include Sunday in SLA
[] nclude Holiday in SLA

Total
" t lect - Total Last
Entry Date Total Calls TSIliI P‘ariEl & I:I Pal gts RE irT,:I;:nr Subontractor | Transaction
P pa Labor Charges Recorded
Charges
2/28/2007 5:47:19 AM i 2 412.30 .00 148.75 5/18/2007 12:08:44 PM
8/M18/2007 12:08:44 PM| i 2 412.30 .00 148.75 5/18/2007 12:08:44 PM

Integration Technologies Group

(ITG)

Problem Management Assessment V2

Page 13



3. Does the tool facilitate links with the CMDB to enable the updating of Problem records with
Configuration information? (Including Cl 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.

Equipment Dependencies

Help

Dependencies — Master

Serial Humber:8G45481 Model:FowerEdge 2850 Criticality:1
Manufacturer:DELL City-Des Moines impact: 1
Asset Type: Server State:lA
Description: Server Zip:50209
Manufacturer Asset Type Model City State| ZFip Code | Criticality | Impact
DELL PC Optiplex GX240 WASHINGTON oC 1 q ;I
DELL PC Optiplex GX110) WASHINGTON Dc 1 4 =]
DELL PC Optiplex Gx240) WASHINGTON DC 1 3 =l

Dependencies — Slave
-~ ASSETDEPENDENCIES

Serial Humber:ZKG8221

Model: Cptiplex GX240

Criticality:1

Manufacturer:DELL City WASHING TN Impact: 1
Asset Type:-PC State:DC
Description:PC Whale Unit Zip:
ber Manufacturer Asset Type Model City State| Zip Code |Criticality | Impact
DELL Server PowerEdge 2850 Des Moines 1A 50208 1 4 =

Confiiurable Cl Relationshiis

*Select Dependency Type for Current Asset: [ 5olact & Dapendancy v | _S2 |

*Select Current *Eelect New
Description Model Manufacturer Mastar-Slave Asset Aszet:
Parent-Child Hode Type Hode Type
: Paar-p
FC Whole Unit Optiplex GX240 DELL e Salact | Selact [

Customizable lookup Table

Dependency Type Dependancy Type Valua
D Mastaer-Slave LakSny)
) Parent-Child 1-Many
O Peaar 1-Many

Integration Technologies Group (ITG)
Problem Management Assessment V2
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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

Incident #: Ref Incident # *Contract Hum: Customer Ref#:  Sub Ref # Days: Priority: Old Priority. Status: QA Complete: Time Zone.
106545 10 | [so68-000 tiesezs || ] [5 x| [none w|[cClosed  w[no o v
*POC: TR ] Cust Order # ] “Opened{ns |12 |2007 [ |08 [54
POC @ d.gov Lookup Engineer;| Salact w| cContacted{os [13 [2007 [[0s |23
At Ph: M | i | 06 |13 |zo07 [[os |==
Caller: 5p Fh: | ||| | *Operator| Guidry, Yves N. (Nino) % | GCi os [12 |2007 [[[10 [55
*Agency| HuD | TAM: 5zazger, Terence P. hd On-Site:| 06 |14 [2007 [T|11 |15
*Address: 500 North High Street | SME]| Bohner, Frederick V. ~ MextETA: 05 |18 |2007 [[|12 |20
*City Columbus. “State: “Zipi[43215-2483 BOM: Humes, David J. ] Closed{gs |18 |2007 [ [11 [=30
DELL Model: 115200 ] Sub| Computing Resource Maint ——— e |
iSerial#(4153H21 “Descr: printer | Sub Rating: 3 - Shipped Date: 55 |15 ||2007 |
SIN verified
l0a7z24 |
Printer
Other

VIEW PROBLEM
Prosiem #3 | — ————
L.Irgerlr:y. Item Type:| Printer ~ Status:| Problem ~|

city] Columbus | Subcomponent| Case Parts Laser ~ Manager| Vespe, Robert R. v
State Manufacturer] DELL | Creation Datedos |[15 |[z007 ]
pi43215-2463 Model #{Ms5200 | Closed Date: ::E
Problem Description Problem Fix Related Incidents
PRINTER: Customer states the printer does  #* #BF-TC 06/18/07 11:30 -~
not worke unless you hold the door closed = #BF-SR 06/18/07 11:20 =
on the paper tray. jin replaced the cover cable
PRINTER: Customer states the printer does % Entered on: 6/18/2007 12:06:21 FM b =
Root cause Problem workaround

