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Brainstorming Using Fishbone

• Identification of potential Critical X’s; Timeline, Staff Capability, and 
Training.

• Competing priorities were identified, and became more of an 
obstacle during the improvement phase. 
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Failure Modes and Effects Analysis (FMEA) 
Findings
• FMEA highlighted our teams inability to navigate any part of the 

process without the necessary experience and knowledge.
• Major delays occur without a required timeline to respond/view 

tickets. 
• With the current process we did not have enough staff capable to 

resolve tickets.
• Less experienced staff are incapable of resolving tickets without a 

troubleshooting guide and ample training/experience. 
• Due to jargon included in requests, interpreting requests is 

challenging without the necessary experience. 
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