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l. DOCUMENT CONTROL AND APPROVALS

This document is authored, managed and governed by UCF IT Strategy and Planning. Final
published versions have been approved by the UCF IT AVP & COO and ITSM
Governance Committee members. No other parties have the authority to modify or
distribute a modid copy of this document. For any questions related to the content of this
document, please contact the UCH@rformance and Service Managenuagypartment

Il. OBJECTIVES

This document is intended to define and describe a consistent procesafmmgand
managing groblemrecordwithin thelT service management (ITSMpplication
(ServiceNow). This document will also walkthrough thet cause analysis (RCA)
approval workflow as part of th@oblemrecord procedure. The sections belgtarting
on pagefour) identify all steps required

I DEFINITIONS

Problem Management: Process that investigates the causaoidens and, wherever
possible, implements a permanent solution to prevent recurrence. Until a permanent
resolution is appliedhe processvill attempt to provide a workaround to enable the
service to be restored and iheiden{(s)to be resolved

Problem: A cause bone or morencidens. The cause isot usually known at the time a
problemrecord is cre&d, and th&roblemManagement qmcess is respaible for
further investigation

ReactiveProblem Management: Resolving poblems in response to one or maative
(openedjncidens

Proactive Problem Management: Identifying problems based on periodic scheduled
reviews and an analysis dbsedincidentpatterns

Retro Problem Record: If for any reason an Emergency change is implemented without
a related ServiceNow incident record, then the accountable UCF IT departi@&iitlis
REQUIREDto create groblemrecordafter IT services are resed.The retroproblem
record will ensure a root cause analysis is completed for historical reference,
management review and comnication (that may be required)

Incident Management: The process responsible for managing the lifecycle of all
incidents. Bsures that normal service operation is restored as quickly as possible (often
by means of a temporary workaround)

Incident: Implies something is broken or functioning in a degraded mahgriry from
a user tdix something that is broken, not working or needs repair. Rismwn as a
break/fix issue
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Workaround : A workaround is a temporary solution to restore service to normal
operation while the underlying issue is being investigated. The workaround does not
resolve the problem, it resolves the incident

Known Error : The root cause of thegblem is established and the affected
configuration item (CI) is identifiedA temporary workaround/permanent fix may or may
not exist

Root Cause AnalysisRCA): The activity thatdentifies the root cause of agblem

Problem Report: An executive ssimmaryreport often used when departmentde or
outsideof UCF IT arerequesting aummary reportontaining the details of the problem

Request for Change (RFC)A request for change issabmitted request within the
ITSM application (ServiceNow)of a proposed change to be made to fixatudlem

UCF IT (as of March 2019):College of Arts and Humanities, College of Business
Administration, College of Community Innovation and Education, College of Health
Professions and Scien¢c€vllege of Sciences, Computer Services and
Telecommunications, Student Development and Enrolii8ervices, Digital Learning,
College of Undergraduate Studies, Office of Instructional Resources, UCF Connect,
University Libraries, Human Resources, UCF Foundation, Student Health Services

Information Technology Infrastructure Library (ITIL): A set of lest practice
publications for IT service management. Owned by the Cabinet Office (part of HM
Government), ITIL gives guidance on the provision of quality IT services and the
processes, functions and other capabilities needed to support them

UCF IT Departments: Sub departments within Enterprise Application Development,
Enterprise Systems & Operations, Information Security Office, Program Management
and Planning, Technology Sales, Service & Support and Telecommunications

Deferred Problem: The problem recordvasclosed without root cause and workaround
determination (e.g., costs are too high to diagnodeeva remove is too low, etc.)

