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Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical
Commission) form the specialized system for worldwide standardization. National bodies that
are members of ISO or IEC participate in the development of International Standards through
technical committees established by the respective organization to deal with particular fields of
technical activity. ISO and IEC technical committees collaborate in fields of mutual interest. Other
international organizations, governmental and non-governmental, in liaison with ISO and IEC, also
take part in the work.
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Introduction

Issue management tools have become increasingly important in project management and been applied
to a wide range of lifecycle processes, from development process to operation process. Information
managed by these tools has been expanded further than ever before, such as work items and claims as
well as defects. These tools need to cooperate with many other tools such as configuration management
tools, build tools, etc.

There are many issue management tools on the market but with no clear definition of their category
and their capabilities. Therefore, it is becoming difficult for project managers to choose the right tool.

This | list of their
capabilities. The capabilities are gathered from existing tools (see Annex B). This documeht is prepared
as ong of the capability series to select the appropriate tool in combination with” [$O/IEC 20741
"Guiddline for the evaluation and selection of software engineering tools" (see Annex A).

© ISO/IEC 2020 - All rights reserved v
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INTERNATIONAL STANDARD

ISO/IEC 23531:2020(E)

Systems and software engineering — Capabilities of issue
management tools

1 Scope

This document defines the capabilities of issue management tools and is used to select the most
appropriate one from many issue management tools. The evaluation and selection of the issue

manai?ment tools is performed in accordance with ISO/IEC 20741 which defines the gene
selection process and evaluation characteristics. Issue management is based on the|ta
in sevgral activities in their processes (e.g. project assessment and control, decision-mar
systenp/software requirements definition) of ISO/IEC/IEEE 12207.

This d

lifecydle processes (e.g. implementation or operation).

2 N
There

brmative reference

is no normative reference in this document.

3 Terms and definitions

For the¢ purposes of this document, the following térms and definitions apply.

ISO and IEC maintain terminological databasesfor use in standardization at the following

— IS
— IE

3.1
defect

D Online browsing platform: available at https://www.iso.org/obp

C Electropedia: available at http://www.electropedia.org/

imperfection or deficiency'in a work product where that work product does not meet its

or spe

cifications and needs to be either repaired or replaced

[SOURLCE: IEEE 104%:2009, 2]

3.2

incident
anomdlous-er unexpected event, set of events, condition, or situation at any time during t

a proj

ctyproduct, service (3.5), or system

ral evaluation
ks described
agement, and

pcument is independent of development methodology or approaches’(e:g. Waterfdll or Agile) or

addresses:

requirements

he life cycle of

[SOURCE: ISO/IEC/IEEE 15288:2015, 4.1.21]

3.3
issue

observation that deviates from expectations

EXAMPLE Potential defect (3.1), improvement or point needing clarification.

[SOURCE: ISO/IEC 20246:2017, 3.9]
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3.4
problem
cause of one or more actual or potential incidents (3.4)

[SOURCE: ISO/IEC 20000-10:2018, 3.2.10]

3.5
service
means of delivering value for the user by facilitating results the user wants to achieve

[SOURCE: ISO/IEC TS 25011:2017, 3.3.1, modified — Notes 1 and 2 to entry have been removed.]

4 Object model for issue management tools

4.1 Overview of issue management
The overall stfructure of object model of issue management consists of the followingelements:

a) issue mahagement use case; defined in 4.2, a use case for describing iSsue managemen{ as an
integratefd activity, building on the activities and tasks described ¥ ASO/IEC/IEEE 12R07 in
generic way,

b) issue management entity; defined in 4.3 and Clause 5, a set that represents identifiable information
which appears in issue management tasks and described as aclass in the object model, and

c) issue mahagement tool; defined Clause 6, a tool that supports creating, referring, updating and
deleting dn issue management entity.

