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Abstract : IT service trending of root causes of service incidents and problems is an important part of proactive problem
management and service improvement. Human error related root causes are an important root cause category also in IT
service management, although it’s proportion among root causes is smaller than in the other industries. The research problem
in this study is: How root causes of incidents related to human errors should be categorized in an ITSM organization to
effectively support service improvement. Categorization based on IT service management processes and based on Human
Factors Analysis and Classification System (HFACS) taxonomy was studied in a case study. HFACS is widely used in human
error root cause categorization across many industries. Combining these two categorization models in a two dimensional
matrix was found effective, yet impractical for daily work.
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