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	Statement of Confidentiality

	
This GS Lab (Great Software Laboratory) and/or GAVS (GAVS Technologies) artefact and/or document and/or presentation is strictly confidential. It contains proprietary information intended only for recipients. 

The recipient acknowledges and agrees that: (i) this artefact and/or document is not intended to be distributed ii) the recipient does not have the right to implement, copy, reproduce, fax, publicly divulge, or further distribute it, in whole or in part in any form, without seeking the express written permission from GS Lab and GAVS. 

Any unauthorized use of the contents of this artefact and/or document and/or presentation in any manner whatsoever, is prohibited. The artefact and/or document and/or presentation represents GS Lab and/ GAVS’s current product offerings and best practices which are subject to change without notice. Please note that GS Lab and GAVS collaborate in relation to some of its offerings. 

All third-party trademarks used herein belong to their respective owners and may be protected by law. This artefact and/or document and/or presentation only refers to such trademarks under the doctrines of nominative and descriptive fair usage to illustrate and explain concepts without implying violation of any legal constraints. If improper activity is suspected, all available information may be used by GS Lab and /or GAVS for any remedy or for lawful purpose.
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[bookmark: _Toc125556893][bookmark: _Toc135856956][bookmark: _Toc431288753][bookmark: _Toc292282843][bookmark: _Toc292723747]Section A: Introduction
1. [bookmark: _Toc125556894][bookmark: _Toc135856957]Overview
The following Change Management Process has been designed for the GAVS IT Service Management program. It will be used as a reference for the implementation and use of the Change Management lifecycle on an ongoing basis. This process document is based on the best practices described in the Information Technology Infrastructure Library (ITIL®) Framework. 
It includes Change Management goals, objectives, scope, policies, key terms, roles, responsibilities, authority, process diagrams and associated activity descriptions. This Process will have relationships with other Processes and those documents should be read and understood along with this, the primary related processes being Release & Deployment Management, Service Desk, Incident & Problem Management, Change Enablement, Configuration Management & Asset Management.
2. [bookmark: _Toc125556895][bookmark: _Toc135856958]Definition
ITIL® defines Change as the addition, modification, or removal of anything that could influence IT services. Changes usually result in a modification to a specific component of the IT infrastructure or one of the key business applications.
Change Management is the set of processes that allows changes to be introduced to the live environment in a controlled fashion that minimizes disruption and maximizes efficiency. Change management ensures that a standardized set of procedures is used to promptly handle all requests for change. It ensures that all changes are recorded, assessed, approved, prioritized, and deployed in a manner that meets business requirements and protects the stability and reliability of critical IT systems.
3. [bookmark: _Toc125556896][bookmark: _Toc135856959]Process Objective
The purpose of this standard operating procedure (SOP) is to ensure that change teams are aware of the goals, objectives, roles, and procedures involved in every process applied throughout the lifecycle of a change. This document will serve as a best-practice guide and can be used to train new staff who will be involved in change management. This SOP is a step-by-step guide to enabling IT change in the organization, from the request stage to the post-implementation review stage.
The primary goal for change management is to ensure stability and availability of the technical environment. This is done by minimizing the impact and disruption of any changes introduced into the environment through clear documentation and thorough analysis.
The objectives of the Change Management process are to:
· Respond to the Customer’s changing business requirements while maximizing the value and reducing Incidents, disruption, and rework.
· Respond to the business and IT Requests for Change (RFCs) that will align the services with the business needs
· Ensure that changes are recorded and evaluated, and that authorized changes are prioritized, planned, tested, implemented, documented and reviewed in a controlled manner.
· Ensure that all changes to configuration items are recorded in the configuration management system.
· Optimize overall business risk.
· Ensure standardized methods and techniques are used for efficient and prompt handling of all changes to IT Services in order to meet agreed service levels and to prevent the occurrence of any change-related incidents
4. [bookmark: _Toc125556897][bookmark: _Toc135856960]Scope
The Change Management policy and process is applicable to all parties operating within the organization’s network environment or utilizing information resources. No employee is exempted from the change management policy. Change Management scope covers all changes to the aspects of service design: the solution, management information systems infrastructure services, tools, technology, architectures, measurement systems, people, Information security components, quality deliverables. Changes or proposed changes in the organization, its activities or materials and OH& Management System are also covered in the scope. 
4.1. [bookmark: _Toc125556898][bookmark: _Toc135856961]Out-of-scope Requests
Requests coming into change management must be filtered for scope and directed to the proper workflow if it is not a change. If a request is not a change, it is forwarded to the proper workflow. 
Guiding principles for changes versus projects at request intake:
· Change build times shall be less than 40 hours of work.
· Resources for a change must equate to less than $20,000 over operating costs.
· Requests estimated to be more than 40 hours of work or $20,000 over operating costs are relayed to the project management office for project intake.
4.2. [bookmark: _Toc125556899][bookmark: _Toc135856962]Request Examples
	Change
	Service Request (user)
	 Projects
	Operational Task (backend)

	· Fixing defects in code
· Changing configuration of enterprise system
· Adding new software or hardware components
· Switching an application to another VM
	· Standardized request
· New PC
· Permissions request
· Change password.
· Add user. 
· Purchases
	· ERP upgrade
· HRIS upgrade
· New application selection, purchase, and implementation
	· Change the backup tape.
· Delete temporary files.
· Maintain a database (that is well defined, repeatable, and predictable)
· Run utilities to repair a database



2. [bookmark: _Toc35262178][bookmark: _Toc35533812][bookmark: _Toc35540786][bookmark: _Toc35878834][bookmark: _Toc35879047][bookmark: _Toc35879219][bookmark: _Toc125466614][bookmark: _Toc125467152][bookmark: _Toc125553948][bookmark: _Toc125556900][bookmark: _Toc135856714][bookmark: _Toc135856797][bookmark: _Toc135856880][bookmark: _Toc135856963]
3. [bookmark: _Toc21956909][bookmark: _Toc22559285][bookmark: _Toc31637879][bookmark: _Toc35262179][bookmark: _Toc35533813][bookmark: _Toc35540787][bookmark: _Toc35878835][bookmark: _Toc35879048][bookmark: _Toc35879220][bookmark: _Toc125466615][bookmark: _Toc125467153][bookmark: _Toc125553949][bookmark: _Toc125556901][bookmark: _Toc135856715][bookmark: _Toc135856798][bookmark: _Toc135856881][bookmark: _Toc135856964]
4. [bookmark: _Toc21956910][bookmark: _Toc22559286][bookmark: _Toc31637880][bookmark: _Toc35262180][bookmark: _Toc35533814][bookmark: _Toc35540788][bookmark: _Toc35878836][bookmark: _Toc35879049][bookmark: _Toc35879221][bookmark: _Toc125466616][bookmark: _Toc125467154][bookmark: _Toc125553950][bookmark: _Toc125556902][bookmark: _Toc135856716][bookmark: _Toc135856799][bookmark: _Toc135856882][bookmark: _Toc135856965]
5. [bookmark: _Toc125556903][bookmark: _Toc135856966]Benefits
There are several qualitative and quantitative benefits that can be achieved, for both the IT Service Providers and the Customers, by implementing an effective and efficient Change Management process.  The Change Management Project Team has agreed that the following benefits are important and will be assessed for input to continuous process improvement throughout the Change Management process lifecycle.
5.1. [bookmark: _Toc125556904][bookmark: _Toc135856967]Benefits to IT Service Provider
· Increased insight into the objective of, and how to contribute to, the Change Management process.
· Better streamlined process and information for initiating Changes
· Increased visibility and communication of Changes to IT staff
· Contributing to better estimates of the quality, time, and cost of change
· Better use of resources, prioritization of effort and planning of Changes
· Fewer Changes that have to be remediated, along with an increased ability to do this more easily when necessary
· Improved information and reporting for management guidance, continuously improving the Change Management process and providing integration with related processes
· Increased productivity of IT staff through less need for implementing urgent Changes or back-out activities
· Greater ability to absorb a large volume of Changes.
· Better control over Change related contractor, vendor, or project activities
· Better business perception of the IT department through an improved quality of service and a professional approach
5.2. [bookmark: _Toc125556905][bookmark: _Toc135856968]Benefits to End-users
· Implementing changes that meet the business’ agreed service requirements while optimizing costs
· Contributing to meet governance, legal, contractual and regulatory requirements.
· Increased insight into the objectives and contributions of Change Management process
· Better alignment of IT services to the actual business and user requirements
· Better streamlined process and information for initiating Changes
· Increased visibility and communication of Changes to business and users affected.
· Reduced adverse impact of Changes on the IT services and Service Levels by improved impact and risk assessment.
· Increased productivity of users through fewer disruptions (higher service availability) and higher-quality services
6. [bookmark: _Toc125556906][bookmark: _Toc135856969]Key Terms
	Acronym
	Term
	Definition

	
	Change
	The addition, modification, or removal of anything that could influence IT services.