<< viey >> << view >>
Issue management use case [ssue management entity

<< refer‘to >>

<< use >>

<< view >>

A
|
|
|
I

Issue management tool :

key

- ==> dependency

El package

Figure 1 — Object model of issue management

The issue management entity comprises multiple entities. A set of entities is created when an issue
occurs, and referred, updated through its life to keep track the status, and archived after closing the
issue. There are two type of entities. One is the information of the issue itself such as issue-ID, date,

2 © ISO/IEC 2020 - All rights reserved
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etc. Another is the relationship information between the issue and the related arti

facts such as

requirements specification, source code, etc. The artifacts themselves are not included in this issue

management entity.

The issue management tool takes issue management entities as the input and produces issue
management entities as the output. The issue management tool effectively supports the management

tasks by producing issue management entities automatically.

The object model diagrams, Figure 1 to Figure 10, are described using Unified Model
(UML) 2 (ISO/IEC 19505-2).

4.2 Use case of issue management

ing Language

4.2.1 | Use case

[ssue thanagement is a task that is performed through the development and operation of
not defined as a process or an activity, but it is described as a task in multipl€ processes
in ISOfIEC/IEEE 12207. Therefore, these different use cases have differefit information
issue, #nd it is not proper to describe them all in one use case.

In this|subclause, three use cases for each of the different life cycleprocesses are identifie

a) work management in development process: the responsectovarious issues in systen
prpcess such as requirement analysis, design definition dnd implementation;

b) ddfect management in testing process: the respongse'to obstacles in the test process o

c) infident management under operation process: the response to challenges centred or
system in the operation process.

I[ssue management tool

a system. [t is
and activities
related to the

d as follows:

development

f the system;

failure of the

Project a) Work management
manager in development phase %

% / ? Developer
Customer b) Defect management

% < in testing phase %
Technical > Tester
manager .
résponsible for c) Incident management
defects under operation

/ ™~ Operation
manager

Figure 2 — Use case diagram of issue management
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4.2.2 Use case scenarios

4.2.2.1 Use case scenario of work management in system development process

In system development process, various issues occur and need to be properly managed. For example, in
the requirement analysis process, a number of questions are raised against the initial analysis results,
and those questions need to be tracked until it is resolved. In case of design review, once the design
is complete, a review task is scheduled, and the results are tracked. The details of the review task are
defined in ISO/IEC 20246. Work product reviews, and the capabilities of the review tool are defined
in ISO/IEC 23396. After the review, the unresolved issues by the review will be taken over as general
issues during the system development process In this way, issues arise for dlfferent processes dlfferent

actors, differes

is the same. Jigure 3 shows the work management use cases that are commonly handled dubing the

system develc
a) The projg
b) The assig
c) The proje

pment process.

ct manager instructs work and assigns it to the assigned customer or developer.
ned customer or developer performs the assigned work and report theresults.

ct manager approves the result and the work content is completed:

-~

[ Approve :—: 1

Project manager [ssue management tool Customer/Developgr
| Wprk plan
l \ssign ety et T\ aniditit il - = > Input
v |
| Direction|for assignment I— - >[ Create work item ] |
v v
Work itemrwith assigned status - - - ->[ Work ]
—— =1
Work item with completed status ~ [$~ | - :
v |
[ Request to close work item ] :
v I
Work item I
v

-7 with unapproved for closed status

== Output

~a Work item
with approved for closed status

[ Close work item

B

v

Work item with closed status

®

Figure 3 — Activity diagram of work management

Table 1 notes that input, output, and actors are different from the use cases in work management in
system development process.

