
 
 

  Page 1 of 10 
Service Management Office 
 

NEWCASTLE UNIVERSITY IT SERVICE 
NU SERVICE HOW-TO GUIDE: 
CREATE A PROBLEM RECORD 
CONTENTS 
 

 

1. Creating a new Problem Record……………………………..……………………………… 3 

 

2.  Handling a Problem Record…………………..……………………………………………….4 

 

3. Adding a Workaround…………………………………………………………………………….5 

 

4. Adding a Root Cause……………………………………………………………………………….6 
 

 
 

5. Adding a Task………………………………………………………………………………………….7 

 

6. Linking an Incident to a Problem Record………………………………………………..9 
 
 
 

 

 

 

 

 



 
 

  Page 2 of 10 
Service Management Office 
 

 

 

 

 

 

DOCUMENT CONTROL 

Document name: Analyst Guide – How to create a new Problem Record 
Department/function: Service Delivery 
Effective from:  Jan 2022 
Next review date:  Jan 2023 

 

VERSION HISTORY 

Version Date Author Change 
 0.1 06/01/2022 Aidan Fay Created 

    

    

 

 

 

 



 
 

  Page 3 of 10 
Service Management Office 
 

PROCEDURE 

All NUIT analysts can create a new Problem Record on NU Service; All mandatory fields marked as * must be 
completed to save the record.  

1. CREATE A PROBLEM RECORD  

1.1. First, go to the PROBLEM workspace. 

 

 

 

1.2. Then select NEW PROBLEM 

 

 

1.3. The Problem window will open. 
 

 

 

1.4. Enter the Problem Owner Information: 
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1.5. Enter the Summary, Description and other mandatory fields concerning the Problem: 
 
 

 

 

 

 

1.6. Click SAVE at the top of the page: 

 

 

 

You can now see that the Status has now been set to Logged: 

 

 

 

2. HANDLING A PROBLEM RECORD  

 

 

Once the Problem is logged, you can change take ownership by clicking INVESTIGATION from the top of 
the page: 

 

 

 



 
 

  Page 5 of 10 
Service Management Office 
 

The Status of the Problem is the updated accordingly: 

 

 

 

 

WORKAROUNDS 

 

A workaround can be added by selecting the WORKAROUNDS tab: 

 

 

 

Then by clicking New Problem Workaround, entering the Description and clicking Save: 
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You can now see the workaround has been added: 

 

 

ROOT CAUSES 

A Root Cause can be added by selecting the ROOT CAUSES tab: 

 

 

 

Then by clicking Add Root Cause, entering the Root Cause and clicking Save: 

 

 

 

You can now see the workaround has been added: 
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TASKS 

To aid investigations tasks can be assigned to other teams, a TASK can be created by clicking the TASK tab: 

 

Then by clicking New Task, entering the task details and clicking Save: 

 

 

You can now see the task has been added: 
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2.1. Next complete the Urgency under ticket information.  

  

 

2.2. Save the record from the ‘SAVE’ button above the Customer and status details.  

 

 

 

The Service Request has now been logged. 
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LINKING AN INCIDENT TO A PROBLEM RECORD 

 

There are two ways of linking an Incident to a Problem Record. 

To log a new Incident against the Problem, from the Problem Record select “New Incident”: 

 

 

 

Enter the Incident details and click Save:  

 

 

 

You can now see the Incident is logged against the Problem Record: 
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To add an existing Incident to a Problem Record: 

Click on the Incident tab: 

 

 

 

Click Link: 

 

 

Highlight the Incident you want to attach to the Problem Record, and click Select: 
 

 

 

The Incident is now attached. 
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