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: 04 

: 01 
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The purpose of this procedure is to define the management of IT problems within the service 
delivery environment to minimize the impact of problems affecting the availability and services of 
the service delivery environment whilst minimizing the expenditure of resources and maintaining 
the highest level of customer satisfaction. 

2.0 SCOPE 

This procedure covers the management of!T problems within the Information Technology Division 
environment. 

3.0 ACCOUNTABILITY 

3.1 Quality Assurance & Customer Care (QACC), Information Technology Division. 

4.0 ABBREVIATION (If any) 

4.1 Problem 

4.2 Problem Manager 

4.3 Technical Expert/ Technical 
Support 

5.0 REFERENCE 

The underlying cause of one or more incidents. 
The cause is not usually known when the problem 
record is created. The problem management 
process is responsible for further investigation 
and determining the root cause, which is 
documented and may be used by change 
management and incident management. 

Represent the authority to manage the receipt of 
IT problems, the classification, investigation, 
revision and closing of IT problems 

Assistant Information Technology Officer 

5.1 IIUM !CT Policy 

5.2 !CT regulations 

5.3 Information Management Policy 

5.4 IIUM !CT security procedure 

5.5 IT Infrastructure Library(ITIL) 

5.6 Control of Business IT(COBIT) 
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