© ISO/IEC 2020 - All rights reserved
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Table 1 — Explanation for the use cases in work management in system development process

Process Name of actor Input Output
Requirement analysis Customer Research items Result of research
(to customer)

Requirement analysis Developer Research items Result of research
(to developer) (system analyst)
Design definition Developer Requirement Design
(designer)
Implementation Developer Design Source code
(programmer)

4.2.2.2 Use case scenario of defect management in testing process

Issue management can be used for managing defects which are found during.dynamif testing. The
actors|are the technical manager responsible for defects, developer, tester,;and system shown in
Figure 4. These actors work in the following scenario.

a) THhe tester tests the system. In the event of a defect, the tester wilkcreate a defect work item.

b) THe technical manager responsible for defects approves thé defect work item and assigns the
cofrection of the defect to the developer.

c) THhe developer identifies the cause of the defect assigned-by the technical manager rg¢sponsible for
ddfects and corrects the system.

d) THe developer retests with the corrected testisystem and reports the result to [the technical
manager responsible for defects.

e) THe technical manager responsible for defects confirms the modified system, appioves that the
isgue has been resolved, and closes it.

© ISO/IEC 2020 - All rights reserved 5
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Technical manager Tester Issue management tool Developer
responsible for
defects
?
| Test plan |
I
Test data oSt .
program !
S e 1
[ Test and identify ] :
defects :
A l
| Defect | :
v i
[ Report defect } >[ Create work item ] i
v :
__________________________ i Work item E
: with no assigned status !
I
Agsign | | ) . !
devbloper I‘ >[ Assign wlork iteln ] E
\V v
| Work item withyassigned status } ->[ Fix defect ]
v
[ Request to verify ]< - -I Fixed defect |
v
. Work item
[ Ver‘lfy ]< waiting for validation
v
| Fixed defect |>>[ Request to close work item ]

\VA
Work item

with unapproved for closed status

Work item
with approved for closed status
v
Close work item ]
v
Work item with closed status |

[
|

®

Figure 4 — Activity diagram of defect management in testing process
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Issue management can be used for user concerns during operations. The actors are the user, operation
manager, technical manager responsible for defects, developer, tester, and system in Figure 5. These
actors work in the following scenario.

a)

b)
A

d)

f)

g)

h)

j)

If the user finds an incident using the system, the user notifies the operation manager of the incident
contents.

The operation manager receives a notification from the user and creates an incident report.

The technical manager responsible for defects approves the incident report and assigns the work to

icciin t ba dauvalonar
o

S

T}

system under test environment.

T}

tefhnical manager.

T}

it ind requests the developer to release it.

Wijth the approval of the technical manager, the developer-releases the modified

Op
TH

reports to the user that the incident has been resolved.

T}

the operation manager.

T}

vathat a-t
vethati5S tOtHe-GEvVE10 P et

e developer identifies the cause of the issue assigned by the technical managerianfl corrects the

e tester retests the modified system of the test environment and ¢eports the

e technical manager checks the modified system and if it is confirmed to be fixed {

eration environment.

e technical manager confirms that the issue has beeén resolved in the operation env

e user confirms that the incident has beenresolved in the operation environment

e operation manager closes the incident report.

result to the

hen approves

bystem to the

ironment and

and contacts
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User

Operation manager

Issue management tool

Technical manager
responsible for defects

Developer Tester

)

V.

Contact to admin |-

->| Initial incident

Create incident
V.

Incident }-

Register incident

v

Incident with no assigned status

)
15

Assign to confirm ]

I
[ Assign incident

Assignment | |

Target system |

]< r- ‘I under operation

2 v
| Incident with confirming status |- Confirm ]
[ Requesttoapprove & omm-mmmmmmmmmmmmmemoooeleo oo ooo oo !

A d assi,

— —
[ Approve and assign incident k- r --I Assignment | < ('19

z N
| Incident with resolving status |- s ettt ettty ->[ Resolve (]L'

2 v ’\}t
i Resol

[ Request to verify ]<- ----------------------- - Re::;i;lton es0e grt F-f------1 !

M

| Incident with verifying status

[ Request to approve
M

| Incident with verified status

|__ 1_4| Approve and assign
to release

[ Request to release
T

Assignment |

-t

'
v

[ Release fixed status ](

Incident with wait for release status |

s
»

v

| Release report |-

Release report

-]
=

d
1 X

| Incident with released status

|- - Approve case report

a ign

v

[ Approve and assign incident

|
V.

