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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

Al ol Lalis: Tl £, RPN N 3 P2 HY Y 1+ £ 3 s £ 1N s N 3 htt l
anetnett CapaoTITarC ST T HCT CTUT G T 1S O C C U S T T IC O e TOUT- P OJCCTIITaITag CT St CITUOSTTTIIC T Ty 0ol.

This document provides a framework of category of issue management tools andca llisf of their
capabilities. The capabilities are gathered from existing tools (see Annex B). This document is|prepared
as| one of the capability series to select the appropriate tool in combination with ISO/IEC 20741
"Guideline for the evaluation and selection of software engineering tools" (see An¥ex A).

© ISO/IEC 2020 - All rights reserved v
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Systems and software engineering — Capabilities of issue
management tools
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Fdr the purposes of this document, the following terms and definitions apply.

IS

3.
de
inj
or]

[S

Scope

propriate one from many issue management tools. The evaluation and selectioncof
hnagement tools is performed in accordance with ISO/IEC 20741 which defines the genenal €
ection process and evaluation characteristics. Issue management is based on the tasks
several activities in their processes (e.g. project assessment and control, decisiérmmanagel
stem/software requirements definition) of ISO/IEC/IEEE 12207.

is document is independent of development methodology or approaches.(e.g. Waterfall o
bcycle processes (e.g. implementation or operation).

Normative reference

ere is no normative reference in this document.

Terms and definitions

D and IEC maintain terminological databaseSfor use in standardization at the following add

[SO Online browsing platform: availableé at https://www.iso.org/obp

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

L
fect

perfection or deficiencyin“a work product where that work product does not meet its requ
specifications and negeds to be either repaired or replaced

DURCE: IEEE 1044:20009, 2]
P

3.

a

incident
alf)malous or unexpected event, set of events, condition, or situation at any time during the li

roject;-product, service (3.5), or system

the most
the issue
valuation
lescribed
ment, and

Agile) or

resses:

lirements

e cycle of

[S

DORCE: 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- lQﬂ,/lF'(' TS25011:2017 3 31 modified — Notes 1 and 2 to entry have been removed ]

4 Obj¢ct model for issue management tools

4.1 Overview of issue management
The overgll structure of object model of issue management consists of the following elements:

a) issue| management use case; defined in 4.2, a use case for describing issue management as pn
integrated activity, building on the activities and tasks described_iny1SO/IEC/IEEE 12207 |in
generic way,

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

c) issuel management tool; defined Clause 6, a tool that supports creating, referring, updating ahd
deletjng an issue management entity.

<q view >> << view >>
Isfue management use case [ssue management entity

<< refér 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,
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etc. Another is the relationship information between the issue and the related artifacts 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 Modeling Language
(UML) 2 (ISO/IEC 19505-2).

4.

4.

Is
nd
in
1S3
In

a)

b)

P Use case of issue management

.1 Use case

ue management is a task that is performed through the development and operation of a sy
t defined as a process or an activity, but it is described as a task in multiple processes and

ue, and it is not proper to describe them all in one use case.

process such as requirement analysis, design definitiopsand implementation;

system in the operation process.

[ssuémanagement tool

Project a) Work management
manager in development phase %

% / ? Developer
Customer b) Defect management

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

/ ™~ Operation
manager

stem. It is
activities

ISO/IEC/IEEE 12207. Therefore, these different use cases have differefit information related to the

this subclause, three use cases for each of the different life cycle processes are identified as|follows:

work management in development process: the response€o various issues in system development

defect management in testing process: the response\to obstacles in the test process of the system;

incident management under operation processithe response to challenges centred on failure of the

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 dufing the system development process. In this way, issues arise for different processes, differgnt
actors, different work products and considerations, but in most cases the form of use case seebafio
is the sarpe. Figure 3 shows the work management use cases that are commonly handled during the
system d¢velopment process.

a) The pgroject manager instructs work and assigns it to the assigned customer or developer.
b) The gssigned customer or developer performs the assigned work and report theresults.

c) The groject manager approves the result and the work content is completed.