IT Service Management (ITSM) application: This is the application (ServiceNow)
used by UCF IT to recordcidens, problens, requests and changes

Problem States:
1 Openi ProblemrecordcreatedWorkaroundmay or may not be identified
1 Known Errori Root cause determined apbblem recordaised as &nown
error
1 Pending Changé When the relatednange recorgNormal or Emergencyis
created off of thgproblem recordo permanently fix the underlying issue
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1 Change SuccessfulThe related change record to the problem record was
implemented successfully

1 Closedi The related change record was implemented succesaihlythe
relatedincident are in aesolved closed oin acanceledstate

o Or, theproblemwas deferred

1 Canceled At any point, theProblemOwner can cancel th@roblem record
(Reference Appendix E. on how to cancel a problem recon@)problem record
cannot be canceled if thipgoblemis alreadyin aclosed state

OneSearch Provideshe UCF IT Service Desk andcidentassignees insight into
relevantknowledgearticles,openproblens, openincidens, recommended services from
the servicecatalog,changes implemented within thastsevendays andchangeghat are
currently in progress

OneSearclexamplamage that resides on the New Call and Incident Forms

Knowledge Art -:Ieso Open Pr-al:lemeo Open Incidents o Service Catalog 0 Changes Last 7 Da'_\'so Changes in progress o

Problem Manageri UCF IT department manager accountable for the problem record

resolution assignedto theirdep t ment ( Ser vi creu) e Rrdbeesmi g n me n
Manager will be required to review and approve the completed root cause analysis within

the problenrecord before the problem record can be closed

Problem Owner i The UCF IT resource responsible for creating a problem record
within the ITSM application (ServiceNow) after determining an incident or trend of
incidents requires a problem record

V. SCOPE OFPROBLEM RECORD PROCEDURE DOCUMENT

This procedure documentasly intended ér ServiceNow users that have an ITdle
(also known aa ServiceNowulfiller license). The below sections only represent the
user interface per the ITIL role.

V. STEPS TO RECORDPROBLEM RECORD i REACTIVE W/ WORKAROUND

This example will walk d&roblemOwner through the lifecycle of@oblem recordising
thereactiveProblemManagemenproceswith aworkarounddentified

In this scenario, twacidens havebeen triaged from the UCF IT Service Desk over to
the Service Management Solutions Tetona ServiceNow ODBC issue

With the trend ofncidens, theincidentassigne determines there is an underlying issue
that needs further investigation. Tineidentassignee creategpeaoblem recordrom one
of thetwo active (openedincidentrecordsto start thdProblem Managememprocess
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1. From the incident recordight dick on the greyincidentheadebarand select Create
Problem

~
n

Incident
INCOOTEZET

& S, =

Follow |~ | Update | Cancelincident | Print Label

3~ Hormal

03/23/2018 03:59:29 PM

Department AA-INFO TECHNOLOGIES & RES

Configuration item serviceNow ODBC Drive Lo @ @

A problem recorawill be created off théncidentrecord. TheConfiguration fem
(CI), Shortdescrption, Description, Assignment@up and Assigned tieelds from
theincidentrecord will be carried ovep thenewly creategbroblem record

The Short description and Dmotion fields should be modified to summarize the
problem (Short descriptior one senteng& (Description- high-level overview.

NOTE: TheProblem Owne(Assigned tdield) of theproblemmay be differenfrom
theincidentassignee(s) and can bgusied accordingly.
e

e Follow - | Update | ProblemReport | RequestAppr

2. After theproblem records created, relate all other applicabieidens to the

problem recordReference Appendix A. Sections i. or ii. for instruction on how to
relateinciden(s) toproblens records.



+
gh University of

Central
Florida

University of Central Floride

Information Technology (UCF IT

NOTE: After relating thanciden(s), hestat€s) on thanciden(s) automatically
change to Awaiting’roblem Per the UCF ITncidentManagement Policyidcated at
http://it.ucf.edu/policiesand standards/iservicemanagemen)/ if the underlying

issueisogi de of

UCF

I T 6 s incidemdtat€s) shoutdbe f i x ,

changed to Awaiting Venddrom Awaiting Problemto stop thencidentSLA clock.