](- r -IV\@ Assignment |
S

[ Request to confirm ](

o -I Incident with user confirming statuﬁ&&

[Cunfirm fixed issue ]<

‘I Request |

A

Report

)

->[ Request to close ]

¥

<O
o

.
| Re(;:lest |- - ->[ Re@s}‘t} close
.

\
&
O

Incidentwith wait for close status |-- >[ Approve ]
r\ii‘ =
‘\J Close incident ](- r -I Target incident |
N Y
h | Incident with closed status |

®

>| Vdrify
-| Fixed |ncident

\<</Q

Figure 5 — Activity diagram of IT service management
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4.3 Object model of issue management entity

4.3.1 General

Figure 6 shows a detailed view of the issue management entity shown in Figure 1. As explained in the
use case in 4.2, there are three use cases that differ depending on the life cycle process, and information
specific to each use case and common information are handled. In Figure 6, information commonly
used in all use cases is represented as a namespace called Common, and information handled in each
use case is represented as namespaces called Work Management, Defect Management, and IT Service
Management. Furthermore, Common is imported and used in each use case.

Detailed attributes of each entity are described in Clause §

Common |

PN ~
g | ~
N
: -7 | S .
<<import>>_ ~ I N << import>>
-~ N ~N
g ; I N
s << import >> | \A
Work Management | | IT Service Management |
|
|
|
|
A4

DefectManagement |

Key
= =2 Dependency

EI Package

Figure 6 — Four name space of issue management entity

4.3.2 | Common entities

As shown in Figure 7, entities common to each issue management use case scenario can b¢ defined with
five cldsses. Issue records the issue and manages it. Status maintains the state the instange of Issue has.
Target System 1s the subject or the source of Issue. Trigger represents the activities or circumstances
in which the issue is found. Report collectively represents states of multiple instances of Issue. Status
usually has a hierarchical structure depending on the organizations and responsibilities to be approved.

© ISO/IEC 2020 - All rights reserved 9
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1
0..N
0..N
Status Issue 0.-N
1 ———> Report
1 1.N 0..N
1..N 1.N
1..N 1..N
Target _
System I lsscl

Situation on happening issues
(Executed test case, screen capture
etc.)

Soyrce of issues such as system
under development or in operation.

Figure 7 — Class diagram of Common entities

4.3.3 Work Management entities

Work Managdment includes several entities as shown in Figure 8. These are defined as the sub¢lasses
of four classef which are imported from Common. Issue which is imported from Common is inherited
to Work Item| which is found as a result of consideration*in the development process. Target §ystem
which is impdrted from Common is inherited to Artifact which is created for the target system. Artifact
is inherited t¢ and detailed as Requirement, Desigi, Document, Program and Research Result. Trigger
which is impdrted from Common is inherited to.Work Plan. Report which is imported from Comjmon is

inherited to Unfinished Work Item List and To-do List.
Issue Target System Trigger Report
<< ffom Common >> << fronf Common >> << from Common >> << from Common >>
Unfinished To-do
Work Item Artifact Work Plan Work Item )
(4 List S
Z\
; Design Research
Requirement Document Program Result

Figure 8 — Class diagram of Work Management entities

4.3.4 Defect Management entities

Defect Management includes several entities as shown in Figure 9. These are defined as the subclasses
of four classes which are imported from Common. Issue which is imported from Common is inherited
to Defect. Target System which is imported from Common is inherited to Artifact which is created for
the target system. Artifact is inherited to and detailed as Requirement, Design Document and Program.
Report which is imported from Common is inherited to Defect Status List which shows the status of

10 © ISO/IEC 2020 - All rights reserved
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the issues. Trigger which is imported from Common is inherited to Testing to discover defects. Testing
consists of the sub classes which are Test Plan, Test Environment, Test Program, Test Data and Test Result.

Issue Target System Report
<< from Common >> << from Common >> << from Common >>
Defect Status
Defect Artifact List
Requirement D Program
q Document §
Trigger

<< from Common >>

4:

Testing
N
Test Plan .Test Test PsQé\vam Test Data Test R¢sult
Environment .

