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Introduction

This study focuses on the ICT aspect of Complaint Management System as there is a
growing utilization of ICT in every process. The utilization of ICT in the education
sector is not only important to enhance the teaching and learning experience of
members of the education institute, but also to increase productivity, efficiency and
effectiveness of employees within any organization. This study is a case study on a
higher education institute in Brunei Darussalam and builds on the knowledge of its
ICT Complaint Management System. The purpose of this case study is to gain deeper
understanding into the process on how complaints are received, handled and
resolved in terms of ICT and equipment maintenance. The research objectives of this
case study development are to investigate the internal processes and problems faced
by the department that handles ICT related complaints, identify and assess its key
problems and suggest recommendations that could improve its efficiency or
effectiveness in handling and resolving complaints. The study managed to diagnose
several issues in line with the findings namely in terms of decision-making
processes, means of communication, and staffing. The study provided several
recommendations to address such issues such as designing a systematic decision-
making procedure, an assignment of responsibility matrix as well as the installation
of an IT Infrastructure Library.

The issue stems from an increase in complaints
surfaced in light of ICT maintenance and

This case study development report focuses on the
ICT aspect of Complaint Management System as
there is a growing utilization of ICT in every process.
The utilization of ICT in the education sector is not
only important to enhance the teaching and learning
experience of members of the university, but also to
increase productivity, efficiency and effectiveness of
employees in an organization. This case study takes
place at a higher education institute in Brunei
Darussalam and builds on the knowledge of its ICT
Complaint Management System.

management within the university. The increase in
complaints also affected daily teaching lessons which
disrupted the learning process for students, in which
students complained of a lack of wifi access,
inoperability of projectors among other issues
associated with ICT. Further to this, issues relating to
the ICT maintenance, students complained of
inaction of a slow response to handling their
complaints. Thus, due to this issue, the main purpose
of the case study is to gain a deeper understanding
into the process on how complaints are received,
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handled and resolved in terms of ICT and equipment
maintenance. The research objectives of this case
study development are to investigate the internal
processes and problems faced by the ICT
Department that handles the related complaints,
identify and assess its key problems and suggest
recommendations that could improve its efficiency
or effectiveness in handling and resolving
complaints. The research used mixed methods. A
quantitative sample of 100 students were taken from
the higher education institution and qualitative data
was derived via an interview with the director of the
ICT Department of the said institute. Qualitative data
endeavoured to explore the internal processes and
problems being faced by the department as the
‘provider’ of the service. Qualitative data explored
the level of satisfaction and feedbacks on the
complaint management system as the user or
receiver of the service.

The paper will discuss several issues that were
identified from the findings on qualitative and
quantitative data were mainly decision-making
process, means of communication and staffing. These
issues will be analyzed and recommendations will be

provided based on relevant literature on
management. The recommendations given to
improve efficiency and effectiveness of ICT

Complaint Management System were through the
incorporation of technology and specific framework
in  decision-making  process, Responsibility
Assignment Matrix and Information Technology
Infrastructure Library.

Methodology

There are two methods of data collection being used
to develop this case study to gain further
understanding in the processes and problems being
faced with regards to its ICT complaint management
system. The triangulation method used is a
combination of online survey for quantitative data
and semi-structured interview for qualitative data.
Triangulation research method (Omar & Hamid,
2020) can be depicted below:

(a) Triangulation Design

Quantitative
Data Collaction
Data Analysis \

Results Mixing Interpretation
Results are merged to| —3 Generally equal
compare, interrelate, emphasis on both

Qualitative / or validate results data forms
Data Collection
Data Analysis

Results

Figure 1: Research Design

Quantitative data was collected via an online survey
that was created on Google Forms with the survey
link being shared through social media (Facebook
and Whatsapp Messenger) to take advantage of the
benefit of using a paperless survey that is capable of
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reaching large number of respondents. The sample
for this survey are the teaching staff and students of
the higher education institute who are the direct
‘users’ of the services provided by ICT department.
The questionnaires are crafted to gain insights on the
satisfaction and perception of the ‘user’ on the
subject matter using ordinal Likert scale and several
open-ended questions. The theme of questions will
focus on three main themes which are: (1)
Procedural Justice; (2) Interactional Justice; and
lastly (3) Distributional Justice. A target number of
100 respondents were reached within 2 weeks of
survey distribution that was conducted in early
October 2017.