	
	Release
	A single change or a collection of changes.

	
	Release Package
	A bundle of changes that will be built, tested, and deployed in a single release.

	RFC/CR
	Request for Change/Change Request
	A document that is proposing a change to alter a system.

	
	Deployment
	The final stage of the process where the release gets introduced into the live IT environment.

	
	System Testing
	Testing conducted on a complete, integrated system to evaluate the system’s compliance with its specified requirements after a change has been made.

	
	Regression Testing
	Testing conducted to uncover new software bugs in existing functional and non-functional areas of a system after changes have been made to them.

	
	System Integration Testing
	Testing conducted to test a software system’s coexistence with other integrated systems.

	UAT
	User Acceptance Testing
	Testing conducted to test user acceptance of the system (access, workflows, etc.) after a change has been made.

	
	Backout Plan
	The backout plan will be used if problems have occurred from the deployment of a release. The backout plan is a variation of the install process and will ensure that the live environment is restored to its original state.

	CAB
	Change Advisory Board 
	A board made up of IT and business representatives to approve and schedule changes to the live environment.

	PIA
	Post-Implementation Activities
	Activities to be conducted after every change deployment. May include communication and training deployment. 

	PIR
	Post-Implementation Review
	Review of failed changes. Includes a root-cause analysis, mitigation actions, and lessons learned.



[bookmark: _Hlk16585968][bookmark: _Toc431288755][bookmark: _Toc125556907][bookmark: _Toc135856970]
Section B: Change Management Process
1. [bookmark: _Toc125556908][bookmark: _Toc135856971]Categorization of RFCs
1 [bookmark: _Toc21956929][bookmark: _Toc22559305][bookmark: _Toc31637901][bookmark: _Toc35262191][bookmark: _Toc35533825][bookmark: _Toc35540799][bookmark: _Toc35878864][bookmark: _Toc35879077][bookmark: _Toc35879249][bookmark: _Toc125466638][bookmark: _Toc125467176][bookmark: _Toc125553957][bookmark: _Toc125556909][bookmark: _Toc135856723][bookmark: _Toc135856806][bookmark: _Toc135856889][bookmark: _Toc135856972]
2 [bookmark: _Toc21956930][bookmark: _Toc22559306][bookmark: _Toc31637902][bookmark: _Toc35262192][bookmark: _Toc35533826][bookmark: _Toc35540800][bookmark: _Toc35878865][bookmark: _Toc35879078][bookmark: _Toc35879250][bookmark: _Toc125466639][bookmark: _Toc125467177][bookmark: _Toc125553958][bookmark: _Toc125556910][bookmark: _Toc135856724][bookmark: _Toc135856807][bookmark: _Toc135856890][bookmark: _Toc135856973]
1.1. [bookmark: _Toc125556911][bookmark: _Toc135856974]Category overview
· Pre-Approved/Standard
· Normal
· Major
· Medium
· Minor
· Emergency
	Pre-Approved (AKA Standard)
	Normal
	Emergency

	Pre-approved/standard changes are low risk changes that the implementation team is familiar with. They have a low probability of failure and proven backout procedures. These do not need to be reviewed by the CAB. They:
· Are repeatable with the same specific sequence of actions, with minimal judgment or decision points.
· Are low-risk or known-risk.
· Have implementation and backout plans have been documented and tested.
· Have unanimous concurrence (if there’s doubt a proposed change is “pre-approved,” it probably isn’t!)
Have minimal failure history (i.e., few occurrences in the PIR log).
	Major
Based on impact and likelihood of worst-case scenario.
	An emergency change must be associated with a critical incident or critical problem ticket.
Approval from the Emergency CAB (E-CAB) is sufficient to proceed with the change.
Urgency to implement the change must be established, as well as lack of any alternative or workaround.
A retroactive RFC must be created and approved by the CAB.
The business owner is to be notified immediately.

	
	Medium
Based on impact and likelihood of worst-case scenario.
	

	
	Minor
Based on impact and likelihood of worst-case scenario.
	



Note: If you aren’t sure whether a change is pre-approved, check with the change manager to confirm before implementing a change.
1.2. [bookmark: _Toc125556912][bookmark: _Toc135856975]Pre-approved / Standard Change
For a change ticket to be categorized as a pre-approved change, the following requirements are mandatory:
· The change has been successfully completed, on time and on budget, at least three times in the last year, by the same team.
· The change is on a predefined list of pre-approved changes.
· A backout plan exists and has previously been reviewed to be effective (i.e. a pre-approved backout plan).
· An implementation plan exists and has previously been reviewed to be effective (i.e. a pre-approved implementation plan).
· The change timeline is less than 24 hours.
If a proposed change does not meet all these criteria, the ticket cannot be classified as a pre-approved change.
IT will create a list of changes that are pre-approved to be on the list of pre-approved changes. The list will be reviewed every quarter and new candidate for the list will be considered. The net benefit is that time will be saved in acquiring approval for changes without adding risk to the technology environment.
Pre-approved change conversion from Normal Category:


Figure 1: Convert a Normal change to a Pre-approved (Standard) change.
Pre-approved changes are not exempt from due diligence: 
· Once a change is approved as pre-approved/standard, the deployment team should create and compile all relevant documentation:
· An RFC detailing the change, dependencies, risk, and impact.
· Detailed procedures and required resources.
· Implementation and backout plan 
· Test results 
· The Change Coordinator must keep a record of all submitted documents.
· Pre-approved changes must be recorded in the CMS/CMDB and change log after each deployment. 
Semi-Annual pre-approved change review (See workflow below)
· Pre-approved changes are reviewed every six months by CAB and the Change Manager.
· Pre-approved changes may remain on the pre-approved list if:
· They continue to be low-risk and repeatable.
· They have not caused any change related incidents in the past six months.


Figure 2: Pre-approved (Standard) change review process
1.3. [bookmark: _Toc391026961][bookmark: _Toc74581604][bookmark: _Toc125556913][bookmark: _Toc135856976]Normal Change
Risk will be the primary consideration in classifying the normal change as major, medium, or minor. The extent of governance required, as well as minimum timeline to implement the change, will follow from the risk assessment. 
Note: In case the normal change minimum timeline cannot be met, the ticket will need to be categorized as expedited.
Guiding Principle: Most changes entail an additional level of risk. Risk is a function of impact and likelihood. Risk may be reduced, accepted, or neutralized through following best practices around training, testing, backout planning, redundancy, timing, and sequencing of changes, among others.  