Figure 9 — Class diagram of Defect Management entities

4.3.5 | IT Service Management entities

IT Serjvice Management includes several entities as shown in Figure 10. These are defined as the
subclapses of four classes which are imported from Common. Status which is imported ffrom Common
is inherited to Internal Approved Status. [ssue which is imported from Common is inherit¢d to Incident.
Target| System which is‘imported from Common is inherited to System Under Operation. [rigger which
is impprted from Gommon is inherited to Evidence. Evidence is inherited to and detajled as Claim,
Screer] Capture, Screen Operation, and Input Data.

© ISO/IEC 2020 - All rights reserved 11
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Status Target System Issue
<<from common>> << from Common >> << from common >>
Internal System erient
Approved Under
Status Operation
Trigger
<< from common >>

%

Evidence

\)
Claim Screen Capture Screen Operation ﬁut Data

Figure 10 — Class diagram of IT Service Management entities

4.4 Categories of capability of issue managemerit:tool

A category of| issue management tool capability is determined by the type of use case scenarfo. The
capability whjch processes common entities described in 4.3.2 that are commonly handled by th¢ three
use cases is defined as common capabilities. Each*capability to process each of the three sets of gntities
described in §.3.3, 4.3.4, and 4.3.5 is defined as work management capabilities, defect management
capabilities, gnd IT service management.gapabilities, respectively (see Figure 11). Work management
capability is tg handle information on the'tasks of development process. Defect management capability is
to handle infgrmation about defects that occurred in testing process. IT service management caplability
is to handle infformation about incidents to which the user faces on the operation of IT services.

(-~ N Y4 )

O

-

N\

b Work Defect IT service

management management || management
capabilities capabilities capabilities

N\
J

Common capabilities

Figure 11 — Category of issue management tool capabilities
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5 Category of issue management entity

5.1 Overview

Entities handled in issue management are defined in this clause. Common entities and the three specific
entities are defined as subclauses.

5.2 Common entities

In issue management, every use case is managed by five entities Issue, Status, Target System, Trigger,
and Report.

a) Isgue

The occurred issue is recorded and managed as one instance of Issue. Normally, the|identifier, the
ngme, the description of the content, the occurrence date and time, name ofa person whom an issue
is pssigned to, the priority, the related file, the comment of the participant)and the r¢solution time
limit are recorded. In addition, influence degree, progress rate, etc. mdy be recorded in some cases.

b) Status

The status of the issue is recorded and managed as one instance of Status. Normally, dn assignment
identifier, a state identifier, a state name, a responsibility¢oapprove, an approver, and an approval
d]te and time are recorded.

c) Tdrget System

Information related to the object in which théyissue occurred is recorded and managed as one
inptance of Target System. Normally, objects-are different depending on categories, and there is no
information handled in common.

d) Trigger

Information on the cause of the igsue is recorded and managed as an instance of Trigger. Normally,
oljects are different depending-on categories, and there is no information handled in|common.

e) Rdgport

A ket of issues corre§ponding to an arbitrary condition is recorded and managed aq one instance
of[Report together with the result of the statistical processing and calculation of thg set of issues.
Ng¢rmally, conditions to be specified, calculation and statistical processing are different from the
pyrpose of usexAnd there is no information handled in common.

5.3 Work Management entities

Information of Common entities and specific to work management is recorded and mdnaged as one
instance of Work Management entities. See Table 2 for the attributes which are held by each entity:.

5.4 Defect Management entities

Information of Common entities and specific to defect management is recorded and managed as one
instance of Defect Management entities. See Table 2 for the attributes which are held by each entity.