On the other hand, qualitative data collection was
done via a semi-structured interview with the head
of the ICT Department. The purpose of the interview
was to gain further insights on the internal processes
and problems being faced by the department and
university in handling and resolving the complaints
in addition to its overview of ICT Complaint
Management System.

The limitation of this research was that the
respondents were mostly students who have spent
less than a year in the university which limits the
insights on the ‘user’ experience for the system. In
addition, the assigned university representative
disclosed only limited amount of information that
are related to turnaround time, efficiency of process
and the effectiveness of current system.

Findings

The Quantitative data looked at (1) Procedural
Justice; (2) Interactional Justice; (3) Distributional
Justice; as well as open-ended responses on overall
opinion towards ICT complaint management.

i. Results from survey data collection

The demographic of respondents shows that
majority of the respondents are female at 79.6% in
comparison to male at 20.4%. The respondents ages
from 18 to 45 with 30% of the respondents are
within their twenties and that 80.6% of the
respondents are current students of the institution.
Furthermore, responses indicate that the largest
group of respondents at 49% have spent less than a
year either working or studying within the
institution.

The responses on Procedural Justice which concerns
with the fairness and transparency of the decisions
made by ICT department on complaints management
were mostly leaning towards dissatisfaction or
uncertainty regarding the process. The results have
shown that majority of the respondents rarely
complain with half of the respondents are unsure of
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where and how to lodge a proper complaint.
Moreover, it was found that complaints are generally
lodged through forms or informally through
university staff. 63.1% of the respondents believe
that the institution does not have a well-developed
process for recording customer complaints which
could be the reason behind 72.8% of the respondents
saying that the progress of their complaints is not
informed.

Two other main areas being questioned in the online
survey are interactional justice which concerns
about the ‘user experience’ that focuses on
interpersonal treatment and distributive justice that
concerns about resource allocation particularly on
the satisfaction of the outcome on complaints. The
rating scales have shown that majority of the
respondents are indifferent or neutral towards the
two processes.

Despite not being able to gain much insights towards
the satisfaction level, the open-ended questions have
deeper insights on the ‘user experience’. Out of 36
responses, several areas are identified to group
common feedbacks. There seems to be a high
frequency of dissatisfaction surrounding the areas of:

e lack of maintenance that leads to persistent
problem and complaints

e inefficlent management that affects the
ability to resolve complaints in timely
manner

e chosen means of complaints that hinders
effectiveness and transparency

e perceptions on the attitude and work ethics
of the staff handling complaints that affects
the interactional justice.

ii. Results from interview data collection

The interview was responded by the Director of the
ICT Department from which the information
regarding the complaints handled by the office were
obtained and used for this case study discussion.

Also discussed is the organization structure, an ICT
director at the top leads the department, there are
two senior system engineer analysts from EGNC (E-
Government National Centre) and below them are
System Engineer, System Analyst, Programmer &
Education Officer. The lower rank will be Assistant
Education Officer, Office Assistant and Clerk
Administration.

However, the issue raised is regarding not sufficient
employees as there are only 10 permanent staffs in
the department and additional help from interns and
attachment students for managing the inquiry and
ICT tasks for the whole campus. In addition, the
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staffs had undergone very scarce training but
nevertheless, they do provide internal trainings for
the students and staffs at the institute on ICT related
matter.

The department practices ‘open communication’
through phone calls, walk-ins or social media
(specifically Whatsapp Messenger) for lodging
complaints. All information details of major
complaints and critical problems are lodged using
forms which are recorded and tracked using excel
spreadsheet for future reference. All the complaints
& inquiry are fronted and handled internally with the
support from EGNC and intern students. There is a
service desk where any complaints or inquiry will be
handled, however staff are often not available.
Instead, there is a bell placed to ring the staff for any
walk-in requests. Complaints and inquiries are often
lodged by students, and staffs. It was estimated that
around 20-30 inquiries are encountered daily, which
includes borrowing items, complaints, inquiry for
assisting with IT staff.

In handling critical problems, there are manuals
provided by vendors as a reference to follow but if
the problems still persist they will get help from the
vendors. Engaging with vendors takes time as there
are procedures to follow (eg. Quotation), therefore
updating the status of their problem to the client (eg.
teacher) is the most important thing.

Moreover, there are Standard Operating Procedure
(SOP) and Escalation Chart in place and
implemented for any complaints & inquiry received.
If the complaints involved email or network, it will
be then escalated to the Technical unit. All the
findings about the problems, time, root cause, and
the progress will be updated to the director. For
maintenance of ICT equipments, there is routine
check-up but limited to once every semester.

