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PMS – Process Description
Issue Management
Definitions
An Issue is:

Any point of contention, technical problem or bug, unexpected event, unassigned responsibility, client concern, a quality shortfall or gap, a potential schedule delay or improvement, a potential cost overrun or under run, a staffing problem, a risk event that has happened, an opportunity to streamline, etc. that might occur during the course of a project.   In short anything that could enhance project progress if followed-up or hamper it if not dealt with.

An Issue is always happening in the present.   It’s a current event, unlike a Risk which is something that might happen in the future or a Change that is a record of something that happened in the past.
An issue can be identified by the client, the steering committee or sponsor, the project manager, any team member or any stakeholder.
An Issue is not:

· An Action item, activity or task

· A risk (something that might happen)

· An opportunity to ‘point fingers’ or ‘brag’

Issue Management is: 

A process to ensure that all issues are identified, documented and dealt with in a timely fashion and with minimum impact to the project. The issue management system is designed to provide a mechanism for tracking and controlling issues. This management system should cover:

· the identification and capture of each issue

· the appointment of an action manager to be responsible for getting each issue resolved by a specified date
· the logging and reporting of all outstanding issues 

Objectives
The objective of the Issue Management Process is to ensure that Managers at all levels understand: 

· what an issue is 

· that issues are to be expected in every project 

· that issue management cannot be avoided or delegated 

· that time will be needed, at short notice, to handle issues
· that having the ability to identify and deal with issues promptly and efficiently is the project managers most powerful tool through the project
Outline of Procedure 

· Identify and log each issue 

· Identify a responsibility and escalation path for each
· Analyze each (preferable using a minimum of 3 alternative possible solutions)

· log analysis completed and actions taken
· Record and inform of the resolution

· Track and manage outstanding issues 

· Keep issues visible at all times
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Issue Management Procedure 

Scope 

Any situation that will have an impact on the project objectives or schedule must be processed by an Issue Management procedure based on the following authorities, responsibilities, process and forms:
Authorities 

	Activity
	Authority

	Raising an issue
	Any project member or stakeholder

	Acknowledging the issue
	Project Manager

	Assigning Action Manager ownership
	Project Manager

	Monitoring/Analyzing the issue
	Action Manager

	Recommending the issue resolution
	Action Manager

	Reviewing and updating the project issue log
	Project Manager/Project Support Office

	Reporting to senior management
	Project Manager


NOTE: For Larger, more complex projects, the detail behind these responsibilities should be documented in the Project Organization, Roles & responsibilities section of the Project Execution Plan (PEP) - . 

To Manage an Individual Issue

	Responsibility
	Action

	Any project member or stakeholder
	The situation is recognized as an issue and described on an issue form/database (in Part A - Issue Description/Details).

	Project Support Office
	The issue is logged on the issue management system and given the next issue number.   Copies of the issue are sent to each sub-project leader for information.

	Project Manager
	The Project Manager assigns the Issue to an Action Manager for resolution.  

	Action Manager
	Planned actions and/or analyses and their Outcomes are logged on the Action Log section of the form (Part B).

	Action Manager
	After ensuring all options have been properly identified and assessed, the Action Manager recommends a solution by updating Part C of the form accordingly

	Project Manager 
	The issue is accepted as resolved and closed. (The Project Steering Committee/Sponsor and/or affected Stakeholder(s) should also approve resolutions with significant cost, schedule or scope implications).

	Project Support Office or Project Manager
	The decisions taken to resolve the issue are communicated to all necessary parties.

	Project Manager
	Project definition and plans are updated (and/or a Change Request raised) to reflect any changes introduced by the resolution of the issue and all contractual obligations are also followed.  


Detailed Responsibilities

Project Manager's responsibility 

	Frequency
	Action 

	At project meetings
	Review all open issues with sub-project leaders and Issue Action Managers. 

	Monthly
	Report to the project sponsor the total impact of all outstanding issues and impact to the overall project plans and schedule. 

	As required
	Ensure all resolutions are implemented (including raising change requests where applicable)


Project Support Office responsibilities 

	Frequency
	Action 

	Continually
	Maintain the file of Issue forms and Action Logs within the Project Control Book.

	Weekly
	Check all open Issues and chase Action managers 

	For project meetings
	Prepare current status of open issues.

	As required
	1. Circulate new issues and action details for information. 

2. Circulate issue log with closed and open issues listed. 


Forms

The Issue Form and Issue Log are shown on the next pages
	
	Issue Form
	ISS#
	

	
	
	ProjID
	

	
	Project:
	


	General Information

	Project Description
	
	Proj Class
	

	Sponsor:
	
	Consultant:
	

	Proj. Mngr:
	
	Contractor:
	

	Prep. by:
	
	Date Prep:
	


	Part A  -  Issue Description/Details

	Issue Title:
	
	Date Raised:
	

	Description of Issue:

	

	Impact if not managed
(include cost, schedule and scope/qual. impacts):
	

	Priority: (L=1, M=3, H=5)
	
	Impact: (L=1, M=3, H=5)
	
	Severity Index: (Pri. x Imp.)
	

	Issue Action Manager
	
	Target Resolution Date
	


	Part B  -  Issue Action Log

	Date
	Action/Analysis Description
	By
	Outcome/Next Steps

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


	Part C  -  Issue Resolution / Recommendation

	Recommendation / Resolution:
	

	Cost Impact:
	
	Schedule Impact:
	

	Scope/Quality Impact:
	


	Approvals

	Name:
	
	Signature:

	Title:
	Project Manager
	

	Date:
	
	

	Name:
	
	Signature:

	Title:
	
	

	Date:
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Project ID:

Review Date:

Please Refer to the respective Issue Entry Form for the Details of any Issue Logged

Project Name:

Project Manager:

Issue #

Date 

Raised 

(dd/mm/yyyy)

Raised By Issue Title

Pri.

L=1

M=3

H=5

Imp.

L=1

M=3

H=5

Sev.  

(auto 

calc)



Assigned 

Issue Owner

Status/Next Steps/Recomendation

Status 

Date 

(dd/mm/yyyy)

Date 

Resolved 

(dd/mm/yyyy)

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0

0



Issue Form



_1266576034.vsd
�

<Process Name>�

<Function>�

�

Project Manager�

Issue Management Process�

Project Admin
(or PM for smaller projects)�

Issue Action  Manager�

Issue Identifier�

Identify Issue,   raise Issue Form (Part A)


Acknowledge Issue, (approve Part A) and assign ownership


Analyze Issue Document & Review all options (Part B)


Log Issue


Make Recommendation to best resolve issue (Part C)


Monitor Issue Resolution Progress, Update Issue Log


Approve (and/or obtain other approvals as appropriate)


Update Log,   Notify “Issue Identifier” and other parties as appropriate


Prepare/Issue Issue Update Reports (part of Status Report)



Issue Log



										ISSUES LOG								Project ID:

																		Review Date:



										Please Refer to the respective Issue Entry Form for the Details of any Issue Logged



								Project Name:

								Project Manager:



		Issue #		Date Raised (dd/mm/yyyy)		Raised By		Issue Title		Pri.
L=1
M=3
H=5		Imp.
L=1
M=3
H=5		Sev.  (auto calc)
		Assigned Issue Owner		Status/Next Steps/Recomendation		Status Date (dd/mm/yyyy)		Date Resolved (dd/mm/yyyy)

														0

														0

														0

														0

														0

														0

														0

														0

														0

														0

														0

														0

														0

														0

														0

														0

														0

														0

														0

														0
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