Risk = Impact x Likelihood of Risk Event Occurring
The risk matrix below describes the classification of major, medium, and minor changes based on impact and likelihood.
	Risk Definition
	                         IMPACT
	High
	Medium
	Major
	Major

	
	Medium
	Minor
	Medium
	Major

	
	Low
	Minor
	Minor
	Medium

	
	
	Low
	Medium
	High

	
	
	LIKELIHOOD



	
Impact is defined in this SOP and is aligned with the Incident Management Standard Operating Procedure. Network outages that result in a critical application being inaccessible are deemed equally critical as an outage in the system itself. 


Likelihood is defined in this SOP document and is a more subjective assessment.



1.3.1. [bookmark: _Toc384822231][bookmark: _Toc391026962]Change Risk: Impact Definition
Impact is a function of the number of system users impacted by a potential incident resulting from the change, the criticality of the system, and the extent of the deviation (system down or system slow/degraded functionality). 
The following questions are included in the RFC form and used to assess impact of each normal change.
	Weight
	Question
	High
	Medium
	Low

	15%
	Number of people affected
	36+
	11-35
	<10

	20%
	Number of sites affected
	4+
	2-3
	1

	15%
	Duration of recovery (minutes, business time)
	180+
	30-180
	< 30

	20%
	Systems affected
	Mission critical
	Important
	Informational

	30%
	External customer impact
	Loss of customer
	Service interruption
	None



Guiding Principle: Determination of impact should be around the worst-case scenario that could develop in the event of the change not working as planned.

1.3.2. [bookmark: _Toc384822232][bookmark: _Toc391026963]Change Risk: Likelihood Definition
Likelihood is a function of the change of failure or incident caused by a change implementation. Likelihood may reduce by developing non-technical aspects of the change such as creating an implementation, rollback, communication, or training plan. Other factors of likelihood such as “vendor assistance needed” may solely be dependent on the change. 
The following questions are included in the RFC form and used to assess the likelihood of each normal change.
	Weight
	Question
	High
	Medium
	Low

	25%
	Has this change been tested?
	No
	
	Yes

	10%
	Have all the relevant groups (companies, departments, executives) vetted the change?
	No
	Partial
	Yes

	5%
	Has this change been documented?
	No
	
	Yes

	15%
	How long is the change window? When can we implement?
	Specified day/time
	
	Per IT choice

	20%
	Do we have trained and experienced staff available to implement this change? If only external consultants are available, the rating will be “medium” at best.
	No
	Partial
	Yes

	25%
	Has an implementation plan been developed?
	No
	
	Yes



1.4. [bookmark: _Toc391026964][bookmark: _Toc74581605][bookmark: _Toc125556914][bookmark: _Toc135856977]Emergency Change
A change may be classified as an emergency change only if it is required to resolve a Severity 1 or Severity 2 incident, as defined by the incident management process, and the proposed change cannot meet minimum timeline requirements. 
An emergency change ticket must be linked to the relevant incident ticket to be approved.  
The Emergency Change Advisory Board (E-CAB) will need to approve this category of ticket before the change can be implemented.
The CAB will be informed about the emergency change in the next weekly meeting. The CAB may request a backout of the emergency change if it is deemed that the risks outweigh the benefits.
The VP(s) of the business unit(s) or corporate function(s) impacted by the change will be notified by the change coordinator within one business day of the change being implemented, and the communication will be kept on file.
For tickets emerging out of urgent and unforeseen business need, potential gaps in the planning process will be reviewed and improvements identified at the CAB meeting.
2. [bookmark: _Toc384797835][bookmark: _Toc398889724][bookmark: _Toc74581606][bookmark: _Toc125556915][bookmark: _Toc135856978]Assess and Evaluate Changes
Incoming change requests are assessed (by the change manager or technical review board) and evaluated to estimate the resources needed for the change. The following areas of assessment are mandatory fields located in the RFC and must be filled out for each normal change. 
2.1. [bookmark: _Toc398889725][bookmark: _Toc74581607][bookmark: _Toc125556916][bookmark: _Toc135856979]Cross-Dependencies identification by querying the Configuration Management System (CMS)
Systems directly or indirectly affected by the system experiencing a change must be identified by querying the CMDB. Owners of those systems should be notified of the requested change, its potential impact, and proposed implementation date prior to the change build process. 
2.2. [bookmark: _Toc398889726][bookmark: _Toc74581608][bookmark: _Toc125556917][bookmark: _Toc135856980]Assess Business Impact
The estimated business impact of implementing (and not implementing) a change is recorded in the RFC to be used as discussion for the rationale of the change and for prioritization of the change if needed. Both the positive and negative business impacts are to be recorded and may include SLA or workflows changes, access speeds, productivity, etc.
2.3. [bookmark: _Toc398889728][bookmark: _Toc74581609][bookmark: _Toc125556918][bookmark: _Toc135856981]Assess Required Resources
A resource assessment is performed to help assign the proper change build team and SMEs as well as to identify the ownership of the change. Furthermore, resourcing of a request is also needed to determine if the request is in scope for change management or if it is too large for change management in which case it is passed over to project management for the proper workflow. 
2.4. [bookmark: _Toc398889730][bookmark: _Toc74581610][bookmark: _Toc125556919][bookmark: _Toc135856982]Determine Risk Profile
Assess changes and assign a probability and impact to risks associated with each change. Use the risk assessment scheme to assess risk.
2.5. [bookmark: _Toc398889731][bookmark: _Toc74581611][bookmark: _Toc125556920][bookmark: _Toc135856983]Authorize Build and Test
The change manager (or technical review board) decides whether the RFC can progress to the build and test phase. They may choose to request additional assessments, defer the request, or reject it. The build stage is dependent of the department’s development workflow.
[bookmark: _Toc398889744][bookmark: _Toc74581612]

3. [bookmark: _Toc125556921][bookmark: _Toc135856984]Test Changes
The following tests will be conducted:
	System Testing
	Regression Testing
	System Integration Testing
	Rollback Testing
	User Acceptance Testing

	Evaluates the system’s behavior and compliance with requirements
	Evaluates the system to determine if the change has introduced any bugs or regressions. 

	Tests how the changed system interacts with other systems
	Tests the success of an uninstall – if the release has to be uninstalled, all components must be returned to the state they were in prior to installation

	Tests the user interaction with the changed system – UAT occurs in the later stage of testing and is critical to determine if training is necessary



Test results must be documented before the RFC can be submitted to the CAB for final review and approval. 
3.1. [bookmark: _Toc398889745][bookmark: _Toc74581613][bookmark: _Toc125556922][bookmark: _Toc135856985]Create Training Plan 
The training plan will be contingent on the results of user acceptance testing. Evaluating ease of use of the system is critical. Depending on the size and complexity of the release, users may already have the necessary skills to operate at full efficiency. Use the user acceptance testing results to identify the need for training and create a training plan.  
3.2. [bookmark: _Toc398889746][bookmark: _Toc74581614][bookmark: _Toc125556923][bookmark: _Toc135856986]Create an Implementation Plan
A comprehensive implementation plan must be completed and attached to the RFC before the RFC can be submitted for CAB approval. Much of this work will have been done during the design and build phase, but the plan should be reviewed and finalized after testing is complete. It should include:
· Install procedures.
· Resources required.
· Training required.
3.3. [bookmark: _Toc398889747][bookmark: _Toc74581615][bookmark: _Toc125556924][bookmark: _Toc135856987]Submit RFC to CAB
Once test results are documented, the RFC is ready for review by the CAB. The RFC, along with all associated assessments, plans, and test results, must now be submitted to the change manager for CAB approval. 
[bookmark: _Toc384797837][bookmark: _Toc398889748][bookmark: _Toc74581616]

