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Symptom
Knowledge
Monitors
Logs
Other info
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Apply
Skill

To
Access

Fix

Pass
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Fix Unknown
Causing Technology Unknown

Pass
Ownership
To Causing
Technology
Owner

Try
Again
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“The actual solving of problems is likely to be unde rtaken
by one or more technical support groups and/or supp liers
or support contractors under the coordination of th e
Problem Manager.”
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Worst Case => No coordination, left to bounce betwe en teams

Best Case
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Response => Perform a healthcheck

Result => Everything is OK!
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Root Cause

Symptom Fix

Workaround

Live with it
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Symptom Fix

When to switch:

“We’re just going to try one more thing”

“We made a change and it’s improved a bit”
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Procedural 
Skills

Technical 
Skills

Gap
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Incident Mgmt

Problem Mgmt

CCR Mgmt

Etc.

Desktop Support

Server Support

Network Support

Etc.

RPR



*�*�+ &�	��������5�.�,���������
���������	
��
�����������
���
���

� ��	
��
�
� ����
�����
��
��
��	����������������
� �
�
��������

�����
�	�������

� ���
	�����

� ��
��
���
�

��
���������	��
� !��
� "��!#	
�����
���
�����


		��#�
� ��
����#���������	


$��

��������� 	
���
���
�����
��������
���
������
������ ���  �

�����	����
�� 	�������

�
��	���
����	�	
����
��	
�������
�����

��	�������	������� �

������
�������
������

����	��
��	�������

 
����
���	�������
��	��������
��

!

��"	�
�
��"
����
��	�	����

�����	��
�������
��#������	
��	��
�

�
�����	��	����������	�
�


�
��	
����
��	
�������
�����	��	�
�	

�������	�������� ���

�������	�
�
��
�������	�
�����	��
�

��
����	�
�
�
������	��
��������

$�

%��&	'��
	�
�	�'����
!������	(�
�	��	���������	

�
�	���

)��������	�
�	���

��	��*
����
��	�
�

��
�������	�
�����	��
�

(�
���
��	��
�������	�
�
	

��	�������	��	�
�

!������	(�
�	�'����	�
�	
+ 	���
������

$�

$�
+���	 
���	
�����������

,�� -�����
$�'

+���	 
���
�

$�

,��,��

���.�
��
��
��������

�

,��

$�

��
����
�
������	�
�


+����'	�
�
�
������	��
��������

)�	/�
����	
������
����

,��

$�

$�

� $��
� %���	!��
�������	��
�����
� �
�
����
����� !
�
������
� ����������������	
�����
		
�



*�*���������!�



��������� 	
���
���
�����
��������
���
������
������ ���  �



���)�����
�����������!�

�#
�������

��������0
����

 �!

)�������
����	�	1�
������

 

���	$������

+���������

 

���
�
�
������

��������� 	
���
���
�����
��������
���
������
������ ���  �

%��&
������

 ��
��	2��'�
�����	+�����

2��'�
�����

1
�
�
��

 ������

�
#��
��������

��������0
����

���

RPR as a
sub-process
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Support Staff
Frazzle
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“It’s slow”
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Click on Appointments in the menu bar it 
intermittently takes 10+ seconds to respond
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intermittently takes 10+ seconds to respond

It should take less than 5 seconds
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Not used by Appointments transaction
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Prove that the cause is or is not one of these
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User PC 0.873

WAN 0.085

Web Server
 - Central DB 10.779

Time Contribution (s)

Two database stored procedure calls:

dbo.usp_gr_sel_StaffListWithAppointmentByDate

dbo.usp_gr_sel_AppointmentListByDate
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 - Central DB 10.779
 - Branch DB 2.476
 - Other 0.000
 - Application 0.787

14.042

15.000

Shouldn’t be there
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Lost productivity cost  
  Number of users impacted per incident 20 
  Number of incidents per day 20 
  Time lost 10 mins (0.17 hours) 
  Total hours lost per day 66.67 hours per day 
  Estimated loaded cost of admin staff £10.23 per hour 
  Total cost per day £682.03 
  
IT support recovery cost  
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IT support recovery cost  
  Number of resets per day 20 resets per day 
  Time to reset 5 mins 
  Total workload per day 100 mins (1.67 hours) 
  Estimated loaded cost of IT support staff £39 per hour 
  Total cost per day £65.13 
  
Grand total per day £747.16 
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* Based on switching to RPR after 10 days of investigation
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Better suited to:
historic / forensic analysis,
non-technical issues and
prevention of similar problems

Better suited to
determining the Root Cause of
ongoing & recurring problems
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Questions?