Prpject manager [ssue management tool Customer/Developer

e e e . - = > Input

[
| Diredtion for assignment I— - >[ Create.work item ] |

v v
Work itemawith assigned status - - - ->[ Work ]

Work jtem with completed status ~ [$~|”
v
[ Request to close work item ]
v
g Work item
piag with unapproved for closed status Vv

L.

[ Approve D P mmmmmmmm e mmm——————— - — = Output

~a Work item
with approved for closed status

[ Close work item ]
v

work1tem 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.

4 © 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)
I lplclllclltat;ull DCVC}U}JCI DCD;SII S‘Jbll Cl LUdC

(programmer)

4.2.2.2 Use case scenario of defect management in testing process

Is$ue management can be used for managing defects which are found during).dynamic teqting. The
acfors are the technical manager responsible for defects, developer, tester,,and system fhown in
Figure 4. These actors work in the following scenario.

a)[ The tester tests the system. In the event of a defect, the tester willcheate a defect work it¢m.

b)| The technical manager responsible for defects approves the defect work item and agsigns the
correction of the defect to the developer.

c)| The developer identifies the cause of the defect assignédby the technical manager responsible for
defects and corrects the system.

d)| The developer retests with the corrected testysystem and reports the result to the [technical
manager responsible for defects.

e)| The technical manager responsible for defects confirms the modified system, approves that the
issue 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
Tact dqt'\ Test || __ o ___|______.
program !
g !
[ Test and identify ] :
defects :
V4 :
| Defect | :
v i
[ Report defect } >[ Create work item ] i
v :
__________________________ i Work item E
: with no assigned status !
I
Assign | | ) . !
[ developer I‘ >[ Assign wlork item ] E
VA v
| Work item with.assigned 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 ]

Approve I— .

\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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4.2.2.3 Use case scenario of incident management in a system under operation

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 assignsth
solve that issue to the developer.

The developer identifies the cause of the issue assigned by the technical manager and co
system under test environment.

e work to

'rects the

The tester retests the modified system of the test environment and.reports the resylt to the

technical manager.

The technical manager checks the modified system and if it is confinmed to be fixed then
it and requests the developer to release it.

With the approval of the technical manager, the developer‘releases the modified syst¢
operation environment.

The technical manager confirms that the issue has been resolved in the operation environ
reports to the user that the incident has been resolved.

The user confirms that the incident has been*tesolved in the operation environment ang
the operation manager.

The operation manager closes the incident report.

approves

bm to the

ment 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

Assign to confirm ]

I
[ Assign incident

Target system

-r- ‘I Assignment | | under operation
2 v
| Incident with confirming status

Confirm

[ Request to approve

| Incident with confirmed status

|__ |_s] Approve and assign
to resolve

[ Approve and assign incident
v

Assignment |

-1

| Incident with resolving status

[ Request to verify

v

| Incident with verifying status

[ Request to approve
M

| Incident with verified status

|__ 1_4| Approve and assign
to release

[ Request to release ]€- r- 'I Assignment |
v
[ Release fixed status ](- --I Incident with wait for release status | <
i <?
¥
| Release report |-- ->[ Release report ] \\
v 20
| Incident with released status |-- Approve case report
sign
v
[ Approve and assign incident ](- Assignment |

|
V.

[ Request to confirm ](

7 me
7

[Cunfirm fixed

e o]

Request |

A

Report

|-->[ Request to close ]

Vv

N
o -I Incident with user confirming statué

| Request |-

M

QO ;
& ®

| Inci(e.th wait for close status
~

>[ Approve ]
.

]
- .
](- r -I Target incident |

N
d‘\.) Close incident
4 ;

Incident with closed status

>| Verify
-| Fixed inciden

L1 CJ

&
v
A

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

Dgtailed attributes of each entity are described in Clause 5.

Common |

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

Defect'Management |

Key
= =2 Dependency

EI Package

Figure 6 — Four name space of issue management entity

4.8.2 Common-entities

Aq showniin Figure 7, entities common to each issue management use case scenario can be deffined with
fiye classes. Issue records the issue and manages it. Status maintains the state the instance of [ssue has.