There are three budgets allocated to the ICT
Department which are internal fund, and external
fund (From the Ministry of Education) and EGNC
(specifically for ICT equipment & Infrastructure). In
addition, the director will usually share the problems
faced by the department to the top management
which comprise of the higher level executive
management. Information is communicated through
social media or most commonly known as Whatsapp
as it is considered one of the fastest and efficient
ways for communication especially within this era of
industry 4.0. The problems shared are usually
associated with budget issues wherein they will seek
advice and ask for solution via Whatsapp. If there’s a
decision from the top management, they will execute
the decision immediately without having to wait for
a meeting.

According to the director of ICT, currently, there are
no plans yet on implementing an online complaint
system for the complaint management in the ICT
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department because it depends on the types of
complaint being made. In moving forward to become
more efficient, the director feels that the department
needs an additional of five more employees in order
for him to adjust accordingly to the specific tasks
under the ICT department where an expert
programmer is required to update the Online
Education System as the system changes frequently
due to the introduction of new Academic
programmes. Additionally, to reduce the staff from
multitasking, experts for specific job are necessary to
work effectively.

Discussion & Analysis

Based on the issues highlighted within the findings,
several areas of management are highlighted to
resolve the issues including improvements in
decision-making process, means of communication,
and staffing.

i. Decision-making process

These days the organization treat their employees as
part of a working team to accomplish the business’s
goals and decision making is one of the important
elements needed to optimize performance. Decision-
making is known as “fundamental function in
management and reflects the success and failure of
the organization that mainly concentrate upon the
quality of decision” (Elayyan, 2015). Therefore, the
decision-making styles may reflect on each
individual’s characteristics based on their knowledge
skills in terms of identifying alternative options and
consequences of the decision, leadership and
experience. However, the ICT department has limited
staffs which leads to work overload, hence, role
conflict occurs when there is unclear roles and the
area of the jobs may not match their skills. This could
affect the decision-making of ICT staffs since they can
make the decision for minor problems without
approval from top management.

In some cases, the staffs may make an unsuitable
decision to meet minor complaints. Every staff
considered every task given to them is important.
Thus, they cannot identify which one is critical and
this result in poor time management to perform the
tasks given. Consequently, they tend to lose control
decision-making and it became inefficient in seeking
problem solution (Ombudsman Western Australia
Publications, 2010).

Moreover, the ICT department has limited resources
that the staffs may need to borrow equipment such
as projectors, which affects the decision making
process. It became a complex process for them to
decide and the need to find alternative ways whether

ii.
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to lend their resources to their staffs and students
when an event is ongoing.

In handling complaints from students and educators,
they have recorded the complaint issues written in a
logbook, however, the lack of proper procedures on
both verbal and nonverbal complaints caused the
delaying of the decision-making process on the
problem resolution. Due to limited resources and
employees, the conflict arise as only critical
complaints are taken seriously while considering the
minor issues in other time. The multitask staffs could
immediately seek solution on the minor issues
without properly identifying the steps required
when complaints are received, to whom they
addressed to, the complaints being assessed within
time period and seek recommendation or solution
(Gouws, 2000)

According to the interview, ICT department has
stated that they will always keep informing the
complainants regarding the problem handling
process status once complaint is filed and managed
to settle most of the issues. However, there are few
answers from the open ended survey we conducted
that in general they are not well-informed, or to be
heard for their concern, lack of proper forms
provided when the staffs unavailable at offices and
not providing a suggestion box in every faculty
departments. This shows that there still exists a lack
of proper procedures or clear framework of
complaint handling process, as well as handling the
struggles of making decision and communication
between departments.

Means of communication

Communication is an important element to achieve
effective complaints management system (Aziz,
2016). The findings from the interview found that
the communication style adopted in the ICT
department is an open communication. However, the
various modes of communicating the complaints
were observed as somewhat not viable because this
would cause confusion and contradicting channels
for the receiver’s end. It would also pose some
difficulties to track the complaints. Hence, there
should be a clearly defined mode of communication
to make complaints based on its severity and
urgency. Managers tend to concentrate and spend
more time and attention to those who complain
directly while they are still at the place of the
encounter (Berry et al, 2014). Consequently, this
leads to a lack of attention to those who complained
through other modes or channels (Berry et al.,, 2014).
In addition, the different complaint channels are
somewhat not equally monitored by the receiver
(Berry et al., 2014). Therefore, it is necessary to have
the knowledge of preferred complaint channels as
this will help universities to improve the efficiency of
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their complaint management system (Hart and
Coates, 2011).