4. [bookmark: _Toc125556925][bookmark: _Toc135856988]Approve Changes
[bookmark: _Toc398889749][bookmark: _Toc74581617][bookmark: _Toc125556926][bookmark: _Toc135856989]Send RFC to CAB Members (Prior to CAB Meeting)
· When the assessment and all applicable plans are completed, send the RFC to CAB members to review prior to the CAB meeting.
· This is particularly important, as time is always tight in CAB meetings.
· Give CAB members time to review, make notes, and prepare to best use the time in the meeting.
· CAB members will have the opportunity to ask questions of SMEs and the change manager to get a better understanding of the requested change.
· When feedback from CAB members is completed, submit the RFC for inclusion in the CAB meeting agenda.
[bookmark: _Toc398889750][bookmark: _Toc74581618][bookmark: _Toc125556927][bookmark: _Toc135856990]Final RFC Review (During the CAB Meeting)
· The change manager will assemble CAB members, plus all required SMEs, vendors, and business representatives.
· During the meeting, CAB members will have the opportunity to do one final review of the change.
· There is an opportunity for a brief question and answer period to provide further clarification and resolve any outstanding issues or concerns regarding the change.
[bookmark: _Toc398889751][bookmark: _Toc74581619][bookmark: _Toc125556928][bookmark: _Toc135856991]Approve or Reject the Change
The CAB will follow its prescribed procedure to approve or reject each change.
*Refer to Change Advisory Board Charter for further information.
[image: A picture containing text, screenshot, font, black
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Figure 3: Points to consider before approving RFC.
[bookmark: _Toc74581620][bookmark: _Toc125556929][bookmark: _Toc135856992][bookmark: _Toc398889752]Authorize the Deployment
If the change is approved, the change manager will give official authorization to deploy the change by changing the RFC status to “APPROVED.” 
[bookmark: _Toc74581621][bookmark: _Toc125556930][bookmark: _Toc135856993]Defer the Change 
The CAB might decide to defer an approved change for bundling with an existing release. 
5. [bookmark: _Toc384797838][bookmark: _Toc398889753][bookmark: _Toc74581622][bookmark: _Toc125556931][bookmark: _Toc135856994]Prioritize and Schedule Changes
5.1. [bookmark: _Toc398889754][bookmark: _Toc74581623][bookmark: _Toc125556932][bookmark: _Toc135856995]Prioritize Changes
The CAB will follow its prescribed procedure to prioritize changes.
5.2. [bookmark: _Toc398889755][bookmark: _Toc74581624][bookmark: _Toc125556933][bookmark: _Toc135856996]Schedule Changes
Examine change schedule:
· Check for available slots in the schedule.
· Watch out for maintenance windows for specific systems and services.
· Attempt to match the requested change date with available time slots in the change schedule.
Review business calendar:
· Make sure you take freeze periods into consideration.
· Ensure that the order of changes is appropriate and makes sense in terms of dependencies and impact to the business.
Finalize deployment dates:
· Finalize a date and time for change deployment and incorporate it into your change schedule.
5.3. [bookmark: _Toc398889756][bookmark: _Toc74581625][bookmark: _Toc125556934][bookmark: _Toc135856997][bookmark: _Toc384797839]Authorize Deployment
If the change is approved, the change manager will give official authorization to deploy the change. 
6. [bookmark: _Toc398889757][bookmark: _Toc74581626][bookmark: _Toc125556935][bookmark: _Toc135856998]Deploy Changes 
6.1. [bookmark: _Toc398889758][bookmark: _Toc74581627][bookmark: _Toc125556936][bookmark: _Toc135856999][bookmark: _Toc398889759][bookmark: _Toc384797840]Communicate the Rollout Plan and Provide Training
Identify all groups or individuals that will be impacted by the change.
Inform all relevant groups about the change before deployment and ensure that proper training on any new procedures or impact is provided in advance of the change where necessary.
6.2. [bookmark: _Toc74581628][bookmark: _Toc125556937][bookmark: _Toc135857000]Perform a Pre-Deployment Check 
After training has been confirmed, the release team must perform a pre-deployment check and obtain sign-off from the release manager. The purpose is to ensure that all requirements for successful installation (people, process, and technology) have been fulfilled. If any gaps are identified, the release team will have a chance to address them before the success of the installation is compromised. See Pre-Deployment Checklist for details.
6.3. [bookmark: _Toc398889760][bookmark: _Toc74581629][bookmark: _Toc125556938][bookmark: _Toc135857001]Implement the Change
Perform implementation procedure according to the implementation plan approved by the CAB.
6.4. [bookmark: _Toc398889761][bookmark: _Toc74581630][bookmark: _Toc125556939][bookmark: _Toc135857002]Validate Deployment and Performance
After installation, the performance of the affected components must be validated by the release team. The release manager should confirm that the installation mechanism was successful and that no errors were encountered. If serious problems occur during deployment, it may be necessary to roll back the deployment and diagnose the root cause of the failure using problem management.
6.5. [bookmark: _Toc398889763][bookmark: _Toc74581631][bookmark: _Toc125556940][bookmark: _Toc135857003]Record Results in the Change Log
After installation has been validated, the release must be recorded in the change log.
6.6. [bookmark: _Toc398889764][bookmark: _Toc74581632][bookmark: _Toc125556941][bookmark: _Toc135857004]Obtain User Acceptance
The change team must perform UAT and ensure that users sign off on the functionality of the new system. 
7. [bookmark: _Toc398889765][bookmark: _Toc74581633][bookmark: _Toc125556942][bookmark: _Toc135857005]Conduct Post-Implementation Activities
7.1. [bookmark: _Toc398889767][bookmark: _Toc74581634][bookmark: _Toc125556943][bookmark: _Toc135857006]Conduct a Post-Implementation Change Review
A post-implementation review (PIR, included in the RFC) is required to understand the reasons for any deviation from CAB-approved procedures and parameters. The purpose of a PIR is to identify improvement opportunities around training, skills development, planning methodologies, and closing these gaps through the lessons learned from deviations. 
These deviations include:
· Change partially complete (e.g., patched two servers instead of three servers as planned, due to running out of time)
· Time over-run – completed the change procedures as planned, but the downtime on the production/live environment was greater than the CAB approved window.
· The change did not work and the rollback/backout procedure was successful.
· The change did not work and the rollback/backout procedure was NOT successful.
· There was a deviation in the procedure from what was approved by CAB.
· Validation testing could not be conducted (e.g., if the business users did not participate in a UAT)
Any RFC other than pre-approved or normal will be reviewed at the PIR meeting to understand the reason, appropriateness, and recommendations for next steps. The change coordinator will manage the PIR meeting agenda and invite RFC originators to present their findings and document lessons learned.
The PIR report will be reviewed at the next CAB meeting, including root causes of deviations, action items to close the identified gaps, and backup documentation. The PIR report for each deviation will be attached to the relevant RFC to assist with similar changes in the future.
8. [bookmark: _Toc74581635][bookmark: _Toc125556944][bookmark: _Toc135857007][bookmark: _Toc384797841][bookmark: _Toc398889768][bookmark: _Toc62637594]Normal Change Workflow


Figure 4: Normal change workflow
9. [bookmark: _Toc74581636][bookmark: _Toc125556945][bookmark: _Toc135857008]Emergency Change Workflow



Figure 5: Emergency change workflow

10. [bookmark: _Toc384797842][bookmark: _Toc398889776][bookmark: _Toc74581637][bookmark: _Toc125556946][bookmark: _Toc135857009]Pre-Approved Change Workflow



Figure 6: Pre-approved (Standard) change workflow
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[bookmark: _Toc125556947][bookmark: _Toc135857010]Section C: Roles and Responsibilities
1. [bookmark: _Toc125556948][bookmark: _Toc135857011]User Roles and Functions
The responsibilities of various user roles in Service Design are listed as follows:
	Roles
	Responsibilities
	Assigned to / Position

	Originator
	· Investigates options to meet business needs.
· Consults with SME/Business/KB to create RFC.
· Originates RFC and populates required details.
· Creates communication content for service desk.
· Reviews RFC with Change Manager revises as appropriate.
· Presents change plan(s) to CAB.
· Implements change (or delegates as necessary).
· Performs testing and coordinates with business for user testing.
· Performs rollback as appropriate.
Presents at PIR as appropriate.
	All individuals in IT who implement changes to the live environment

	Business System Owner
	· Provides downtime window(s).
· Provides freeze period guidance.
· Advises on need for change (prior to creation of the RFC).
· Validates change (through UAT and/or other validation as necessary).
Provides approval for expedited change (executive level).
	To be defined by service/module

	Technical Subject Matter Expert (SME) and Approver
	· Advises on proposed change prior to RFC. 
· Reviews draft RFC for technical soundness.
· Assesses test plan and results.
· Assesses backout/rollback plan.
· Checks if knowledgebase has been consulted for prior lessons learned.
· May participate in the PIR if necessary.
Asks for vendor opinion if deemed necessary.
	To be defined by team/system
This role may be performed by the team leader of the originator or by the enterprise architect.