Incidents (2) | Approvers | Change Requests

tncigets [[EY  Search | rorte

Problem = PRBO04012:

& Q| m

o} = Number User = short description

7)  INC0OT6388 Scott Baron

ServiceNow ODBC Driver Issue

7)  INCOOT638T Scott Baron

selectedrows.. ¥

\

= category = priority

Software 3- Normal

ServiceNow ODBC Driver Issue Reported  Software 3- Normal

\E state

Awaiting Problem

<< « 1 tw2ofz » PP

= Assigned to = Resolved = Closed = Change Request

Chris Martineau (empty) (empty)

Chris Martineau (empty) (empty)

44 < 1 tw20f2 > P

t

The Problem Owner caselectthdd Pr ob | ety A@@ai t émty Vendor O
which will changeALL related incider(s) to the Awaiting Vendor state

Known Error

Number
Configuration item
Change request
Known error

Workaround

i

I Problem Currently Awaiting Vendor

2l

3. The next step of theroblem Managemepirocesss to identify aworkaround(if one
exists) to restore services to the custds)evhile theroot cause of thproblemis

being investigated.

This sceario will coveridentifyingaworkaround

SectionVI. of this procedure documeaotvers the scenario afProblem Owner
being unable to identify workaroundusing reactive Problem Management

a. Workaround | dentified

TheProblem Owners responsible to document thwrkaroundn the
problem recordThis will provide the information necessaryésolve the
existinginciden(s) related to thgroblem recordvithout relying on a change
to besuccessfullymplemented in order to resolvestincidents).

Within the Workaroundectionfab(1.), document the details of the
workaround within the Workaround Details figel) andclick the Save

6
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button After the poblem has been saved with a workaround specitied,
Workaround checkbofB.) on the poblem record will automatically be
checked.

To communicate the workaround to all of the related incidents, select the
Communicate Workaround linl4.) within the Related Links section.

It is best practice to communicate the workaround wherohthe incident
assignee(s) are different from the Problem Owner

» || Related Links

Following the Communicaté&/orkaroundink being selected, thiacident
assignee(s) will be notified via a ServiceNow email notification that a
workarounds now available for use to resolve theiden(s). Theincident
records) arealsoupdated withirthe Work Notes statinthe workaround
details

5B Scott Baron

PREDD40129 workaround details:

This is the Workaround to resolve the ODBC driver issue.

NOTE: Theworkarounddentified will also be available to the UCF IT
Service Deslknembers (agent$d be able to resolve any relaiedident that
maybe reported féer the factThe UCF IT Service Deslagents are
responsible to relate thecidents) to theproblem recorgven though they
are able to resolve thiecidents) with the providedworkaround

Since thanciden(s) have avorkarounddentified, theincidens are able to
proceed to beesolvedwithouta change needing to be implemented and the
problem recordeing closed.
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Per the UCF ITncidentManagement Policflocated at
http://it.ucf.edu/policiesand standards/iservicemanagemeny/ the
incidentassigneenust gettonfirmation from the customdéhnattheir issue
is resolved before moving amcidentto resolved

NOTE: Theworkarounddoes not resolvthe problem it resolves the
inciden(s). For theproblem recordo beclosed a root causes required to be

determned and a corresponding change to be implemented succegsfully
preventincidentrecurrence

4. After theworkarounds identified, he next steffor the Problem Owneis to
determine the root cause of fi@blem

Within the Root Cause Analys{RCA) sectiontabof the problem recotdill out all
required fields that have an asterisk in.r&dareferencethesectiontitles are
highlightedblue and defined belaw

Summary: Provide the smmary of theproblem

Chronology of Events Providethetimeline of theproblem

Scope of Impact Provide summary of impact/affected systems and users
Communications: Optional field.Provide how theproblemwas communicated
Root Cause AnalysisProvide the root cause of tpeoblem

Lessons Learned Optionalfield. Provide the lessons learned

Corrective Action Plan: Provide both shoiterm and longerm action items

5. After completing the RA sectionfab in its entirety, select Request Approwasend
the RCA to théProblemManager $erviceNowiAssignment gpupo Manager) for
approval. The UCF I'Problem Managemeiftolicy requires th€roblem Managetio
approve the RCA before tlpgoblem recoradtan be raised askaown error Email
notifications will be sent to theroblem ManageandProblem Ownefor RCA
requests, rejections and approvals.