Although they seemed to have an open
communication system, there is lack in progress
updates amongst staff in the department as well as
between complainants. In addition, based on the
findings from the survey, most of the respondents
were not informed of the progress of their
complaints. There were no feedback mechanisms
and announcements to notify the progress on the
complaints being made. The lack of transparency
leads to dissatisfaction for the parties involved.
Complainants should be informed of the status of
their complaints regardless of the progress as this
would serve as a form of feedback to the
complainants (Van et. al, 2012). This also creates
some sort of reliability or trust between
complainants and the service provider. One of the
standard processes urged by the management
services department of the Prime Minister’s Office is
the evaluation and the follow up stage, where
decisions are made to act on the complaints and
ensure recurring problems do not appear again in
the future (Aziz, 2016). This results in the reduction
of the cost of staff time spent to deal with complaints
in the future (Brennan and Douglas, 2002).
Therefore, there is a need in which outcomes or
progress of the complaints are to be communicated
to the complainant to ensure full accountability and
closure (Aziz. 2016).

Moreover, there is an absence of employees
attending the designated desk counter. It is vital that
employees are present as they are the first point of
contact for walk-in complainants. This initial contact
can prevent the risk of a complainant being passed
on from one staff to another to resolve his or her
problem (Bendall-Lyon and Powers, 2001). In that
event, good communication skills have to be
embedded with the attitude of the frontline
employees. One of the essential features of good
communication skills in the context of complaint
handling is listening to the complainants (Brennan
and Douglas, 2002). Public services tend to not want
to listen to complaints and resulting in complainants
being transferred to one member of staff to another
and this is supported by one of the feedbacks
received regarding attitude of staff (Brennan and
Douglas, 2002). This would cause an organization to
lose the opportunity to make improvements on their
service as information received from complaints are
feedback from consumers that can be incorporated
to the management policy (Brennan and Douglas,
2002).

Finally, as half of the complainants felt that the
interaction and treatment of the staff handling their
complaints were more or less satisfactory in terms of
courtesy, friendliness and responsiveness, this is
where interactional justice comes into play that
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involves the employee attitude towards handling
complaints, which is hardly foreseeable (Aziz, 2016).
Employee attitude plays a role in the interactional
stage of the complaint handling process (Aziz, 2016).
Considerably, it is considered to contribute to the
effectiveness of complaint management as argued by
Larivet and Brouard (2010) in their study. In
addition, complainants generally prefer contact
employees to treat them fairly and courteously
(Estelami, 2000; Aziz, 2016). Thus, a positive
interaction between the staff and the complainants is
crucial in handling complaints and the key to this, is
good employee attitude and communication
(Grubert et. al., 2009; Aziz,2016). Also, developing a
better understanding of how complainants create
and lodge their complaints should give service
providers with the right means to improve their
service and other measures when complaints are
made (Susskind, 2006).

iii. Staffing

According to the case study of complaint
management system in ICT department, some of the
problems they encountered came from their
management process of HR staffing issues.

Firstly, the department does not have enough
employees to run the whole department in the
campus which can be identified as understaffing
issue. A refined definition of understaffing is when a
situation in an organization where there are too few
employees to perform essential tasks and essential
functions of a unit (e.g.,, Greenberg, 1979; Srivastava,
1974).

Understaffing often identified as worker’s main
pressure in their work lives (Hudson and Shen,
2015). According to Coffey et al. and Poulston,
understaffing often considered as one of the most
difficult area of the job for employees. While most
researcher consider understaffing to happen when
there are low number of group members to carry out
the necessary tasks and functions in a working
department or unit.

The respondent mentioned that currently the
department have 10 permanent staffs and additional
temporary staff from interns and students in which
he wishes to have another at least five employees to
run the department efficiently. Although the
employees are among qualified staff with respective
degrees, with insufficient number of employees, they
have to do multitasking at the same time. Tasks are
done according to the availability of the staffs and
they are responsible of dividing the tasks among
themselves accordingly. This also known as
manpower understaffing which means that
employees in the department generally have the
necessary knowledge, skills, abilities and other
attributes (KSAOs) to accomplish a certain tasks and
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responsibilities of the group but there are
insufficient employees to complete the amount of
work requires to adequate group performance
(Hudson and Shen, 2015). This practice will lead to
inefficiency in completing tasks within a given time
and delayed in completion of work given.