	Change Advisory Board (CAB)
	· Approves/rejects RFCs for normal changes.
· Reviews lessons learned from post-implementation reviews.
· Decides on the scope of change management, definition of categories (e.g., the definition of a “pre-approved change”), and process effectiveness.
· Reviews metrics and decides on remedial actions.
Reviews escalated support, emergency, and expedited changes retroactively.
	All directors and managers of IT


	Service Desk
	· Create communications plan after CAB approval (based on content from originator).
· Identifies if user experience will be impacted and tailors’ communication by group, if necessary.
· Prepares for service interruptions, if necessary.
· Recommends escalated support changes, if necessary, to rapidly restore service in the event of a Severity 3 or Severity 4 incident.
· Confirms critical incident in case of an emergency RFC request.
Completes incident management from failed changes.
	Service Desk Team Lead

	Change Manager
	· Accountable for the quality and integrity of the process.
· Ensures staffing is appropriate for change plan.
· Assesses the cost of the change request.
· Determines the probability of collisions (either through documented dependency mapping or through reviewing automated collision detection results).
· Ensures changes are completed according to SLAs.
· Manages change calendar.
· Chairs CAB meetings – scheduling, agenda preparation, reporting, follow-ups,
· Reviews post-implementation reviews and implements lessons learned,
· Has final authority on CAB decisions, especially when an agreement cannot be reached.
Responsible for internal communications (within IT).
	TBD

	Change Coordinator
	· Reviews RFCs for completeness (including risk impact/likelihood, timing, implementation plan, validation plan, backout plan, resourcing, calendar review)
· Gathers appropriate information for the RFC.
· Associates related CIs, incidents, and services to the RFC.
· Reviews change plans, defines, and validates sequencing for implementations.
· Reconciles completed tasks to changes.
· Conducts post-implementation reviews.
Validates requester satisfaction.
	TBD

	Cross-Functional Advisory Team
	Reviews change detail for potential impacts on other systems and services and makes recommendations to CAB for go/no-go.
	TBD

	Emergency Change Advisory Board (E-CAB)
	· Validates emergency change requests.
· Approves/rejects RFCs for emergency changes.
Ensures emergency change is documented.
	In priority order:
1. Manager of Originator
2. Manager on Call
Change Manager

	CIO or VP, IT
	Owns the change management policy, holds the enterprise-wide authority for the implementation of steps and procedures outlined in this SOP document, and enforces compliance with the requirements and consequences for failure to comply.
	CIO or VP, IT



[bookmark: _Toc431288761]

2. [bookmark: _Toc125556949][bookmark: _Toc135857012]RACI Matrix
The following RACI chart outlines which positions are Responsible, Accountable, Consulted, and Informed for each service desk process.
	Sr. No.
	Activity Description
	Change Originator
	System Owner
	Change Manager
	CAB Members
	Technical SME
	Service Desk
	CIO / VP-IT
	E-CAB Members

	1
	Review RFC 
	C
	C
	A
	C
	R
	C
	I
	R

	2
	Validate changes
	C
	C
	A
	C
	R
	C
	I
	R

	3
	Assess test plan 
	A
	C
	R
	R
	C
	
	I
	I

	4
	Approve RFC 
	I
	C
	A
	R
	C
	
	I
	I

	5
	Create communications plan
	R
	I
	A
	
	
	I
	I
	I

	6
	Deploy communications plan
	I
	I
	A
	I
	
	R
	
	

	7
	Review metrics
	
	C
	A
	R
	
	C
	C
	I

	8
	Perform a post-implementation review
	
	C
	R
	A
	
	
	I
	I

	9
	Review lessons from PIR activities
	
	
	R
	A
	
	C
	I
	



3. [bookmark: _Toc125556950][bookmark: _Toc135857013][bookmark: _Toc74581598]Change Advisory Board (CAB)
The CAB protects the live environment from poorly assessed, tested, and implemented changes.
The CAB also prioritizes changes in a way that fairly reflects the change risk (impact x likelihood). The CAB then schedules deployments in a way that minimizes conflict and disruption.
3.1. [bookmark: _Toc125556951][bookmark: _Toc135857014][bookmark: _Toc74581599]Change Advisory Board (CAB) Members and Attendees
The core CAB members are members of the Change Advisory Board who attend every weekly CAB meeting. Optional CAB members are welcome to attend CAB at any time but are only required when a change directly affects their department.
3.2. [bookmark: _Toc125556952][bookmark: _Toc135857015]CAB Responsibilities and Authority
	CAB Responsibilities 

	Protect the live environment from poorly assessed, tested, and implemented changes.

	· Evaluate all normal and emergency changes.
· Verify all normal change test, back-out, and implementation plans.
· Verify all normal change test results.
· Approve all normal changes.
· Approve all emergency changes (E-CAB).
· Review failed change deployments.

	Prioritize changes in a way that fairly reflects change impact and urgency.

	· Evaluate impact and urgency assessments.
· Prioritize all normal changes based on their impact and urgency.

	Schedule deployments in a way that minimizes conflict and disruption.

	· Schedule all normal changes.
· Schedule all emergency changes.



	CAB Authority

	The CAB holds:
· Final authority over the deployment of all normal and emergency changes.
· Authority to assume the risk of a change.
· Authority to set the change calendar: 
· Maintenance windows.
· Change blackout periods.
· Integrate project work.
· Authority to delay or defer changes.



3.3. [bookmark: _Toc125556953][bookmark: _Toc135857016]CAB Meeting Protocol and Agenda
	Duration
	1-2 hours

	Location
	Room big enough for entire CAB

	Time
	Tuesday, 10:00am

	Frequency
	Weekly or bi-weekly

	In-person/dial-in
	· In person
· Dial-in available for remote members

	Minutes
	Who will record and distribute the meeting minutes?

	Agenda
	· Review all changes (normal, emergency, pre-approved) implemented since last meeting.
· Review current changes.
· Prioritize current changes.
· Schedule changes.
· Discuss change management:
· Role changes
· Pre-approved change conversion
· Metrics and reporting



3.4. [bookmark: _Toc74581600][bookmark: _Toc125556954][bookmark: _Toc135857017]Emergency CAB (E-CAB)
The Emergency CAB (E-CAB) is the authority for approving emergency changes. Assembly protocol is as follows:
1. The Change Manager assembles a minimum of one business E-CAB member and one IT E-CAB member for an in-person or virtual meeting.
If this is not possible:
2. E-CAB members are contacted with the RFC’s details, then submit their feedback and vote to the Change Manager. 
The Change Manger will wait until a decision is received from at least one business and IT E-CAB member before approving or rejecting the change.
If this is not possible:
3. If incident resolution cannot be delayed without impacting business continuity, the Change Manager has the authority to approve the change. 

If this is not possible:
4. The SMEs and emergency change team will undertake their best efforts to affect the emergency change and restore functionality. In this case, all E-CAB members must still be notified of the RFC and the CAB will review the RFC at its next meeting. 

