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THE INFRATRUCTURE PROBLEM

PARTIAL BACKGROUND INFORMATION

The Infrastructure Manager of a large Telecoms Company was experiencing a high level of Incidents and Recurring Incidents on a daily basis and could not understand why she was experiencing this situation.

She suspected that it might have something to do with complaints received from some System Integrators regarding documentation that was largely out of date. She had heard rumors but was assured that every time an upgrade was performed to any system or part of a system that they did get all the information needed to upgrade the procedures and documentation effectively.

This situation had escalated to the point where it could not be tolerated further. She could not get reliable data from anyone. Parties were blaming each other for the state of affairs so she decided to do a ThinkingWise™ analysis to get beyond the noise and symptoms in clarifying what the real situation was. She got all the relevant stakeholders together in a meeting and the nominated in-house facilitator took the project team through the process.

The process generated a meaningful explanation for the Infrastructure manager. She got to the bottom of what was really happening and based on the findings she implemented corrective actions and the problem situation improved immediately.

Copyright© 1998-2016 KEPNERandFOURIE™. All rights reserved.
01/01/16