8
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Problem

3 = PREO0040129

Root Cause Analysis

Lessons Learned

Corrective Action Plan

Update | | Problem Repof] | = Requestapproval | |[show Workflow | | Delete

# NS -

Follow | v | | Update onh\emRepcl Request Approval Isnowv./ovkﬂow Delete

Incidents§2) | Approvers (1) hange Requests

= | Approvers Goto  State

Y Approval for = PRB0040129

& O

= State
‘i\/ Requested

Actions onselected rows... ¥

= Approver

Scott Baron

The Approvers section/tdbcated on the problem recondll indicate there is an
Approval RequestedheApproval field in the top section of tipeoblem recoraill
also indicate the Approval has been RequéRBkgdcted

¢ | = Froblem
= PRE0040129
Number

PRB0040129

Configuration item ServiceNow ODBC Driver

Change request
Known error

Workaround v

f N =\

Follow | - | | Update | | ProblemReport | | RequestApproval | | Show Workflow
Opened 03/23/201804:29:59 PM
Q 2 0@ Opened by Scott Baron oQl|le|d
@ I Approval Requested I
State Open
Assignment group Service Management Solutions Team Q
Assignedto Chris Martineau Q

Delete

After theProblem Managereviews and approves the RCA, fireblem recoravill
be raised as known error The Stateof theproblemwill change toKnown Error and
the Knownerror checkbox1.) will be selected

(| = Problem
= PRE0D40129
Number

PRE0040129

Configuration item ServiceNow ODBC Driver

Change request

1 Knownerror (v

Workaround v

Problem Description | Notes = Root Cause Analysis = Workaround | Closure Information

Short description ServiceNow ODBC Driver Issue Reported

Description

Update | | Create Normal Change | | Create Emergency Change | | Problem Report

Show Workflow

& " = oo Follow |~ || Update || G Change | | © y Change bl Show Workflow
Opened 03/23/2018 04:29:59 PM
Qo = Openad by Scott Baron alle| o
Approval Approved
I State Known Error I
Assignment group ‘Service Management Solutions Team olle|®
Assigned to Chris Martineau alle | ®

Driver eror stating unable to connect. Multiple users impacted. College of Excellence s unable to perform month end tasks.

Delete

Delete

¥

9
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NOTE: If the Problem Manager rejects the RCA, the Problem Owner should make
the necessary updates per the Probl em
for approval by selecting Request Approval again.

The known error raised will allow the UCF IT ServicedRagentdo be able
communicate problem status and the known error to any customer that contacts
the UCF IT Service Desk with the same related issue.

Next, to fix the underlying issy@changes justified to be implementad this
scenario

Noticetheproblem recordhow hadour buttons that appeared after the RCA was
approved by th€roblem Managef\/encior ChangeStandard Chang€&reate Normal
Change and Create Emerger@yange. For this scenarj@ Normal bange is to be
submitted.

NOTE: If a Vendor orStandard Change is applicable to prevent the incident from
recurring, then skip to step #9.

Click ACreate Non mal Changeo

v
=

Update Vendor Change Standard Change Create Normal Change Create Emergency Change Problem Re

In its entirety, 6llow the UCF ITChange ManagemenChange Record Procedure
document to submit thelatedchange ecord.
a. http://it.ucf.edu/policiesandstandards/iservicemanagement/

Current ITIL Processes:

Incident/Request Management - This process is designed to manage and assist in restoring or providing service to
customers as quickly as possible. The ability to prioritize incidents (something broken, not working or needs repair)
according to business impact and urgency allows staff to focus efforts where it matters most.