Another problem raised is the lack of expertise such
as expert programmer to update their system every
time. There is no proper training conducted to train
the employees hence no specialization and staff is
not learning new skills. As they cannot solve the
problem on the spot, they are giving out to the
vendors instead which will lead to vendor dependent
and outsourcing a lot.

These problems are among the reasons that will lead
to poor performance of the department and have a
great impact to the workplace outcome. Without
taking into account the temporal dynamics of the
staffing situation, the director cannot design
appropriate solutions. One of the ways he can do is
by hiring additional employees, changing employees
with those with the requisite (necessary knowledge,
skills, abilities and other attributes) KSAOs or giving
them additional training to develop needed expertise
and skills (Hudson and Shen, 2015).

In addition, with multitasking and no proper division
of work, the employees could be overworked which
will have impact towards the employee’s customer
service as well as their motivation to work. Although
they are using KPI metric for calculating efficiency of
the department, there is no record history or
performance charts for the employees. Employees
are not rewarded according to their efforts and
contribution that they give. Overall this can result to
poor performance of the employee and the
organization’s output and productivity as a whole.

When motivation is poorly managed, they have
possibility to severely limit the organizational
growth and threaten the capability of an
organization. Employee’s presence and contribution
are the core factors and highly important to
determine the success or failure of an organization
(Osabiya, 2015). A major study by Proud Foot
Consulting revealed that mainly the crucial reason
for productivity loss was poor working morale
(Mullins, 2005), which includes the absence of
positive group spirit, low motivation, and no sense of
belonging, feeling undervalued and inadequately
rewarded.

Conclusion and Recommendation

As there has been a growing utilization of ICT within
the education sector, particularly at an educational
institution in which education is relying more and
more on ICT within the era of industry 4.0. With high
volume of ICT utilization by members of the
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institution, software issues or equipment failures
tend to occur and complaints are lodged to ICT
Department for further action to resolve the matter.
The purpose and objective of this case study is to
gain deeper insights into the process of ICT
Complaint Management System within higher
education system and how it can further be
improved to support the growing number of
complaints through identification of problems and
solutions.

From collecting quantitative and qualitative data, the
result section has provided insights from both the
‘provider’ of the service and the ‘user’ of the service
to gain valuable perspectives to identify the main
problems and areas for improvements. One of the
main problems identified is in its decision-making
process that rises from various internal issues that
could be caused by the lack of proper framework as a
guideline. The second main problem identified is
means of  communication where ‘open
communication’ concept has yet to show positive
result due to various issues particularly in the lack of
accountability and transparency. The third main
problem is regarding staffing, particularly in the lack
of sufficient number of staff to handle the complaints
and lack of skilled expertise to resolve the issue
faster and efficiently.

The case study has been able to identify key issues
and these problems are a result of internal issues
that affect the outcome of the process which further
affects the experience of teaching staff and students
to be in a conducive environment. These issues are
related to the concept of industry 4.0 as according to
Petra & Marko (2019) it is all about including
contemporary technologies for processes of
automation and real-time data exchange which
provides a basis for designing the communication
layer of an institute’s value chain depending on the
usage scenario within the Industry 4.0 concept.

Recommendation 1: Changes to current decision-
making process

As mentioned earlier, there are several problems
raised due to ineffective decision-making to solve the
problem. Therefore, a solution relies on setting
routine rules, policies and procedures to deal with
these problems, known as programmed decision-
making is recommended. As mentioned by one of the
respondents in their comments, a set of clear rules or
guidelines on how to use and maintain the
equipment can help users to take care of it and
prevent it from breaking down.

If there is a lack of staff to efficiently deal with the
complaint, studies indicate that management can
integrate customers’ contribution towards services
also known as service innovation. In business
management, external knowledge integration plays a
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vital role to stimulate service innovations. (Meik J. &
Brock C., 2016) For this case study, students and
staffs’ ideas should be considered to foster
innovations and increase customer satisfaction of the
equipment being used.