Targét\System is 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 ls;lie. 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 - Report
1 1 1.N 0..N
1..N 1.N
1N ¢
Target .
Trigger
system 58¢

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

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

Figure 7 — Class diagram of Common entities

4.3.3 Work Management entities

Work Mahagement includes several entities as shown in Figute’8. These are defined as the subclasdes
of four clfisses which are imported from Common. Issue which is imported from Common is inherited
to Work Jtem which is found as a result of consideration-in the development process. Target Syst¢m
which is imported from Common is inherited to Artifact which is created for the target system. Artifgct
is inheritpd to and detailed as Requirement, Design\Document, Program and Research Result. Trigger
which is imported from Common is inherited to.Work Plan. Report which is imported from Common|is
inherited|to Unfinished Work Item List and To<4do List.

Issue Target Systéem Trigger Report
<< from Common >> << from Cemmon >> << from Common >> << from Common >>
Unfinished To-do
Work Item Artifact Work Plan Work Item )
< List S
Z\
Design Research
equirement 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
<< from Common >>

%

Defect

Target System

<< from Common >>

L%

Artifact

Report

<< from Common >>

%

Defect Status
List

4.8.5

Requirement

Design

Document

Program

Trigger

<< from Common >>

4:

Testing

|

|

|

|

Test Plan

Test
Environment

2 g

Test P am
A

Test Data

Test Result

Figure 9 — Class diagram of Defect Management entities

IT Service Management entities

IT| Service Management includes several entities as shown in Figure 10. These are defingd as the
suppclasses of four classes which are imported from Common. Status which is imported from| Common
is jnherited to Internal Approved Status. [ssue which is imported from Common is inherited td Incident.
Target System which is.imported from Common is inherited to System Under Operation. Trigger which
is[imported from Cefmmon is inherited to Evidence. Evidence is inherited to and detailed [as Claim,
Screen Capture, Sefeen Operation, and Input Data.

© ISO/IEC 2020 - All rights reserved

11


https://standardsiso.com/api/?name=8b4556556f562ecb17d3af02d6de5e1e

ISO/IEC 23531:2020(E)

4.4 Cal

A categot
capability
use cases
describec

Status

<<from common>>

L‘A

Target System

<< from Common >>

4%

Issue

<< from common >>

L%

Internal System Incident
Approved Under
Status Operation
Trigger
o0
<< from common >>
Evidence
. N\
Claim Screen Capture Screen Operation &put Data
y.

Figure 10 — Class diagram of IT Service Management entities

egories of capability of issue management-tool

y of issue management tool capability is :determined by the type of use case scenario. The
r which processes common entities described in 4.3.2 that are commonly handled by the thrjee
is defined as common capabilities. Each'capability to process each of the three sets of entit
in 4.3.3, 4.3.4, and 4.3.5 is defined‘as work management capabilities, defect managemgnt

es

capabilities, and IT service managementapabilities, respectively (see Figure 11). Work managemgnt

capability
to handle
is to hand

ris to handle information on the tasks of development process. Defect management capability
information about defects that occurred in testing process. IT service management capabil
le information about ingidents to which the user faces on the operation of IT services.

Ve .
60

N

N\

) Work

management
capabilities

N

AN

Defect
management
capabilities

Y4

J 0

IT service
management
capabilities

~

-

J
~

—e

S

12

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

Inpsstetrat
and Report.
a)| Issue

The occurred issue is recorded and managed as one instance of Issue. NormaHly, the identifier, the
name, the description of the content, the occurrence date and time, name ofajperson whorh an issue
is assigned to, the priority, the related file, the comment of the participant,‘and the resolytion time
limit are recorded. In addition, influence degree, progress rate, etc. may be recorded in some cases.

b)| Status

The status of the issue is recorded and managed as one instape¢e of Status. Normally, an agsignment
identifier, a state identifier, a state name, a responsibility te approve, an approver, and anapproval
date and time are recorded.

c)| Target System

Information related to the object in which theissue occurred is recorded and manage¢d as one
instance 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.issue is recorded and managed as an instance of Trigger. Normally,
objects are different depending on categories, and there is no information handled in common.

e)| Report

A set of issues corresponding to an arbitrary condition is recorded and managed as ong instance
of Report together\with the result of the statistical processing and calculation of the set|of issues.
Normally, conditiens to be specified, calculation and statistical processing are different{ from the
purpose of use~And there is no information handled in common.