[bookmark: _Toc125556955][bookmark: _Toc135857018]Section D: Governance and Process Controls
1. [bookmark: _Toc125556956][bookmark: _Toc135857019]Metrics
The CAB will decide upon certain metrics and reports required to assess the maturity of the change management process and other related benefits. The change coordinator will be responsible for providing these metrics to the CAB as well as to other IT staff and the business, as appropriate.
	Ref#
	Metric

	M1
	Number of changes implemented for a time

	M2
	Number of changes successfully implemented for a time

	M3
	Number of changes implemented causing incidents

	M4
	Number of accepted known errors when change is implemented

	M5
	Total days for a change build (specific to each change)

	M6
	Number of changes rescheduled

	M7
	Number of training questions received following a change



2. [bookmark: _Toc125556957][bookmark: _Toc135857020]Key Performance Indicators (KPI)
The following table lists the key performance indicators (KPIs) that have been selected for tracking the success of the Change Management process. The KPIs will be measured and calculated as a percentage and reflected in the monthly SLA reports.
	Ref#
	KPI
	Product

	K1
	Successful changes for a period (approach 100%)
	M2 / M1 x 100%

	K2
	Changes causing incidents (approach 0%)
	M3 / M1 x 100%

	K3
	Average days to implement a change
	ΣM5 / M1

	K4
	Change efficiency (approach 100%)
	[1 - (M6 / M1)] x 100%

	K5
	Quality of changes being implemented (approach 100%)
	[1 - (M4 / M1)] x 100%

	K6
	Change training efficiency (approach 100%)
	[1 - (M7 / M1)] x 100%



3. [bookmark: _Toc125556958][bookmark: _Toc135857021]Critical Success Factors (CSF)
	Ref#
	CSF
	Indicator

	C1
	Successful change management practice producing quality changes
	K1, K5

	C2
	Consistent efficient change process
	K4, K6

	C3
	Change process maps to business needs
	K5, K6 



4. [bookmark: _Toc125556959][bookmark: _Toc135857022]Communication
	Communication Artifact
	Owner

	Standard Operating Procedure
	Enterprise Architect

	Change Management Standard and Policy
	CIO and Board

	Training material (initial, refresher, job aids, glossary)
	Change Coordinator (overall process)
Team Supervisors (job-specific material)

	CAB meeting documents (RFC summary, action items, schedules, calendar)
	Change Coordinator

	Change notifications:
· Completion
· Incidents
· Outages during change
	Originator (content)
Change Coordinator (IT)
Service Desk (Business)
Corporate Communications (External)

	Metrics
	Change Coordinator 

	Post-implementation review agenda, report, minutes
	Change Coordinator 

	RFC
	Originator (prior to CLOSE)
Enterprise Architect (after CLOSE)

	Monthly Executive Summary
	BRM
IT Directors



5. [bookmark: _Toc125556960][bookmark: _Toc135857023]Reports
· Forward Schedule of Changes 
· Summary of the number of changes in x period 
· Summary showing overall success for changes in the last x days or last. 
· Number of changes in x period by type 
· CAB report 

6. [bookmark: _Toc125556961][bookmark: _Toc135857024]Inter-relationships with other ITIL Processes
ITIL describes an integrated set of processes which, collectively, describe an overall approach or framework to service management. The interdependencies for Change Management process are described below. 
6.1. [bookmark: _Toc56504574][bookmark: _Toc125556962][bookmark: _Toc135857025]Problem Management
To resolve problems, changes are often required to implement workarounds and to resolve known errors. Problem Management team can submit an RFC to resolve an error in the IT infrastructure that is causing problems and incidents. Problem management team can work using the normal, standard, or emergency change process. In either case an RFC must be submitted. The effectiveness of problem resolution shall be monitored, reviewed, and reported on at planned intervals.
6.2. [bookmark: _Toc56504575][bookmark: _Toc125556963][bookmark: _Toc135857026]Configuration Management
Change Management relies on configuration management information within the CMDB when assessing the impact of a change on the IT infrastructure. It is essential that Cis affected by the change are identified. Information associated with the impacted Configuration Item (CI) is also updated throughout the Change Management process.
Changes to the infrastructure are a primary source of incidents so that CM should constantly keep IM aware of changes (e.g., online provision of change schedules).
6.3. [bookmark: _Toc56504576][bookmark: _Toc125556964][bookmark: _Toc135857027]Release & Deployment Management
The achievements against the expected outcomes can be communicated using the notification from the change request itself.  
The types of release, including emergency release, their frequency, and how they are to be managed, shall be defined. 
· The deployment of new or changed services and service components into the live environment shall be planned and coordinated with change management and include references to the related requests for change, known errors or problems, the deployment dates, deliverables, and methods of deployment. 
· The release shall be approved before deployment and verified against documented acceptance criteria. 
· Before deployment of a release into the live environment, a baseline of the affected CIs shall be taken. 
· The success or failure of releases shall be monitored and analyzed, including incidents related to a release post deployment, for opportunities for improvement.
6.4. [bookmark: _Toc56504577][bookmark: _Toc125556965][bookmark: _Toc135857028]IT Service Continuity Management
To minimize and manage risks that can negatively impact the business, IT Service continuity ensures necessary IT services are resumed within their minimum agreed to service levels. There are numerous procedures associated with IT Service Continuity that require regular updates to maintain accuracy. These updates and changes are managed by the Change Management process.
6.5. [bookmark: _Toc56504578][bookmark: _Toc125556966][bookmark: _Toc135857029]Security Management
Each change that occurs will be evaluated for its impact on security.
6.6. [bookmark: _Toc56504579][bookmark: _Toc125556967][bookmark: _Toc135857030]Knowledge Management
Helps ensure decision support for changes. This includes coordination and collaboration with other process areas for evolving data, information and knowledge for service-oriented decisions
6.7. [bookmark: _Toc56504580][bookmark: _Toc125556968][bookmark: _Toc135857031]Service Design and transition – Plan new or changed services.
New services or changes to services with potential to have major impact, removal of a service, and transfer of an existing service from/to organization/customer/third party shall follow service design and transition process taking service requirements into consideration. 
· Implementation Plan shall contain reference to authorities and responsibilities, activities with timescales, resources information, dependencies, testing, acceptance criteria, affected CIs, and date of effect. 
· Design shall include authorities and responsibilities, resources information, required training, SLA/contract changes, impact on other services, and updates to the service catalogue. 
· Release and deployment management shall be used to deploy the approved new or changed services into the live environment. 
· Services that are to be removed, the implementation plan shall include the dates for remove of the services and the activities for archiving, disposal or transfer of data, documented information and service components.
· Services that are to be transferred, the plan shall have the dates for transfer for services and activities for the transfer of data, documented information, knowledge and service components.
· CI affected by new or changed services shall be controlled through configuration management process.  
· After this, the interested parties shall be communicated with achievements against expected outcomes.