UCF IT Incident Management Policy and Procedure
Problem Management - Process for managing problem investigations from detection to eradication. Problem
Management processes remove defects from the IT infrastructure, eliminate recurring incidents, and stabilize the
environment. These processes are currently under development and will be posted soon.
Change Management - Process responsible for controlling the lifecycle of all changes, enabling beneficial changes to
be made with minimal disruption to IT services. This includes process management and planning capabilities that help
increase the speed and consistency in the way changes are implemented while minimizing risk and errors.
UCF IT Change Management Policy and Procedure.
UCF IT Change Man

—

UCF IT ECAB Operating Pracedures

ment Change Record Procedure I

Knowledge Management - Process responsible for sharing perspectives, ideas, experience and information, and for
ensuring that these are available in the right place and at the right time. The Knowledge Management process enables
informed decisions, and improves efficiency by reducing the need to rediscover knowledge.

UCF IT Knowledge Management Policy and Procedure

10
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Theproblem record will be updated with thieange record relationshgnd the
problem record Stateill change to Pending Change

4 = Eiy @ V- = oo Follow |+ | Update | CreateNormalChange | | Create Emergency Change | | Problem Report | | ShowWorkflow | | Delete
Number | PRE0040120 pened 03/23/201804:29:50 PM
Configuration item ServiceNow ODEC Driver ollallele Opened by Scott Baron Qe | ®
— Approval Approved
I Change request CHGD030910 o0 I I State Pending Change I
Known error |/ Assignment group Service Management Solutions Team Q| e o
Worlaround [ Assignedto | Chris Martineau alle|o
Problem Description | Notes | RootCause Analysis | Workaround | Closure Information
Short description ServiceNow ODBC Driver Issue Reported
Description | Driver error stating unable to connect. Multiple users impacted. College of Excellence s unable to perform month end tasks.
Update | | Create Normal Change | | Create Emergency Change | | Problem Report | | Show Workflow | | Delete
Related Links
Communicate Workaround
Show Workdl
Incidents (2) | Approvers
= | ChangeRequests Search fortext v 44 <« 1 tolofl P PP [
S Parent=PRE0040129
& Q = Number = Short description =Type = Close code =state = Planned start date = Planned end date = Assigned to
G: CHGO0030910 ServiceNow ODBC Driver Issue Reported Normal Authorize 03/27/2018 09:30:20 AM 03/28/2018 09:33:50 AM Chris Martineau
Actions on selected rows... ¥ 44 4« L tolofl B PP

8. In this scenario, there wasnmrkarounddentified, therefore thproblem records
NOT dependent on the relatettidens to beresolvedafter the banges
implementedNOTE: there are no change records relatethe incidentsfter the
change was creatpdrorthis particular exampleheincidens wereresolvedwell
before the relatedhange was i mentachen theProblem Ownecommunicated
theworkaroundo theincidentrecords

Incidents (2) | Approvers{l) = Change Requests (1)

= \r\mdenbE Search | for text v PP

to20f2 B PP [

' Problem=pr

& Q = User = short description = category = priority =state = pssignment group = Assigned to = Resolved = Closed = Change Request
Ci\/ INC0076388 Scott Baron  ServiceNow ODBC Driver Issue Software 3-Normal Resolved Service Management Solutions Team Chris Martineau 03/27/2018 10:20:41 AM (empty)
() INCOOTG3ST  ScottBaron ServiceNow ODBC DiiverlssueReported  Software 3-Nomal | Resobed || Service Management SolutionsTeam ~ ChrisMartineau  03/27/2018 1020:45AM  (empty)

NOTE: TheProblemOwnercannot closa problem recordintil all relatedncidens
are in aresolvedclosedstateAND the change records closed with one of the three
Close codes.
1 Successful
1 Successful with issues
f Unsuccessful ( wi t hWwas thiechande euedsfollp x s el ect
implemented outside of the planned change windoyv?

11
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9. After the thange record islosed with theapplicableClose ode(Suaessful,
Successful with issues Unsuccessful with the checkbox seledieVa s t hi s chan
successfully implemented outsidetoh e pl anned ¢diange window?
VendorStandard Change was implemented/selettedproblem record state will
change tdgiChange Successful

If a Vendor or Standard Changewas implemented aVendor or Standard
Change section/tab will appear on the problem record thaits required to be
filled out before the problem record can be closed.