5.8 WorkManagement entities

Information of Common entities and specific to work management is recorded and managgd as one
inftance of Work Management entities. See Table 2 for the attributes which are held by each eptity.

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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6.1 Overview
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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)

b)

Issue management

Capability belonging to issue management is the capability which executes the use'cas

e defined

in 4.2 and which is used by actor in each use case such as developer. Furthermore, capabjlities are

categorized from the viewpoint of managing entity as following.

1y

2)

3)

4)

5)

Admiuistration capability

Té_be able to be operated suitably for the target environment, administration capability
setting for operation and customizing issue management.

Registering/referring/updating issue

The capability is updating, referring and updating issue. It creates<anhd updates the is
in the object model shown in Clause 4.

Status transition of the issue

The capability is transiting status of the issue. It creates and updates the status ent
object model shown in Clause 4.

Reporting

The capability is creating report aboutxissue management and issue itself. It cr¢
updates the report entity in the object medel shown in Clause 4.

Trace

The capability is referring and éditing the target issues. It refers and updates the targg
in the object model shown.in'Clause 4.

Communication

The capability isauxiliary and helps for communicating among people related to i
exchanging infermation with other tools. Architecture of interface to other tools s
disclosed.

EXAMPLE Ir'the case of files to be used for information exchange, a general-purpose forma
CSV fofmat can be used.

bue entity

ity in the

bates and

bt system

sues and
hould be

such as

r includes

1)

2)

Setting for operation

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) Issue management capability
1) Registering/referring/updating issues

The capability shall be registering, referring, and updating attributes as follows

— Name

— Hxplanation

— (Qccurred date and time

— Assigned to

— Hriority

— Related files

— Response

The dapability which registers, refers, and updates attributes ds follows should be included.
— Impact

— (ccurred project

— Related project

— Related users

— Hstimated time to be resolved
— Deadline of resolving issue

— Hrogression

— Start date for resolution

— Hxpected date forresolution
— Related 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.

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

3)

Application and approval for the status transition

2020(E)

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
Capability to attach files together with the request should be included when an
requests status transition.

Reporting
I (=]

executed.
applicant

7

The capabilities shall be able to do the following.

Showing list of unfinished issue

The capability is showing the list of issues which are the status»ef the issue as not

resolved.

Showing change history

The capability is showing the list of change history whichCincludes the status change of the

issue, the changes for the attributes, etc.

The following capabilities should be included.

Showing progress
This capability is showing quantitative progress for resolving issue.

Showing result of trend analysis for the issties

This capability is showing relationship with the attributes of the issues and number of

issues.

Showing the list of the issueswhich has not been finished for a long term.

Showing the list of the issues which has not been finished yet and has passed spdgcific days

from the occurred date:

Showing the list of-issues for each assigner

This capabiliti?is showing the list of the issues for each assigner.
Showing-workload

Thisyéapability is showing number of issues assigned for each assigner.

Showing passed time from start resolving the issue

This rapahilify is chnmring paccpd time form start rncnlving the issue

4)

Defining dashboard

This capability is defining content and layout of dashboard which shows the status
managed in the organization.

Trace

of issues

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 capabilities 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.

Administration capability

1y

The dapability shall be-able to do the following.

The fpllowing capabilities are expected.

Notifying change of the status

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

[l

mporting and exporting issue entities

his capability is importing or exporting issue entities from or to other tools. lt-also shoyld
nclude manipulating issue entities through API (application programming interface) called
y other tools.

o = e

et

mporting and exporting status entities

_

his capability is importing or exporting status entities from or tocother tools. It also should
hclude manipulating status entities through API called by other tools:

s

et

mporting and exporting report entities

_

his capability is importing or exporting report entities ffom or to other tools. It also should
hclude manipulating report entities through API called by other tools.

s

Importing and exporting target system entities

This capability is importing or exporting.target system entities from or to other tools.| It
dlso should include manipulating target system entities through API called by other tools.

