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Introduction to the Issue Management Plan Template
The purpose of an issue management plan is to ensure that issues are properly managed to reduce negative impacts on the project. Issues are defined as something in dispute or something to be resolved. The resolution of issues may have an impact on the project’s scope, schedule, cost, or quality.
In simple terms, an issue is commonly described as something affecting the project that has occurred or is happening, while a risk is described as an event that has not yet occurred but might in the future.
This Issue Management Plan defines the processes and procedures by which issues are identified and managed throughout the project lifecycle. The Issue Management Plan should cover: 
How issues will be documented
How the Issue Escalation process works
How to track issues and
How to communicate issues

The Issue Management Plan should include processes for issue identification, documentation, analysis, control, tracking, reporting, and escalation. The Issue Management process will bring visibility, accountability and timely resolution to issues. Analysis of the issues will provide information (data) and understanding for more informed decisions. Recording and reviewing issues will prevent the project team from neglecting the issues or having them escalate, which could adversely affect the project.
This template provides the suggested structure for the Issue Management Plan along with instructions and descriptions to guide the reader in understanding how to complete it.
Template style conventions are as follows:
	Style
	Convention

	Normal text
	Indicates placeholder text that can be used for any project.

	[Instructional text in brackets]
	Indicates text that is be replaced/edited/deleted by the user]

	Example text in italics
	Indicates text that might be replaced/edited/deleted by the user



As you complete the template, please remember to delete all instructional text (including this section) and update the following items, as applicable:
· title page
· version history
· table of contents
· headers
· footers
Update the document to a minor version (e.g., 1.1, 1.2) when minimal changes are made and a major version (e.g., 2.0, 3.0) when significant changes are made.
Project Sample Library:
The CA-PMF has a Project Sample Library that contains real-world project artifacts from approved projects that you can reference to help you complete CA-PMF templates. Visit the CA-PMF website to access the Project Sample Library.


[bookmark: _Toc448929956][bookmark: _Toc448933968][bookmark: _Toc474501468]Introduction
[bookmark: _Toc448929957][bookmark: _Toc448933969]In the Introduction section of the Issue Management Plan, describe how issue management will be performed throughout the lifecycle of the project. The high-level approach should introduce the methodology for issue identification, analysis, resolution, tracking and escalation. Reference the CA-PMF Planning Chapter, Issue Management section for additional information regarding managing issues.
[bookmark: _Toc474501469]Roles and Responsibilities
[bookmark: _Toc448929958][bookmark: _Toc448933970][In the Roles and Responsibilities section of your Issue Management Plan, identify who, their role, and the corresponding responsibility for each Issue Management related activity. Utilize the pre-populated table below as a starting point. Add and subtract roles and responsibilities as appropriate for your project. Reference the Planning Chapter, Issue Management section in the CA-PMF for additional information regarding issue roles and responsibilities.]
	Name
	Role
	Responsibility

	[Insert Name]
	Project Sponsor
	· Provide necessary support to the Project Manager to ensure state and vendor resources are available to support execution of this Plan
· Provide necessary support to ensure state and vendor resources commit to issue management efforts.
· Monitor efforts to address project issues and provide leadership to focus resources on resolving open issues. 

	[Insert Name]
	Project Manager
	· Track progress of issue management efforts by reviewing issue management reports.
· Ensure other project processes that interact or provide input to issue management efforts are being adhered to.
· Ensure the project team executes this Plan and that issue management activities are being performed in a timely manner.

	[Insert Names]
	Executive Steering Committee (ESC) (if it exists)
	· Review issue reports provided to the ESC and understand the effects of all open issues. 
· Ensure the Project Manager has a sound plan for resolving open issues and for resolving issues escalated to the ESC.

	[Insert Name]
	Vendor Project Manager
	· Perform reviews of issue management work performed by the vendor team.
· Verify work complies with this Plan’s issue management approach and contract requirements.
· Share responsibility for identifying issues timely in order to mitigate and minimize project impact.