Update | | Problem Report | ShowWorkflow | | CloseProblem  Delete

Due to thefactthere are no incidents that have to be confirmed res¢bezhuse of
the workaround)theProblem Owner can move forward to close the problem record

since the change was implemented successfully and the underlying issue was
removedwith the change

10.TheProblem Owners to close out thproblem recordby navigating to the Closure

Information ®ction/tabselect the Close Code of Closell,dut the Close notes and
select the CIosePro&lembutton.

12
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11.0nce thestater e f | ect s [ Cl ®PodedhdManademeproddsSis | T
completefor the reactive Problem Management prosesaworkaround

<

bl # 5 oo | Folow |+ Updite | ProblemReport || ShowMorkfo || Delet

Number PRE0040129 Opened 03/23/2018 04.29:59 PM

nitem ServiceNow ODBC Driver L& 0@ Opened by

VI. STEPS TO RECORD PROBLEM RECORD1 REACTIVE W/OUT
WORKAROUND

This example will walk &roblem Ownethrough the lifecyclef aproblem recordising
the eactiveProblem Managememptocesawithout the Problem Ownebeing able to
identify a workaround.

In this scenario, twancidens have been triaged from the UCF IT Service Desk over to
the Service Management Solutions Team for a ServiceNow ODBC issue.

With the trend ofncidens, theincidentassignee determines there is an underlyinggiss
that needs further investigation. Tineidentassignee creategpaoblem recordrom one
of thetwo incidentrecords to start theroblem Managemeiptrocess.

1. From the incident record, righlick on the greyincidentheader bar and select Create
Problem

& W

]
i

A problem recoravill be created off thencidentrecord. The Configuration item
(CI), Short descption, Description, Assignmentaup and Assigned to fields from
theincidentrecord will be carried over to the newly creapedblem record

The Short description and Description fields should be modified to summarize the
problem (Short description ~ one sentence) & (Descriptibigh-level overview).

13
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NOTE: TheProblem Owne(Assigned to field) of theroblemmay be different from
theincidentassignee(s) and can be adjusted accordingly.

2. After theproblem records created, relate all other applicableidens to the
problem recordReference Appendix A. Sections i. or ii. for instruction on how to
relateincidents) toproblens records.

NOTE: After relating thanciden(s), thestat€s) on thanciden(s) automatically

change to Awaiting’roblem Per the UCF ITncidentManagement Policy (located at
http://it.ucf.edu/policiesand standards/iservicemanagemen)/ if the underlying

i ssue Is outside of UKentstdi®d should berclhanged t o f
to Awaiting Vendor from AwaitingProblemto stop thencidentSLA clock.

= << < 1202 > B> B
=
v
B O =nNumber = User = Short description = category = Priority Ssute A = Assignment group = Assigned to = Resolved = Closed = Change Request
() INCOOTGIE  ScoftBaron  ServiceNow ODBC Driverssue Software 3- Normal Awaiting Problem | sen SolutionsTeam  ChrisMartineay ~ (empty) (empty)
@ Incoorest ScottBaron  ServiceNow ODBC Driver Issue Reported  Software 3-Normal g rvi Solutions Team  Chris Martineau (empty) (empty)
<< « 1| to20f2 B PP

The Problem Owner can sel ect the AProbl en
which will changeALL related incident(s) to the Awaiting Vendor state.

v Known Error

Number

Configuration item

o

Change request
Known error e

Workaround -\/

I Problem Currently Awaiting Vendor R I

14
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3. The next step of theroblem Managemeptrocess is to identify workaround(if one
exists) to restoreervices to the customer(s) while the root cause giribldemis
being investigated.