It was observed that there was no specific
framework to address the problems arising from the
complaints. If they were communicated to the
authorities in charge, there is a delay in response to
this complaint. An effective decision-making process
must focus on what is important, logical and
consistent. It must take into account analytical as
well as intuitive thinking and among other factors, it
must be flexible. In this sense, the organization has to
be able to adapt to the rapid changes in technology
as well as changes within the education system.
Therefore, flexible decisions will be able to
accommodate such changes when the need arises.
(Robbins & Coulter, 2001)

For the issue of role conflict, the role of group
involvement should be considered in decision
making which is said to be consistent with the
current trends toward site-based management and
total quality management. A study on group
decision-making states that decisions that can be
helped with quick results through rapid polling and
immediate feedback with real time results can be
enriched through a system called the Electronic
Meeting System. This would allow medium-sized
groups to work together efficiently, generate ideas
and communicate sensitive issues anonymously. This
technology will be able to facilitate group problem
solving and consensus building through voting
systems and prioritization (Spuck et.al, 1997).
Incorporating technology will allow the Director of
ICT to enhance their ICT Complaints Management
System (Nasr & Alkhider, 2015)

Recommendation 2: Responsibility Assignment
Matrix

Communication plays an important role for group
decision  making efficacy = (Randy, 1990).
Responsibility Assignment Matrix is a model, also
known as RACI model (PMI, 2013) which caters for
this function. RACI acronym stands for Responsible,
Accountable, Consulted & Informed and this model
layout the involvement of key roles in completing
tasks or deliverables for a project or business
process (Tiziana, 2010). For this case study, the
RASCI model has been recommended, an extension
of RASCI model as seen below (Baker & Dean, 2009):

e R - Responsible - Person in charge of
completing a task.

e A-Accountable - Person who are ultimately
accountable for the correct and thorough
completion of the deliverable or task, and
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the one to whom Responsible is
accountable. There must be only one
Accountable specified.

e S - Support - Resources assigned to
Responsible. Those who may provide input
to the task, and assist in completing the
task.

e (C - Consulted - Those who are not directly
involved in a process but provide inputs and
whose opinions are sought.

e | - Informed - Those who receive outputs
from a process or are kept up-to-date on
progress, often only on completion of the
task or deliverable.

Based on the organization structure, top
management may assign different roles according to
the model. With this model, each of the people
involved will have specific role and functions to
achieve the objectives, and at the same time, the
communication flow and information passed to each
level will be more organised and for the purpose of
each level. The Director do not need to know the
problem or solutions but an overview or statistic of
the handled complaints or inquiry of each week or
month, the SLA, average response and resolution
time. This model can also be adapted for planning
softwares such as Knowledge EngineeringWeb
Interface (KEWI) modelling automated planning
tasks in a semi-formal framework. The conceptual
model used to represent the declarative and
procedural knowledge in KEWI is described formally.
The model consists of three layers: a rich ontology, a
model of basic actions, and more complex methods.
[t is this structured conceptual model based on the
rich ontology that facilitates knowledge engineering
(Gerard and Mccluskey, 2014). Moreover, It is well
known that in the era of industrial revolution, the
role of certain staff have become minimal such as
data input clerks, accountants, among other clerical
duties are now being replaced by a smart human
cognitive system, smart machines, and their shared
communication systems.

Recommendation 3: Information Technology
Infrastructure Library (ITIL)

Another recommendation is that the ICT department
could implement Information Technology
Infrastructure Library (ITIL) which is one of the best
practices for IT Service Management framework,
specifically on Service Operation which include the
day-to-day operation activities and management of
technology needed to deliver and support services

(Axelos, n.d). It reduces the risk of reduced
availability and wuptime of service. The ITIL
framework assists to improve on Incident
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Management, Request Fulfillment and Problem
Management.
With reference to Appendix 1 on Incident

Management Process Flow, a service desk can be
assigned which represents the single point of contact
for any complaints or inquiry and identified as level
1 support (BMC Incident Management, n.d). Incident
management focuses on doing whatever necessary to
solve the issues which often requires the use of a
temporary fix, or workaround. There are few
important tools used for the diagnosis of incidents
like Known Error Database (KEDB) and Incident
Model.

While in Problem Management Process Flow
(Appendix 2), it refers to any unknown cause of one
or more complaints and focus of finding the root
cause and remove that cause (BMC Problem
Management, n.d). This is where they are able to
organize their resources on focusing the main cause
which create the complaints, rather than performing
fire-fighting work every day.

While for those inquiry like changing password,
borrowing IT equipment, the system can implement
Request Fulfillment process which will separate it
from complaints or issues (BMC Request Fulfillment,
n.d & Axelos, n.d).

Lastly, a maintenance management for developing
and implementing preventive maintenance plan
which inspects equipment regularly as it will further
improve the user experience and create high
utilization of IT (Kans & Ehsanifard 2012).
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