Problem Report Backlog Management (PRBM)

1.1 General Description and Title

The Problem Report Backlog Management (PRBM) measurement tracks the percentage of problem reports that have
been addressed in a month. Backlog describes open problem reports that have a resolution in progress.

Managing the resolution of pending problem reports provides for improving the quality of the product. PRBM helps
organizations to minimize the backlog of problem reports.

1.2 Purpose

At any point in time, the quality of a product or service is reduced with unresolved problem reports. PRBM provides an
evaluation of the product quality through the resolution of the problem reports. With a higher PRBM, the product quality
is better as experienced by the users. This measurement is used to manage the open, unresolved problem reports in a
software project. This measurement is supplemental to the measure on timely resolution of the problems in line with
the Service Level Agreement for problem resolution. While the Fix Response Time measures the ability to meet the
committed timelines in problem resolution, the PRBM indicates the ability to maintain the product quality independent of
and beyond the SLAs. SLAs can be diverse due to commercial considerations. PRBM, therefore, serves as a measure
of product quality.

1.3 Applicable Product Categories

This measurement applies to product category 7.2.2.

1.4 Detailed Description

a) Terminology
Fix Response Time
Problem Report

b) Counting Rules
All counting rules in Measurements Handbook section 5.1.4 b) shall apply.

c) Exclusions
All counting rule exclusions in 5.1.4 c) shall apply.
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d) Calculations and Formulas d) WE LT K OFHE

The applicable PRBM measurements shall be calculated monthly as shown in Table 1-2. WHT 2% PRBM JIEEIL, £ 121 R7T@Y AR L2THIER B0,

PRBM = Problem reports closed during the month / (Open problem reports carried forward from previous month + PRBM =1 » A MR U= RS [ (FTA 2> M0 8k L O RARREERE + 4 A 584 U7 RARREHR )
problem reports opened during the month) * 100 * 100

Table 1-1PRBM Notation # 1-1 PRBM I

Product BET  WESE  EH
Identifier Categories Definition NBMc 7.2.2 1 7 AN U 7= R S 4
NBMc 7.2.2 Number of Problem reports closed during the month NBMcf 722 BT 755 8 0 U o> A F R 5 5
NBMcf 7.2.2 Number of problem reports carried forward from the end of the previous month N et B L 0
NBMo 7.2.2 Number of problem reports opened during the month NBMo 122 A SR L TR AR 2
# 1-2 PRBM #3IT & UFEX
Table 1-2 PRBM Identifiers and Formulas
vl [
. H7E ID PRMB
Identifier Value . .
YT — NBMc 1 2 A IR U 7z RS 2
. NBMcf CiPERANEY . W AMIOF S 2 Hif 54
NBMc Number of Problem reports closed during the month ¢ ijﬂ )Efk: tﬁ;% jj?ﬂfj%%& Sk
NBMcf Number of problem reports carried forward from the end of the previous month NBMo TA% AR R AL A
NBMo Number of Problem reports opened during the month
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1.5 Sources of Data DHEED Tz DIZHFITT R TOMET —Z ZIUE L 2T b7 0n
Organizations shall collect all data necessary to support this measurement.
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