Premature Door Switch Failure

Incident ID’s

Integration Technologies Group (ITG) Page 15
Problem Management Assessment V2



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 with Manager As

Problem Record.

signed During Incident Entry

VIEW PROBLEM

Root cause

Problem workaround

Premature Door Switch Failure

mr— ] — —
Urgem:y- item Type| Printer ~| Statys ~
City] Columbus ] Subcompeonent] Case Parts Laser ~
State Manufacturer| DELL ~| Creation
Zip]42215-2463 | Madal #|M5200 | Closed Date:] |[ |[ |
Problem Description Problem Fix Related Incidents.

PRINTER: Custormer states the printer does #BF-TC 06/18/07 11:30 S 106545
not werk unless you held the door closed = #BF-SR 06/18/07 11:30
on the paper tray. jin replaced the cover cable N
PRINTER: Customer states the printer does Entered on: 6/18/2007 12:06:21 PM ~

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

SEARCH PROBLEM

Problem Management Assessment V2

e st seict ¥ S
Urgency] Select v | \hmrype:lw—v|ﬂl Priority] Select [%
I — R 9
- J aroe T |
zp | Wodel #] | Creation Dahel:“:“:lm
Closedvae [ [ |-
Problem Report
Problem# Item Ty Mfr Model Manager (Ci te i Prior Impact  |Un
O 9 Printer |DELL M5200 |Vﬂ)e Robert R. Columbus COH 3;115' 1 3 3
O 4 Printer |HP Iﬂ]ﬂ I\fq:e Robert R |Washirqinn 0c 20410 1 4] 2
View of Selected Problem Record
VIEW PROBLEM
P e roblem #[4 ] Impac't F'riority:
I..Irgem::‘y: ltem Type:| Printer v Status: Problem ~]|
City:l Washington | 5ubcummnent| Toner Cartridges bl | I'U'Ianager:| Vespe, Robert R. hd |
State Manufacturer| HP v|  creation Date{06 | E|
Zip{20410 | NModel #4600 | Closed Date: | |:||:|E|
Problem Description Problem Fix Related Incidents
TONER: Please provide a set of color Delivaery confirmed by FE Greg. This call is ~ 106602
cartridges for HP 4500 color printer to Veta now closed.
Entered on: 6/22/2004 10:31:54 AM -
by:Tzoumas, Andreas D. s
Root cause Problem workaround
Test
Integration Technologies Group (ITG) Page 16



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.

VIEW PROBLEM

Problem #: 2 Impact:; 2 b Priority:; 1 b
Urgency:| 2 hd ltemn Type:| Printer A Status:| Problem L
City: Columbus Subcomponent| Case Parts Laser w Manager:| Vespe, Robert R. L
State: OH Manufacturer: DELL bl Creation Date: 05 || 19 || z007 El
Zip43215-2463 Model #|M5200 Closed Date: 3
Problem Description Problem Fix Related Incidents
PRINTER: Customer states the printer does # #BF-TC 06/18/07 11:30 -~ 106545
not work unless you hold the door closed #BF-5R 06/18/07 11:30
on the paper tray. jin replaced the cover cable
PRINTER: Customer states the printer does % Entered on: 6/18/2007 12:06:21 PM b’ m
Root cause Problem workaround

Premature Door Switch Failure

Integration Technologies Group (ITG) Page 17
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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

GO

Sloi =l Es D [hcidentImpactUrgencyMatris "

Select|IncidentCount Impact Urgency
oy |3
O |0
|20
O |30
|40

Problem Record Priority Matrix
s - ImpactUrgencyPriorityMatrisx ' G

Select{Impact Urgency Priority

1 Assign Recipients

Assign Recipients k

Assign Recipients

Assign Recipients

[ S IV T
[T ES RO

Assign Recipients

Assign Recipients

Assign Recipients

Assign Recipients

Assign Recipients

Assign Recipients

Assign Recipients

Assign Recipients

Assign Recipients

Assign Recipients

Assign Recipients

[y VN R VR S I T R VY T e
R | @R R e ke =

010(0(0]0]0]|0|0(0|0|0

Assign Recipients

Integration Technologies Group (ITG) Page 18
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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, | requested to be notified if any Problem records have a Priority of level 3
or higher. | designed an ad-hoc scan to periodically review the problem records and send an e-
mail notification if records are found which meet my criteria.