5.5 IT Service Management entities

Information of Common entities and specific to IT service management is recorded and managed as one
instance of IT Service Management entities. See Table 2 for the attributes which are held by each entity.
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5.6 Summary of issue management entities

Issue management entities are summarized and the relation between attributes of entity and
ISO/IEC/IEEE 15289:2019 is shown as Table 2.
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6 Capabilities of issue management tools

6.1 Overview

This clause defines the capability of the issue management tool. The capability is divided into four
categories in 4.4: common capabilities, work management capabilities, defect management capabilities,
and IT service management capabilities. Table 3 summarizes all capabilities defined below. Some
capabilities are defined in both common capabilities and other categories, and these relationships are
also shown as cross references in Table 3 to clarify correspondence.

a) Issue management

Cqpability belonging to issue management is the capability which executes the usq case defined
in[4.2 and which is used by actor in each use case such as developer. Furthermere,/capabilities are

ca

1y

2)

3)

4)

5)

b) Acd

T

egorized from the viewpoint of managing entity as following.

Registering/referring/updating issue

The capability is updating, referring and updating issue. It creates and updates the issue entity

in the object model shown in Clause 4.

Status transition of the issue

The capability is transiting status of the issue. [t creates and updates the statug entity in the

object model shown in Clause 4.
Reporting

The capability is creating report about‘issue management and issue itself. I
updates the report entity in the object niddel shown in Clause 4.

Trace

The capability is referring and.editing the target issues. It refers and updates the
in the object model shown in‘Elause 4.

Communication

The capability is_auxiliary and helps for communicating among people related
exchanging information with other tools. Architecture of interface to other to
disclosed.

EXAMPLE)In the case of files to be used for information exchange, a general-purpose fa
CSV format can be used.

ministration capability

[ creates and

farget system

to issues and
pls should be

rmat such as

1 1.1 de. 1 RPN | Lyi. M | £ 4=l de 4= . de | - e ds
Ut dUIT U UT UpPCIlditU Ssultduly 1UI LT tdl gCU THVII ULIIICIHL, dUIIIIIIStI dtiviT Lapd

setting for operation and customizing issue management.

1)

2)

Setting for operation

ility includes

The capability is setting issue management tool to be operated suitably for the target

environment.

Customizing issue management

The capability is customizing issue management tool to be operated suitably for the target

environment.

© ISO/IEC 2020 - All rights reserved
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6.2 Common capabilities

Capabilities which are common in all three categories defined in 4.4 such as the following are defined
as common capabilities. Tool capabilities both required and recommended are provided and are
summarized in Table 3.

a)

20

Issue management capability
1) Registering/referring/updating issues
The capability shall be registering, referring, and updating attributes as follows.

— Name

— Explgnation

— Occufred date and time

— Assigned to

— Priorfity

— Related files

— Resppnse

The capability which registers, refers, and updates attributes.as follows should be included.
— Impaft
— Occufred project

— Related project

— Related users

— Estinpated time to be resolved
— Dead]ine of resolving issue

— Progression

— Start|date for resolution

— Experted date forresolution

— Relatled issues

— Relatedkey words

— Sensitivity

To easily register a similar issue in what has occurred before, the capability of creating the issue
based on what has occurred before should be included.

2) Status transition of the issue
The capabilities shall be able to do the following.
— Status transition

This capability shall be able to change the status of the issue such as opening or closing the
issue. When the status of the issue is changed, the date and executor shall be able to be
recorded as historical data.

© ISO/IEC 2020 - All rights reserved
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The following capability should be included.

3)

Application and approval for the status transition

This capability is to execute status transition based on two types of the responsibilities which
are applicant for status transition and approver. When the applicant requests status
transition and the approver gives approval, the status transition of the issue is executed.
Capability to attach files together with the request should be included when an applicant

requests status transition.

Reporting

T}

Showing list of unfinished issue

The capability is showing the list of issues which are the statushof the
resolved.

Showing change history

The capability is showing the list of change history whichtincludes the status
issue, the changes for the attributes, etc.

e following capabilities should be included.
Showing progress
This capability is showing quantitative progress for resolving issue.
Showing result of trend analysis for the issues

This capability is showing relatiehship with the attributes of the issues ar
issues.

