
Incident, Problem, Change and Knowledge Management Process – Knowledge Management as an Integral Component of Effective Service Delivery

K
n

o
w

le
d

g
e

S
y
s
te

m
s

K
n

o
w

le
d

g
e

L
if
e

c
y
c
le

P
ro

b
le

m

M
a

n
a

g
e

m
e

n
t

C
h

a
n

g
e

M
a

n
a

g
e

m
e

n
t

In
c
id

e
n

t

M
a

n
a

g
e

m
e

n
t

Yes

Knowledge

Systems

Update

Knowledge

Create

Knowledge

Validate

Knowledge

Review

Knowledge

New

Knowledge

Needed?

Service Desk

Knowledge

Management

Process

Publish

Knowledge

No

Knowledge

Systems

Knowledge

Systems

Vendor 1

Knowledge

Management

Process

All Other

Knowledge

Management

Processes

Close

Ticket

Yes

Known

Change

No

Yes

Known

Error

No

Yes

Service

Restored

No

Yes

Known

Outage

No

Incident Reported

and Prioritized

(If Major Incident,

Execute

Appropriate 

Procedures)

Diagnose

Problem

Suspected

Problem

Recording

And

Classification

Problem

Investigation

And

Diagnosis

Fix, Workaround

or RFC Tested

And Implemented

Problem

Closure

Proactive

Analysis

And

Review

Problem And

Workaround

Documented in 

Known Error DB

YES

No

Recommend Delay

Pass Sucess

Adverse Impact

Fail

Yes Ok

Fail

Yes

Problem

No

Yes

Route to

Other

Group

No

Yes

Incident

Resolved

No

Yes

Update

KB

No

Publish

Changes

Execute

Change

Review

Change

Request

For

Change Feasable?
Review

Process

Impact

Analysis

Initiate

Change

E
n

d
 P

ro
c
e

s
s

Business or Fiscal Drivers Prohibits Change at This Time, Workaround in Place

WWW.BraunsBlog.Com

Change needed?  Submit RFC

NO

Not a Problem

http://www.BraunsBlog.Com

	KM.vsd
	Incident, Problem, Change and Knowledge Management