Importing and exporting trigger entities

_

his capability is importing or exXporting trigger entities from or to other tools. It also shoulld
hclude manipulating trigger entities through API called by other tools.

s

Jetting for operation

Registering user

This capability is registering user of the issue management tool.

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

Ay
th

2)

.B  Work management capabilities

iy

The capabilities shall be able to do the following.

The following capabilities are expected.

[ssue management'capability

I'his capability 1s creating the template tor the report.

Customizing issue management

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 eachtype of issue and the conditfon which
is required to transit to the other status.

Definition of approval authority for issue state*transition
This capability is defining approval authority for issue state transition.
Defining the template for content of hotification on status transition

This capability is defining the ‘template for content of notification on status tranfsition. To
implement this capability, notifying the change of the status shall be implemented.

brk management capabijlitiés shall cover the capabilities defined as common capabilities in 6.2 and
e capabilities which are'specific to the work management category.

Registering/referring/updating issue

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

Type of the issue

2)

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

—

b) Adm]
1) 9

The d
work

— S
T
— R

1
B

2)

The (¢
workl

— R

T
1

6.4 De

Defect m
the capal

a) Issue

1) §

his capability should import or export information about trigger such as a work plan)frqg
r to other tools.

nistration capability
etting for operation

apabilities defined as common capabilities in 6.2 and the capabilities which are specific to t
management category shall be implemented.

etting type of issue used by project
his capability is selecting type of issue for each project.
egistering template for each project

his capability is specifying defining such as type ‘of issue and template of report as t
roject standard.

ustomizing issue management

apability defined as common capabilities in 6.2 and the capabilities which are specific to t
management category shall be implemented.

egistering name for type of the {ssue

ame.

fect managementcapabilities

hnagement capabilities shall cover the capabilities defined as common capabilities in 6.2 a
ilities whichiare specific to the defect management category.

management capability

egistering/referring/updating issues

his capability is customizing the status transition of issue and managing it with specifi

m

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

24
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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

2)

3)

e N bititi

build number

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 occurred.
Communication

Importing and exporting issue entities

This capability should import or export infermation about issue such as d
occurred time, and description from or to othektools.

Importing and exporting status entities

efect 1D,

This capability should import or export information about status such as status of a defect

from or to other tools.
Importing and exporting repettrentities

This capability should impert or export information about report such as a status list
from or to other tools.

Importing and exporting target system entities

This capability” should import or export information about target system
program ID-from or to other tools.

Importing and exporting trigger entities

This’ capability should import or export information about trigger such as test ¢
data and test results from or to other tools.

bf defects

such as

ases, test

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
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b)

26

Occurred version

S

cheduled resolution version

Occurred environment (software component, hardware etc.)

Probability of risk occurrence

Frequency of risk occurrence

Reporter

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

2)

3)

o]

et

o]

=

et

=

—_

|
T

ype of the issue

he attributes defined in type of the issue
hared internal memo

atus transition of the issue
hternal approval for status transition
ommunication
mporting and exporting issue entities

his capability should import or export information about issue such as incident
ccurred time, and description from or to other t6ols.

mporting and exporting status entities

his capability should import or export information about status such as status of
hcident from or to other tools.

mporting and exporting report entities

his capability should import or export information about report such as a list
hcidents from or to other tools.

mporting and exporting target system entities

his capability yshould import or export information about target system such
rogram ID and-0ccurred version from or to other tools.

mporting-and exporting trigger entities

his“capability should import or export information about trigger such as reporter ID a

d

escription from or to other tools.

D,

of

as

Administration capability

1) Setting for operation

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 itcwith specific
name.

6.6 Summary of capabilities

Cqpabilities of issue management tools are summarized in Table 3.
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