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Problem Record

Purpose
A problem record serves several important purposes: 
 
1. Documentation: It serves as a formal record to identify and log problems that occur within the organization’s digital products or services. This includes documenting details such as symptoms, potential causes, and impact on services.
2. Investigation and Diagnosis: Problem records provide a centralized repository of information related to the problem. This helps the relevant team(s) analyze the root cause of the issue effectively.
3. Prioritization and Escalation: Problem records enable teams to prioritize their efforts based on severity and impact to business operations. They also provide a means for escalating significant problems to higher levels of management or specialized support teams, if necessary.
4. Resolution and Workaround Management: Problem records track the actions taken to remediate the problem, including any workarounds implemented to minimize the impact on services while a permanent solution is being considered and potentially developed.
5. Knowledge Management: Problem records contribute to the organizational knowledge by capturing lessons learned and best practices for dealing with similar issues in the future. This promotes continual improvement and enables teams to respond more efficiently to recurring problems.
6. Reporting and Analysis: Problem records allow organizations to identify trends, recurring issues, and areas for improvement in their digital products and services.
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