Problem Manaement
|

problem [‘problom] n - the unknown underlying cause of one or more incidents
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Problems will arise that require investigation. Whether it is a serious incident, an accumulation
of similar incidents or just a worrying trend, Problem Management is not just about solving
today’s problems - it is about avoiding tomorrow’s.

The goal of Problem Management is to minimize the negative impact of Incidents and
Problems on the business that arise within the IT infrastructure, and to prevent these issues
happening again.

The Problem Management process has both reactive and proactive aspects. The reactive
aspect is concerned with solving Problems in a timely manner to minimize any negative
impact on the business. Proactive Problem Management is concerned with identifying and
solving Problems before Incidents can even occur.

Be proactive - identify, adapt and improve - and use 255y5t Problem Management to make
your IT infrastructure better than it has ever been.

assystis a Help Desk & IT Service Management solution supporting all ITIL
disciplines in a single integrated and out-of-the-box product. Placed at
the hub of your IT operations, 2555t brings an unprecedented level of
consolidation and cohesiveness to your IT Service Management.

¢) Dynamic User Interface
A user-friendly and configurable interface, available in a number of deployment options
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() Management Information
Advanced reporting capability offered through a combination of out-of-the-box reports and
ad-hoc reporting

Seamless Process Flow
Automatic link with associations to Incidents, Problems, Known Errors, Tasks and Changes

Enabling security and privacy
Ability to segregate and target defined user groups
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Problem Logging

Intuitive Problem logging
screen with automatic
association to related Incidents

Trend Identification and Root Cause
Analysis

Trend analysis is key to the management of
Problems. assyst offers the ability to analyze
real-time information to detect the underlying
root cause or recurring patterns

Visual Problem Monitor

An at-a-glance graphical summary
of Problems based on your personal
selection criteria. This interacts with
the Incident and Change Monitor for

a fully integrated overview WHY a Ssyst _
for
' Problem
o Management? Full Action Capability

Multiple actions can be logged
against Problems, with a full audit
trail detailing who has taken which
actions and when
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Intelligent Assignments
Automatic assignment of
appropriate and available
resources required to resolve
Problems

Automatic Notification
Individuals or groups can receive
e-mail alerts related to Problems,
such as new tasks allocated or

Service Level status changes

| For more information ) [Visit WWWiaXIGSSVs

|
L
i

.com




oo "0 .I ‘il -lol- _ 1tion

for Problem Management will offer you the following benefits;

A pro-active approach to Problem Management by identifying Problems and Know
Errors before Incidents occur ;
A reactive approach to Problem Management by solving Problems which consolid
repetitive or recurring Incident instances

Leverage past experiences to improve organizational learning

Reduced costs due to lower Incident volumes and higher first time fix rate
Increased confidence in IT Systems and Service Management

Increased customer satisfaction
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adaptors which enable assyst to interface to any external application.

For example, Incidents received from network and systems management applications and captured by assyst will be automatically available
for investigation and trend analysis. By closing the gap between technical and business management of networked IT systems, Problem
Management with assyst brings a powerful improvement mechanism for your IT infrastructure.

Typical Problem Management Lifecycle

Incident Identification Root cause Problem Known Request for
and logging analysis diagnosis error change

and ITIL® (IT Infrastructure Library)

ITIL has developed into the most powerful and widely accepted set of guidelines for achieving Best Practice in IT Service
Management. Comprised of a framework of successful approaches for achieving business success, ITIL helps organizations
improve service delivery and reduce the cost of IT operations.

Axios Systems was the Help Desk & IT Service Management software vendor to

adopt the ITIL framework, and have pioneered as the original ITIL solution.
for more information visit www.axiossystems.com or e-mail assyst@axiossystems.com SYSTEMS
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