Showing the list of the issues‘which has not been finished for a long term.

Showing the list of thelissues which has not been finished yet and has passed
from the occurred date.

Showing the list-0fissues for each assigner
This capability-is showing the list of the issues for each assigner.
Showingiworkload

This eapability is showing number of issues assigned for each assigner.

issue as not

change of the

d number of

specific days

Showing passed time from start resolving the issue

4)

This capability is showing passed time form start resolving the issue.

Defining dashboard

This capability is defining content and layout of dashboard which shows the status of issues

managed in the organization.

Trace

This capability is referring and updating the related outcomes to the issue. For instance, there is
a capability which downloads source code related to the issue from asset management and refers
and updates the source code.

5)

Communication

© ISO/IEC 2020 - All rights reserved
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b)

22

The capa

bilities shall be able to do the following.

— Registering/referring the comment to the issue

This capability is being able to register and refer the comment to the issue.

The following capabilities should be included.

— Notifying change of the status

This capability is notifying specific user when change for the status of the issue is

happ

— Impofrting and exporting issue entities

This
inclu

— Impofrting and exporting status entities

This
inclu

— Impofrting and exporting report entities

This
inclu

— Impofrting and exporting target system entities

This

— Impofrting and exporting trigger entities

This
inclu

Administfration capability
1) Setting for operation
The capability shall be-able to do the following.

— Regigtering user

This

ened.

capability is importing or exporting issue entities from or to other tools. lt\alSo

Fapability is importing or exporting status entities from or to.other tools. It also s

e manipulating status entities through API called by other tools.

e manipulating report entities through API called by other tools.

Capability is importing or exporting trigger entities from or to other tools. It also s
le manipulating trigger entities through API called by other tools.

apability is registering user of the issue management tool.

should

le manipulating issue entities through API (application programming interface)| called
by other tools.

hould

Capability is importing or exporting report entitiesiffom or to other tools. It also should

capability is importing or exporting taiget system entities from or to other tgols. It
also ghould include manipulating target system entities through API called by other tools

hould

The following capabilities are expected.

— Registering project

This capability is registering new project to the issue management tool.

— Registering sub project

This capability is registering sub projects which use the issue management tool. Sub
projects have parent-child structures with projects as parents.

— Setting user authority

This capability is limiting capability that can be used by each user and the issues that can be
referred by each user.
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Adding add-in
This capability is being able to add capability by adding module.
Setting add-in

This capability is setting the behaviour of capability which is added as an add-in by
parameters.

Defining template for report

This capability is creating the template for the report.

2)
TH

TH

6.3

Work
the caj

a) Isg
iy
TH

Work management capabilities

comidon capability.

Customizing issue management
e capabilities shall be able to do the following.
Defining the type of the issue
This capability is defining the attributes which the issue has.
Defining the status for each type of the issue

This capability is defining the status which can be in each type of issue and the cojndition which
is required to transit to the other status.

e following capabilities are expected.
Definition of approval authority for issue statetransition
This capability is defining approval authority for issue state transition.
Defining the template for content of notification on status transition

This capability is defining the témplate for content of notification on status |transition. To
implement this capability, notifying the change of the status shall be implemented.

management capabilities shall cover the capabilities defined as common capabilitfies in 6.2 and
pabilities which arespecific to the work management category.

ue management’capability
Registering/referring/updating issue

e capability shall be able to register, refer, and update attributes as follows in afldition to the

2)

Type of the issue

The attributes defined for type of the issue
Communication

Importing and exporting issue entities

This capability should import or export information about issue such as work item ID,
occurred time, and description from or to other tools.

Importing and exporting status entities

This capability should import or export information about status such as status of work item
from or to other tools.
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— Importing and exporting report entities

This capability should import or export information about report such as a list of
unfinished work items from or to other tools.

— Importing and exporting target system entities

This capability should import or export information about target system such as design
document ID from or to other tools.

