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Section 1: RCA Form to be completed by requestor and attached to the associated Problem Record. Please note if this
requires immediate attention, contact XXXXXXXXXXXXX<Note: please remove the red instructional comments before
submitting>

Title: <One-liner description, including Configuration Submitted Date: MM/DD/YYYY
item name> <Date RCA is submitted to TxDOT>

Date of Incident/Failure: MM/DD/YYYY
Initiated By: First & Last Name <Your name> Employee of: TxDOT [ Service Provider [
Phone Number: (xxx) XXX-XXXx
TxDOT Vendor Management: TxDOT Solution Service Delivery Manager:
Phone Number: (XXX) XXX-XXXX XXXXXXXXXX (XXX) XXX-XXXX
Service Provider Contract Management: Service Provider Delivery Manager:
Phone Number: (XXX) XXX-XXXX <SDM First & Last Name and (XXx) XXX-XXXx>
Related Tickets / Change / Project / Service INC Number(s):

<TxDOTNow P1 Incident Ticket number>
PRB Number Vendor Ticket Number(s)
<TxDOTNow PRB ticket number> <Vendor PBIl and / or INC number>
Resubmission #
Overview:
<Cursory overview of the facts and just the facts; short and sweet. Do not include timeline or root cause in this
section. Impact should be in impact section, i.e. Unable to access application for 2 hours.>

Section 2: Incident

Priority <Ticket Priority> Duration <How long did the issue last?>

Service Cluster: <Insert Security, Network, e.g.>

Summary / Impact Description

<What was the impact? How many users were affected? What users, departments were affected? What function
were the users unable to perform?>

Was This Issue Caused by TxDOT, Service Provider, or TXxDOT Vendor? Please explain.

<Did Service Provider, TxDOT, and/or TxDOT vendor directly or indirectly cause, or contribute to the issue/outage.
Was there any fault or oversight on anyone’s behalf? If the answer to this is NO do not speculate, Simply say
“unknown”>

Section 3: Root Cause Analysis

List the participants in the Root Cause Analysis and describe any lessons learned or discussions related to this
Incident(s). Add additional rows, if needed. The Root Cause Analysis Guideline should be used to assist with the
discussion and analysis.

Name Role and Contact
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Root Cause Identification / Discussion

Lessons Learned / Recommendations

<What was the ultimate cause or causes of
the outage? Do not speculate or
troubleshoot here. This is direct cause of the
issue, for example, all the dominoes would
not have fallen if the first domino was not
pushed over in the direction of the second
domino.>

<Do not record here if asked for a PBI. The PBI number should have
been recorded in Section 1.

What is recommended to prevent this problem from reoccurring?
What lessons learned would there be?>

<If there are any processes documented,
these need to be referenced here.>

<Tie in PBI when it becomes available and close all loops /
preventative actions / corrective actions.>

Root Cause Analysis Summary

Section 4: Timeline / Chronological

List the events leading up to and occurring during the event. Either fill in the table below or use a Visio or PowerPoint
chart. If separate document is used, list it as a Supporting file and upload it the network and SharePoint locations.

Supporting Files and location:

from the Incident

List actions and events that led up to, occurred during and resulted Participant

<date time> <event>

<Names and contact info for person(s)
involved in the event>

<Reference activities and
notes in the ServiceNow
incident.>

<Reference any documented
processes for actions taken.>

What workaround(s) were implemented?

<A workaround is any solution used to temporarily restore (fully or partially) a service or function for the Known Error
(issue at hand). E.g., directing users to call the service desk to enter tickets if the TxDOTNow portal is down.>
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Section 5: Corrective Actions

List the Action Items that were done to fix the issue. Add additional rows, if needed.

# Action Item Ticket# Owner Due Date Status

<What was or will be done to correct the
problem. If TxDOT Vendor is involved,
include only the steps utilized or
recommended by them.>
<Unimplemented recommendations
should be listed in Preventative Actions.>

Section 6: Preventive Actions

List the Action Items that need to be completed to avoid future occurrence. Add additional rows, if needed.

# Action Item Ticket# Owner Due Date Status

<What are the recommended
implementations to stop this from
recurring? If items are listed under
recommendations in section 5, these
would be put here.>

<If a root cause is unknown and PBl is
requested, include in this section.>

Section 7: RCA Corrective/Preventative Action Authorization

Authorization: Authorize [ Rejected [

Reason for Rejection:
TxDOT IMD Stakeholder:
TxDOT IMD Section Director:
Service Provider Delivery Approval: Date: MM/DD/YYYY
TxDOT IMD Stakeholder Approval: Date: MM/DD/YYYY
TxDOT IMD Section Director Approval: Date: MM/DD/YYYY
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Section 7.A: Pending Status

[ Pending Procurement

[ Pending Project Implementation / Completion
(1 Pending Vendor Action

[ Pending Change

[ Pending TxDOT Business Unit

Comments:

Section 8: RCA Implementation Status

Implementation Status: Complete (1

Not Complete [

Status Reason:

Service Provider Delivery Approval:

Date: MM/DD/YYYY

TxDOT IMD Stakeholder Approval:

Date: MM/DD/YYYY

Service Provider Contract Initial:

Date: MM/DD/YYYY

TxDOT Contract Initial:

Date: MM/DD/YYYY
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