PPMS Scan Reﬂuest to Anal*ze Problem Records that are 1-30 da‘s old

Scan Request Name: o, bl Records GT Priority 3

Provide a list of problem records that have a priority
level of 2 or more.
Problem Management ITIL Ques 2 pg 20

Scan request quer
¥ problem Report |

Priority Level: | 7
Problem Status:

Unknown Issue ¥
Scan Status: s iy w | (This scan request will only be executed if Active)
Scan Number of Days Pl'lleCllEl’*D*aD—|
Scan on Date Column: 1) om. CreationDate w | {Select the Date Column upon which to apply the Number of Days query
Scan Frequency TYPe: |, =+ | (Select Hours or Days)
Scan Frequency Value: ;
Mumber of Matches: |
Problem Assigned To User: Vespe, Robert R. L |
Alert Notification Email Address: g ohart, yespe@itgonline.com
Enable Email Notification: .. |

SETECET Select Problem.ProblemlID as [ProblemID], ProblemIncidents.SrvcCallID as )
[SrveCallID],Problem.CreationDate as [CreationDate],Problem.Model as
[Model].Problem.ProblemDescr as [ProblemDescr],Problem.RootCause as
[RootCause].SrvcCall.DateCpened as [DatelncidentOpened].SrvcCall.Description as
L. . . Ev
Comments:|
Email notification received from ITG CENTRE
| ITG-CENTER Scan Request - Problem Records GT Priority 3 Thu 6/28/2007 3:09 PM
Email Message indication that it found matches to my PPMS Scan
- - - %! 4
L*Raiy‘aﬂ.edvtnal|:¢Fward|ﬂ ;f; |§ ﬂ}, X |4~ ¥ ‘ @) Help
From: ITG-CENTER. [unknown] Sent: Thu 6/28/2007 3:09 PM
To: Robert Vespe
Cc
Subject: Scan Request - Problem Records GT Priority 3
Attachments:
Scan process has found 5 potential problem record(s)
Review the PPMS Scan
Scan Request Adhoc Report Problem Status Scan Priority | Scan | Problem Assigned | Creation | Total
Status Level To Date PG
Type
Oz T HP Fuser Replacement  Unknown Issus  |InActive 1 Days |vespe, RobertR.  [9/19/2008 | 3 %
Oe T " ::2;::::"%3“‘2” Known Issus InActive 3 Days 'espe, Robert R, |9/25/2006 2 2152
O 16 Problem Report Unknown Issue InActive 1 Days espe, Robart R, [6/27/2007 1 2133::
) — HP Fuser Replacement  |Unknown Issue  [InActive 4 Days |Vespe, RobertR. |3/6/2007 1 %
Integration Technologies Group (ITG) Page 19
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All PPMS Reports for this PPMS Record

Potential Problem | Date Created Potential Problem Potential Problem Specification Name Review Date Review By User Potential Problem Records
Group ID Specification 1D
B8/28/2007 3:09.07 Del
18 FProblem Recards GT Pricrity 3 . .
193 P | 16 | Problem Records GT Pricrity 3 BB

Identified Problem Records to Review with their Associated Incident Numbers

PPRecordID|PPGrouplD(DateTimeCreated (ProblemID|SrveCalllD|CreationDate Model [ProblemDescr
4141 193 6/28/2007 3:09-07 PM|3 106545 6/19/2007  |MS5200|PRINTER: Customer states the printer does not wi

4142 193 6/28/2007 3:09:08 PM|3 105988 6/19/2007 M3200(PRINTER.: Customer states the printer does not w¢
4143 193 6/28/2007 3:09:08 PM|3 106030 6/19/2007 MI5200(PRINTEER: Customer states the printer does not wq
4144 193 6/28/2007 3:00:08 PM|3 106514 6/19/2007 M3200(FRINTER: Customer states the printer does not w¢
4145 193 6/28/2007 3:09:08 PM|3 1068335 6/19/2007 M3200(PRINTER: Customer states the printer does not wq

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
Integration Technologies Group (ITG) Page 20
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