	[Insert Name]
	Issue Manager
	· Maintain the overall issue management process as well as Issue Log containing issue details.
· Ensure issues managed by this plan are organized, managed, communicated and controlled.
· Ensure all issues are resolved in a timely manner in order to minimize project impact.

	[Insert Name]
	Issue Owner
	· Manage, administer and complete assigned issue management activities. 
· Share responsibility with the Issue Manager and Project Manager to ensure issues are identified, managed, and resolved in a timely manner in order to minimize project impact.



[bookmark: _Toc474501470]Issue Identification
[bookmark: _Toc448929959][bookmark: _Toc448933971]Issue Identification is a recurring event. It consists of project team members determining if potential issues are truly issues or should be tracked as risks or changes. A potential issue is any concern that a team member or Stakeholder would like to address. Adopted issues are documented in the Issue log and assigned a unique number for tracking through the life of the project.
Issue identification is an integral process to ensure successful delivery of any project. Issues arise throughout the project lifecycle, and require swift recognition, attention, and resolution to minimize their impact to the project. Any project team member can identify an issue and issues should be raised to the team lead, Project Manager, or Risk/Issue Manager.
[For the Issue Identification section of your Issue Management Plan, describe the methods for identifying and recording issues including the use of an Issue Log. The Issue Log should consist of the following attributes. Attribute descriptions are provided to help understand usage. Reference the Planning Chapter, Issue Management section in the CA-PMF for additional information regarding issue identification.
ID # - Enter a unique identifier used to reference the issue.
Issue Title – Enter the issue title that will appear on issue reports. It should be brief but also convey the issue implications.
Issue Statement or Description –Enter an issue description that contains enough detail to provide project Stakeholders with an understanding of the issue and its impact to the project.
Date Issue Identified – Enter the date the issue was added to the issue log.
Issue Originator – Enter the person(s) who identified the issue.
Impact Rating – Enter the issue’s impact to the project. In the sample table below, the project has defined impact ratings as High, Medium, or Low and provided a definition for each. ]
The following table provides example issue entries:
	Issue Identification

	ID#
	Issue Title
	Issue Statement or Description
	Date Issue Identified
	Issue Originator
	Impact Rating

	1
	Current costs exceed project budget
	The current project costs are 12% higher than budgeted 
	XX/XX/XXXX
	Project Manager
	High

	2
	Staff attrition
	The project’s Enterprise Architect has left the project leaving the position vacant
	XX/XX/XXXX
	Project Sponsor
	High

	
	
	
	
	
	


[bookmark: _Toc474501471]Issue Analysis
Issues are initially submitted to the Project Manager and/or the Issue Manager if the project is large and complex enough to assign a specific resource to manage issues. The issue is then entered into the Issue log and assigned an issue owner. Issues and potential issues are reviewed in a regularly scheduled status meeting or possibly a dedicated issue management meeting. This provides a consistent and on-going evaluation of issues and strategies to resolve them. Some issues may require more in-depth evaluation and analysis in order to clearly understand the issue and the impact to the project.
[For the Issue Analysis section of your Issue Management Plan, describe the steps involved in conducting analysis of identified issues. Reference the Planning Chapter, Issue Management section in the CA-PMF for additional information regarding issue analysis.]
[bookmark: _Toc474501472]Issue Resolution and Escalation
Depending on the nature of the issue, the Project Manager may directly address the issue by working with the Issue Manager and/or the Project Sponsor when appropriate. The Project Manager may also assign an Issue Owner, who is a project team member assigned to resolve the issue. As each issue is resolved, the solutions are incorporated into the project plans, project schedule, project policies, processes or procedures, and/or business rules as appropriate.
The escalation process ensures that critical issues are resolved in a timely manner and reach the necessary decision-making authority for issue resolution. The Project Manager, Issues Manager, Issue Owner, and Project Team should strive to make decisions and address issues at the lowest possible level. Issue(s) that cannot be resolved at the project level are escalated to the Project Sponsor, who is responsible for escalating resolution of the issue to the Executive Sponsor and/or the Steering Committee when appropriate.
[In the Issue Resolution section of the Issue Management Plan, describe how issues are resolved. The process should begin with assigning an owner to the issue who is responsible for managing the issue resolution activities until the issue is resolved. Include steps for escalating an unresolved issue. An issue log can assist with this process for recording the issue owner, date the issue was assigned and the issue resolution description. Reference the Planning Chapter, Issue Management section in the CA-PMF for additional information regarding issue resolution.]
Attribute descriptions are provided to help understand usage.
· Issue Owner - Enter the name of the person assigned to resolve the issue.
· Date Assigned – Enter the date that the Issue Owner was assigned.
· Issue Resolution Description – Enter a description of the plan for resolving the issue.













