Problem Management

Objective @

The purpose of the problem management practice is to reduce the likelihood and impact of incidents by identifying actual and potential causes of
incidents and managing workarounds and known errors (with sometimes a removal)

Scope &

It covers the entire problem lifecycle—from qualification to resolution and closure—ensuring continuous service improvement and engaging all
relevant stakeholders, including users, suppliers, IT, and GBS.
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Main activities

Problem Problem control Error control
identification (perform root (when
cause analysis) needed)

Main roles & responsibilities :

HELP DESK DELIVERY MANAGERS

Identifies recurring incidents and Coordinate resolution

escalates them implementation
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SERVICE OWNERS TECHNICAL EXPERTS

Responsible for long-term & Conduct RCA and develop
resolution & l : solutions

EXCELLENCE LEAD TEAM

Ensures process effectivenass &
improvement



Useful contacts
P Excellence Lead: Matthias Sielaff

2P Problem Process Leader: To be completed by the new team

Need more info @

=) Click here for documentation

=) Click here for useful cards


https://wiki.syensqo.com/display/FO/Documentation+PM
https://wiki.syensqo.com/display/FO/Useful+Cards+PM
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