[bookmark: _Toc125556969][bookmark: _Toc135857032]Section E: Appendix
1. [bookmark: _Toc125123673][bookmark: _Toc125134660][bookmark: _Toc125138377][bookmark: _Toc125392690][bookmark: _Toc125556970][bookmark: _Toc135857033]References
	Guidance
	Section

	ISO 20000-1:2018
	Clause 8.5 – Service design, build and transition (Change Management)

	ITIL 4
	ITIL Strategist – Direct, Plan and Improve



2. [bookmark: _Toc125135326][bookmark: _Toc125392691][bookmark: _Toc125556971][bookmark: _Toc135857034]Templates
2.1. [bookmark: _Toc125556972][bookmark: _Toc135857035]Change Record Template



2.2. [bookmark: _Toc125556973][bookmark: _Toc135857036]Request for Change (RFC) Template



2.3. [bookmark: _Toc125556974][bookmark: _Toc135857037]Pre-Implementation Checklist Template



2.4. [bookmark: _Toc125556975][bookmark: _Toc135857038]Post-Implementation Checklist Template
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Header

				CHANGE REQUEST TRACKER

										Version:		2.0

										Effective From :		4-Jan-23

				Designation		Name

		Prepared by		Manager - Customer Success		Gouri Mahendru

		Reviewed by

		Approved by		VP - Quality Head		Sekar T







		Change History  

		Version No.		Release date		Process Improvement Proposal Reference No.		Summary of changes		Prepared by		Approved by

		1.00		17-Mar-15		NA		New		Rathan R		Kothanda Raman S

		1.01		1-May-17		NA		Changed the GAVS logo		Blessy Sara Bobby		Sekar T

		1.02		7-Mar-19		NA		Added CR Requestor Name & Role,Change control board decision		Basha		Sekar T

		2.0		4-Jan-23		NA		Added Change Classification Types		Gouri Mahendru











Template Version No: 2.0		Date: 09-Dec-08




CR Tracker

		Change Request Tracker

		Project ID/Name:

		CR. No.		Requested On		Requested By

35874: QMG:
1. Customer
2. Internal 
		Change Description		Priority		Approved/Rejected 		Assigned to		Release Reference		Estimated Effort 		Actual Effort 		Estimated Start Date		Estimated End Date 		Price Quoted 		Actual Start Date		Actual End date 		Status

35874: QMG:
Status of the Change 
Request -
1. Open 
Status of the Change 
Request -
1. Open 
2. Closed
3. Pending for approval from CCB
4. Pending for approval from Customer		

35874: QMG:
1. Customer
2. Internal 
																												Remarks 

		1		<dd-mmm-yy>
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CRF

		Change Request Form										Version No.				1.02

												Effective from				3/7/19



		CR #

Sekar: Change Request No.

				Change Classification		Select Classification

		Client Name :						Project Name

		CR Requestor Name & Role						Project Code

		Requestor Business Unit				Prepared by				Prepard Date

		Brief description of CR



		To be filled by the person requesting the change

		Sl. No		Description of Change Required (Attach screenshots if any)

Sekar: Sekar:
Mention application / modules names if changes needs to be done across various modules
		Justification for Change

Sekar: Sekar:
Ex. Legal, Business Requirement,
Performance finetunning, defect. Why is this change required?  How urgent is it?  Include the impact of NOT implementing the change>
		Change Type

Sekar: Sekar:
New Requirement
Change in Requirement
Design change
Change in Scope
Defect

				Notes / Remarks

Sekar Thanigaimani: Add links / sheet to support information for the request or embed any related documents



		1











		To be filled by the Project Manager or Person responsible for analyzing the impact

		Impact Analysis:

		Impact Severity:		Very High

		S.No.		Impact on Service / Deliverable / Hardware / Software / Features / Functionality / Sections		Supporting  Files / Documents if any		Effort in Person Hours

Sekar Thanigaimani: Specify the impact on the effort in person hours		Duration in Cal. Days

Sekar Thanigaimani: Specify the impact on duration for the requested change		Schedule / SLA

Sekar Thanigaimani: Specify the impact this change may have an impact on schedule / WBS / SLA		

Sekar: Sekar:
Mention application / modules names if changes needs to be done across various modules
										Cost

Sekar Thanigaimani: Specify the impact this change may have on cost
		

Sekar: Sekar:
Ex. Legal, Business Requirement,
Performance finetunning, defect. Why is this change required?  How urgent is it?  Include the impact of NOT implementing the change>
										Stakeholders

Sekar Thanigaimani: Specify the name or group of stakeholder who are likely to get affected by this change


								

Sekar: Sekar:
New Requirement
Change in Requirement
Design change
Change in Scope
Defect

				

Sekar Thanigaimani: Add links / sheet to support information for the request or embed any related documents		1







						Total

		Assumptions						Recommendations



		Risks						Notes



		Specify the Rollback Mechanism in case changes needs to be reverted

		Change Sl.No.		Activities / Refer separate document if required				Responsibility				Document Reference				Remarks

		NA		NA				NA







		Specify the Action Plan to implement the requested changes

		S.No.		Action Item description				Target Date		Responsibility						Dependency if any

		1

		2

		3



		CHANGE CONTROL BOARD - DECISION

		Decision		Due for Approval		Decision Date										Notes if any

		Conditions

		Decision Remarks

		Approval Name				Approval Signature







Guideline

		Field 		Explanation

		Project ID/Name:		Unique id assigned to the project/Name of assigned to the project

		CR No. 		The Change Request No. is a key to identify the particular Change Request.  The project team can decide on the numbering standard; this has to be defined in the CMP. 

		Date		The date when the CR is received.

		Requested By		The name of the person who has requested this change namely customer or internal .

		Change Description 		Breifly describe the change requested 

		Module Name/Feature 		Name of the Module or Feature.


		Priority 		Mention the priority of the CR High (H),  Medium (M),  Low (L)


		Accepted/ Rejected 		Indicate whether the change request has been accepted or rejected. The authority for accepting/rejecting a CR has to be defined in the CMP. (usually it would be the CCB).

		Approved by		The name of the person who has approved the change. This will be the name of the customer representative who has approved the CR after the effort and cost estimates. 

		Assigned to		The name of the team member(s) asssigned to work on the Change Request

		Severity Level		Severity of the CR/PR
1 : High – The CR/PR is affecting the major processing of the system.
2 : Medium – The affected functionality of the CR/PR is not major.
3 : Low – Only the minor changes (cosmetic) are requested.

		Affected Items 		 List items getting affected by the CR

		Patch Reference		Specify the Patch reference details for the changes made 
Specify NA if patch reference is not available I.e During development,Defect Fix before IT is completed at JBI 

		RTT Id		Mention the Requirement ID from the Requirements Traceability Table for the requirement/s being updated for the CR.

		Estimated Effort		Estimated effort (in hours) required to carry out the change.

		Actual Effort		Actual effort spent in processing the CR.

		Estimated Start date		The expected date by which the CR process will be started

		Estimated End date		The expected date by which the CR process as defined in the Change Management Process will be over (e.g. for development projects it could end of UAT whereas for support projects it could be porting on the live server)

		Price Quoted		Mention the cost of the CR which needs to be billed to the Customer

		Actual Start Date		The actual date on which the CR was started

		Actual End Date		The actual date on which the CR process as defined in the Change Management Process was completed (e.g. for development projects it could end of UAT whereas for support projects it could be porting on the live server)

		Status		The current status of the CR
1. Open 
2. Closed
3. Pending for approval from CCB
4. Pending for approval from Customer


		Remarks		Any additional information that could be useful in the project. 
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Document Version

		Document Revision Number

		3.0



		Effective Date

		4-Jan-23



		Owner

		GAVS Quality Team



		Modified by

		Gouri Mahendru



		Approved by

		





Document Revision History

		Version No.