The following table shows an example of recording issue resolution information in the issue log.
	Issue Identification
	Issue Resolution

	ID #
	Issue Title
	Issue Statement or Description
	Date Issue Identified
	Issue Originator
	Impact Rating
	Issue Originator
	Date Assigned
	Issue Resolution Description

	1
	Current costs exceed project budget
	The current project costs are 12% higher than budgeted 
	XX/XX/XXXX
	Project Manager
	High
	Name
	XX/XX/XXXX
	Review existing budget. Determine root cause for over budget condition. If root cause is within project’s control, initiate a cost control strategy. If it is not within project control seek budget augmentation

	2
	Staff attrition
	The project’s Enterprise Architect has left the project leaving the position vacant
	XX/XX/XXXX
	Project Sponsor
	High
	Name
	XX/XX/XXXX
	The Department will re-assign an architect from a lesser priority project temporarily until a new architect is hired
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[bookmark: _Toc474501473]Issue Control, Tracking, and Reporting
Typically, the Issue Manager updates and tracks issues using an Issue log. The log is used to review outstanding issues with the project team on a weekly basis. The Issue Owner is responsible for reporting to the project team about progress on the issue and any other relevant information. This can occur during meetings or as requested. Updates are noted in the Issue log, including the date of the update and the location of any additional information related to the issue. Critical issues require closer review and are monitored more frequently.
[In the Issue Control section of the Issue Management Plan, describe the approach to controlling issues including the efforts to monitor the status and progress of open issues. Suggested status entries include the following, but others could be added based upon project needs.]
Issue Status – a notation regarding the current state of the issue. Enter the name of the person assigned to resolve the issue.
· Logged – the issue has been acknowledged and added to the Issue Log
· Assigned – the issue has been assigned to an owner for resolution 
· Implementing – A resolution plan has been developed and is being implemented
· Completed – the resolution plan has been completed 
· Closed – the issue has been closed

Issue Closure Date – Enter the date that the issue was closed.
Issue Resolution Description – Enter a description of the plan for resolving the issue if not already entered.
The table on the following page reveals an example Issue Log containing key information for Issue Identification, Issue Resolution and Issue Control.
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	[bookmark: _GoBack]Issue Identification
	Issue Resolution
	Issue Control

	ID #
	Issue Title
	Issue Statement or Description
	Date Issue Identified
	Issue Originator
	Impact Rating
	Issue Owner
	Date Assigned
	Issue Resolution Description
	Issue Status
	Issue Closure Date

	1
	Current costs exceed project budget
	The current project costs are 12% higher than budgeted 
	XX/XX/XXXX
	Project Manager
	High
	Name
	XX/XX/XXXX
	Review existing budget. Determine root cause for over budget condition and initiate a cost control strategy. 
	Assigned
	

	2
	Staff attrition
	The project’s Enterprise Architect has left the project leaving the position vacant
	XX/XX/XXXX
	Project Sponsor
	High
	Name
	XX/XX/XXXX
	The Department will re-assign an architect from a lesser priority project temporarily until a new architect is hired
	Closed
	XX/XX/XXXX
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