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APPENDIX B

Issue Resolution Form

Instructions



The Issue Management Process



The purpose of the issue resolution process is to provide a mechanism for organizing, maintaining, and tracking the resolution of issues that cannot be resolved at the “individual” level. The approach consists of issue control mechanisms and a well-defined process that enables the project team to identify, address, and prioritize problems and issues.  

The Issue Resolution Form gives everyone involved with, or affected by, the project a way to report issues or problems.  It provides a template for documenting the problem, assessing the impact of the problem, making recommendations, determining the cost (people and assets), and time required to resolve the problem.

The following Issue Resolution Form shown can be used or a project team can also design its own form.

This process is also iterative in that it will keep occurring until the project is complete.
Phase 1 - Requester Information



Issue Resolution Procedure - To have the process work requires individuals to submit information on the issues to be considered.  Anyone within the project team, user community, stakeholders, or contractors can submit an issue.  

This must be done in writing, either on paper or in automated format.

The Issue Resolution Form is a two-sided form that is divided into major categories.  Side one is completed by the person reporting the problem.  Its major categories include:

Identification block -  Identifies the change request title, which will be used in subsequent communication, the date submitted, and the person and organization submitting the request.

Issue classification and description - 

· Description

· Recommendations

· Impact Statement

· Date Required and Proposed assignee

Each category should be self explanatory, but individuals should be directed to the issue manager for assistance as needed.  Attach any supporting documentation that helps clarify the problem, such as report outputs, user screens being used, steps performed leading to the problem, error messages, etc.  When complete, submit to the Issue Manager.  At that time, a control number will be assigned so that the issue can be tracked to completion.
Phase 2 - Initial Review of the Change Request


All change requests will be reviewed on a regular basis by the project status group at the project status meetings.  This group will typically meet on a weekly or bi-weekly basis.

As part of Phase 2 of the issue resolution process, the group will complete the second part of the form which includes:

· Reviewer information and initial comments

· Estimate of additional effort (CSIA prepared if further evaluation required)

· Recommendation and, if approved, responsible person and planned completion date

· Project Manager signature

Phase 3: Tracking 



All action items will be tracked until they are resolved.  The Issue Manager will report on all open issues at the weekly status meetings.  If the list of issues is too long, only the new issues will be discussed.  At times, it may be advisable to pre-distribute issue information so that the Project Status Group can review the material before the meeting. 

Phase 4: Final Review Results and Change Priority 



When the issue or problem has been resolved and verified, the actual date the problem was resolved and an approval signature complete the issue resolution process, and the issue is closed.

Some issues may need executive management and/or project oversight state organization approval. The appropriate processes will be followed to update contracts and baseline documents.
Control Number_____________________

Project Name:________________________________ 
Date:____________ 

Requester: ___________________________________
Organization:__________________________

Issue Type (check one):

___Request for Information      ___System Problem          
___Procedural Problem       ___Other 

(Specify)________________________________________________________________________________

Description:

Recommendation:

Impact (if not resolved):

Date Resolution Needed: ________________________

Proposed Assignee:_____________________________

Attachments (if any):

Reviewer:__________________________________     Review Completion Date:________________

Reviewer Comments:

Estimate of Additional Effort:

Cost / Schedule Impact Analysis Required?      Yes___       No___


Resource Requirements
____________________
Work Days or Cost
___________



____________________


___________



____________________


___________



____________________ 
 

___________



____________________


___________

Recommendation (check one):

       ___Accept               ___Defer                
___Need Additional Information         ___Reject
Assigned to:___________________________    
Organization:_____________________________

Planned Completion Date:________________________

Comments:
Project Manager Signature:__________________________________  Date: ___________________

Actual Completion Date:______________  Approval Signature:__________________________________
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