— Importing and exporting trigger entities

This capability should import or export information about trigger such as a work plan from
or to pther tools.

b) Administfation capability
1) Setting for operation

The capabilities defined as common capabilities in 6.2 and the capabilities which are specifig to the
work management category shall be implemented.

— Setting type of issue used by project
This ¢apability is selecting type of issue for each project.
— Regigtering template for each project

This |capability is specifying defining such as type ‘of issue and template of report|as the
projgct standard.

2) Custqmizing issue management

The capability defined as common capabilities‘in 6.2 and the capabilities which are specifid to the
work management category shall be implemeénted.

— Regigtering name for type of theissue

This |capability is customizifig the status transition of issue and managing it with specific
name.

6.4 Defectimanagement capabilities

Defect management capabilities shall cover the capabilities defined as common capabilities in §.2 and
the capabiliti¢s which.are specific to the defect management category.

a) Issue maxllagement capability

1) Registering/referring/updating issues

The capability shall be able to register, refer, and update attributes as follows in addition to the
common capability.

— Affected version

— Occurred version

— Scheduled resolution version

— Occurred environment (software component, hardware etc.)

— Screen capture
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Furthermore, the capability which registers, refers, and updates attributes as follows should be
included.

Probability of risk occurrence
Frequency of risk occurrence
Alias

Source code

Build number

2)

3)

Trace

Source code management

This capability is managing source code in which the issue occurred.
Build

This capability is building source code in which the issue occutred.
Communication

Importing and exporting issue entities

This capability should import or export information about issue such §
occurred time, and description from or to othextools.

Importing and exporting status entities

This capability should import or export information about status such as stat
from or to other tools.

Importing and exporting repext entities

This capability should import or export information about report such as a status
from or to other tools;

Importing and exporting target system entities

s defect ID,

us of a defect

list of defects

This capability” should import or export information about target sysem such as

program ID\from or to other tools.
Imporiting and exporting trigger entities

This capability should import or export information about trigger such as t{

pst cases, test

data and test results from or to other tools.

6.5 IT service management capabilities

The capability defined as common capabilities in 6.2 and the capabilities which are specific to the IT
service management category shall be implemented.

a) Issue management capability

1)

Registering/referring/updating issue

The capability shall be able to register, refer, and update attributes as follows in addition to the
common capability.

Affected version

© ISO/IEC 2020 - All rights reserved
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b)

26

Occurred version

Scheduled resolution version

Occurred environment (software component, hardware etc.)

Probability of risk occurrence

Frequency of risk occurrence

Repo

rter

Furthermore, the capability which registers, refers, and updates attributes as follows should be
included.

2)

3)

Type

The gttributes defined in type of the issue
Sharg¢d internal memo

Statuls transition of the issue

Inter

Communication

Impofrting and exporting issue entities

This

occufred time, and description from or to other tools.

Impofrting and exporting status entities

This
incid

Impofrting and exporting reportentities

This
incid

Impofrting and expofting target system entities

This

progam ID athd occurred version from or to other tools.

Impo|

This

of the issue

hal approval for status transition

capability should import or export information about issue such as incide

capability should import or expdrt information about status such as status
ent from or to other tools.

capability should import or export information about report such as a
ents from or to other'tools.

capability2-should import or export information about target system sy

nt ID,

of an

list of

ch as

[ting and exporting trigger entities
Capabllity should ImporIt or export Information about trigger such as reporter

description from or to other tools.

Administration capability

1) Setting for operation

D and

The capability defined as common capabilities in 6.2 and the capabilities which are specific to the
IT service management category shall be implemented.

Setting type of the issue used by project

This capability is selecting type of issue for each project.
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— Registering project template

This capability is specifying defining such as type of issue and template of report as the
project standard.

2) Customizing issue management

The capability defined as common capabilities in 6.2 and the capabilities which are specific to the
IT service management category shall be implemented.

— Name of type of the issue

This capability is customizing the status transition of issue and managing it with specific
name.

6.6 Summary of capabilities

Capabllities of issue management tools are summarized in Table 3.
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