In this scenario, thBroblem Owneis unable to identify avorkaround

4. With no workaround identified, theroblem Owneis to determine the root cause of
theproblemnext.

Within the Root Cause Analysis (RC#égctiontabof the problem recordill out all
required fields that have an asterisk in.r&dareferencethe section titles are
highlightedblue and defined belaw

Summary: Provide the sonmary of theproblem

Chronology of Events Providethetimeline of theproblem

Scope of Impact Provide summary of impact/affected systems and users
Communications: Optional field.Provide how thgproblemwas communicated
Root Cause AnalysisProvide the root cause of tpeoblem

Lessons Learned Optional field.Provide the lessons learned

Corrective Action Plan: Provide both shoiterm and longerm action items

5. After completing the RCAectionfab in its entirety, select Request Approvasémd
the RCA to thd’roblem ManagefServiceNowfiAssignment GroupManager) for
approval. The UCF I'Problem Managemeiftolicy requires th®roblem Manageio
approve the RCA before tipeoblem recoratan be raised askamown error Email
notifications will be sent to theroblem ManageandProblem Ownefor RCA
requests, rejections and approvals.

15
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{ = :%%5%129 & N = oo Follow |~ | | Update pmmemnepol Request Approval Isnnwv.mmﬂow Delete

Root Cause Analysis
Lessons Learned

Corrective Action Plan

Update | | Problem Repof] | = Requestapproval | |[show Workflow | | Delete

The Approvers section/tdbcated on the problem recondll indicate there is an
Approval Requested. The Approval field in tlog section of th@roblem recoraill
also indicate the Approval hﬁs\been Requested/Rejected.

Incidents§2) | Approvers (1) hange Requests
= | Approvers Goto Staie v
Y’ Approval for= PRE0040129
] Q, = State = Approver
£y
G) Requested Scott Baron
\L
Actions onselected rows... ¥
T Follw | ~ | | Update | | Problem Report | | RequestApproval | | ShowwWorkflow | | Delete
Number PRB0040129 Opened 03/23/201804:29:59 PM
Configuration item ServiceNow ODBC Driver a a2 0 = Opened by Scott Baron Q @
I Approval Requested I
ch quest State Open
Assignment group olle
Assigned to al|le

After theProblem Managereviews and approves the RCA, fireblem recoravill

be raised as known error Thestateof theproblemwill change toKnown Error and
the Known error checkbof..) will be selected.

NOTE: If the Problem Manager rejects the RCA, the Problem Owner should make

the necessary updates per the Probl em Man
for approval by selecting Request Appabagain.

Theknown errorraised will allow the UCF IT Service Desligentgo be able

communicateroblemstatus and thknown errorto any customer that contacts
the Service Desk with the same related issue.
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< = e e e W= Foll Update | | € Change | | © y Change ShowWorkflow | | Delete Jb
Number | PRE0040129 Opened | 03/23/201804:29:59 PM
Configuration item ServiceNow ODBC Driver Q&0 | @ Opened by Scott Baron olle|®
® Approval Approved
Changerequest I state Known Error I
Assignmentgroup | Sen o @
Workaround " o olle

Problem Description | Notes | Root Cause Analysis | Workaround | Closure Information

short description ServiceNow ODBC Driver Issue Reported

Description Driver error stating unable to connect. Multiple users impacted. College of Excellence s unable to perform month end tasks,

Update | | Create Normal Change | | Create Emergency Change | | ProblemReport | | Show Workflow | | Delete

6. Next, to fix the underlying issue, a change is justified to be implementbis
scenario

Notice the problem record now has four buttons that appeared after the RCA was
approved byhe Problem Manager: Vendor Chan§e&andard Change, Create Normal
Change and Create Emergency Change. For this scenario, a Normal change is to be
submitted.

NOTE: If a Vendor or Standard Change is applicable to prevent the incident from
recurring, thenldp to step #8.

Click ACreate Non mal Changeo

v
=

Update Vendor Change Standard Change Create Normal Change Create Emergency Change Problem Re

7. Inits entirety, follow the UCF IT Change Manageme@hange Record Procedure
document to submit the relatedange record.
a. http://it.ucf.edu/policiesandstandards/iservicemanagement/
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