		Release date

		Summary of changes

		Prepared by

		Approved by



		1

		10-Apr-14

		Initial Document

		Sujatha

		Sekar T



		1.1

		1-May-17

		Changed the GAVS logo

		Emmanuel F

		Sekar T



		2.0

		16-Dec-19

		Reviewed & added “Expediate Change” under change classification

		Rama Vani Periasamy

		Sekar T



		2.1

		6-Feb-21

		Annual Review

		Rama Vani Periasamy

		Sekar T



		3.0

		4-Jan-23

		Annual Review

		Gouri Mahendru

		



































		Request for Change Initiator

		



		Date Requested for change

		



		Request for Change Reviewed by

		



		Request for Change Approved by

		









1. Brief Description of the change (Not more than 4-5 lines)





1. Detailed Description of the change (Explain the intent for this change)







1. Impact Analysis (Explain the benefits of the change and what if the change is not implemented)











1. Change Classification (Select any  One)

☒Normal	☐Standard	☐Emergency	☐Expediate



1. Type of change (Check all that is applicable)

		Type of Subsystem

		Hardware

		Software

		Configuration Setup



		

		

		

		



		Host

		☐		☐		☐

		Network

		☐		☐		☐

		Storage

		☐		☐		☐

		Application

		☐		☐		☐

		Database

		☐		☐		☐

		Environment

		☐		☐		☐

		Firewall

		☒		☐		☐



		Physical movement

		☒		☐		☐



		Others - Describe in detail

		







1. Reason for change (Check all that is applicable) 

		Title

		Reason

		Reason

		Reason



		Maintenance

		☐Preventive

		☐Corrective

		☐Other



		Capacity

		☐Install

		☐Upgrade

		☐Swap/Reconfigure



		Functionality/Service

		☐New

		☐Expanded

		☐Obsolete



		Testing

		☐Functionality 

		☐Stress

		☐Recovery



		Security

		☐Preventive

		☐Corrective

		☐Other



		Others

		







1. Potential Impacts/Risk of making the change

		Service Name

		Affected Project/Product

		Locations affected



		

		

		



		

		

		



		

		

		



		

		

		







1. Schedule Information

		Implementation Group

		



		Day/Date and Time of Implementation

		



		Duration of Implementation

		



		Implementation Location

		



		Any pre-requisite needed for implementation

		



		

		



		

		







1. Implementation Steps

1. 

1. 

1. 

1. 



1. Acceptance Criteria 

Define what tests will be done to confirm successful implementation

		Test Conducted 

		Result



		

		



		

		



		

		



		

		







1. Change Rollback Procedures

IF Acceptance criteria is not met, what steps will be performed to back out the change?

1. 

1. 

1. 



1. Communication Plan

List out all the stakeholders that need to be informed of this change.

		[bookmark: _Hlk27580146]Name

		Mobile Number

		Email



		

		

		



		

		

		



		

		

		





List out the GAVS key people who will be the point of contact during & after the change implementation.

		Name

		Department

		Mobile Number

		Email



		

		

		

		



		

		

		

		



		

		

		

		







1. Approvals

		Authority

		Approved

		Rejected

		On-Hold



		

		

		

		



		CAB/ ECAB

		☐		☐		☐

		CIO

		☐		☐		☐

		CISO

		☐		☐		☐

		Quality

		☐		☐		☐



























[image: D:\Old PC D Drive Data\backup\Projects\ADCB\final\ADCB_Staff-Augmentation-RFP-cover_page.jpg]GAVS Technologies N.A., Inc.                                             Internal                                    	 Page 18 of 18

[image: D:\Old PC D Drive Data\backup\Projects\ADCB\final\ADCB_Staff-Augmentation-RFP-cover_page.jpg]

image1.jpg







image2.png







image3.jpg







image4.png







image5.png







image6.jpeg

o= -0===-0==—0==—0—==—0-
- 0- -0---0--—-0-—-—-0-—-0—~-
- - -0-0-0-0-0-0-0-0-0
© O 0000000000000000000
- --00--00--00--00——

00 0 000000000000000000
O 0 0000000000000000000
- 0-—-0---0---0--—-0-—-0-
0-—=-0—==0=-==0—=—0——

-0 0- -0-0-0-0-0-0-0-0-0
0 0000000000000000000

- 0 -0 ——00--00--00-—-00—~—
00~ 0 0000000000000000000

o 0 0000000000000000000

0 -0---0---0--—-0-—-0-
- _oo= -5-875-8-5-8-5-8735
-0-0- -0-— -0- -0-
6°78700005006000006000006

- " o0- ~—00--00-——-00—-—-00——
0O "0 00000000000000000000
00 0 0000000000000000000

-~ —=—0---0---0---0—-——0-

8 & DecepsosGeeagsompe
-0-0- -0-0-0-0-0-0-0-0-0

6°60000000006006960600806
00 - —--00--00--00-——-00—-
0~ 00 000000000000000000
00 |©_0000000000000800000
- -—0---0--—-0---0-——0-
T B B e e e e
- — - -0-0-0-0-0-0-0-0-0
o o 000000000000000000
0--00--00-—-00--00——00——
0~ 0 0000000000000000000
0o
--0- —-0---0---0--—-0-——-0-

-0 0-0-0-0-0-0-0-0-0-0
o 000 000000000000000000
-0 —— ——00——-00—-——00——-—00——

O 000000000000000000000
0000000000000000000

0- -0--=-0--=-0—-—-=-0—-—-=-0-

- 0- -0-——-0-==-0—-—==-0—-——-0-—~—
- —0-0-0-0-0-0-0-0-0

o ] 0000000000000000000
- —=00—-—-00—-——-00—-—-00——

OO O 000000000000000000
o O 0000000000000000000

- 0-—=—0-—-=-0-—-=-0—-—-—-0———0-

OIIIOIIIOIIIOIIIOII

-0 0- —-0-0-0-— -0

o OOOOOOOOOOOOOOOOOOO
- 0 -0 ——-00—-——-00—-—-00—-—-00—-—
o X O 0000000000000000000

o 0 0000000000000000000

- 0 -0---0---0---0-—-0-
= et CEolEeSerloo B

6°787000000600600696000006
- 0— ~—00-—-00--00-—00——

o O 00000000000000000000
OO O 0000000000000000000
= e Qe i e ) —
o - OIlIOIIIOIIIOIIIOII
-0-0—- -0-0-0-0-0-0-0-—-0-—
o OOOOOOOOOOOOOOOOOOOO
oo - ——00—-——-00—-——-00—-——-00——
OO 000000000000000000

MO O 0000000000000000000

- — — —=0-0-0-0-0-0-0-0-0
o o 000000000000000000
——00-——00—-—-00—-——-00—-——00——

<] O 0000000000000000000
o OOOOOOOOOOOOOOOOOOOOO
--0- -0-—--0—-—-—-0—-—--0—-—--0-
- -0-——0-—-0—-——-0—-——-0——

-0 0-0-0-0-0-0-0—-0-0-0
o 000 000000000000000000
-0 —= ——00—-——00——-00——-00——
O OOOOOOOOOOOOOOOOOOOOO

0000000000000 000000

o}






image7.jpeg

- -0-0-0-0-0-0-0-0-0
© O 0000000000000000000

- ——00--00--00-—-00—-—
00 0 000000000000000000

o O 0000000000000000000

-0 0- -0-0-0-0-0-0-0-0-0

O 0000000000000000000
- 0 -0 ——-00--00-——-00-——-00——
00~ 0 0000000000000000000

0 -0---0---0---0---0-
- - ~5-8-5-8-5-8-5-59-5
—0-0- -—0-0-0-0-0-0-0-0-0
O O 0000000000000000000
- 0-— -——-00—--00—--00——-00——

o O 00000000000000000000
OO O 0000000000000000000
- =-=-=0---0-—-=-0—-—-=-0——-0-

O - 0-——0—-——-0—-——=—-0———-0——
-0-0- -0-0-0-0-0-0-0-0-0
O 00000000000000000000

o0 -— ——00——00—-——-—00—-——-00——
o OO 000000000000000000

ol o] O 0000000000000000000
- --0---0--—-0—-—-—-0——-0-
- 0 - 0-——0—-——-0—-—=-0———-0—-—
- — — —0-0-0-0-0-0-0-0-0
o O 000000000000000000
-=—00—-—-—00—-——-00—-——00—-——-—00—-—
o O 0000000000000000000
o

o

OOOOOOOOOOOOOOOOOOOOO
-0- -0--—-0—-—--0—-—-—-0——-0-
- -0-——-0-—-0—-=--0—-——-0-—-—
0-0-0-0-0-0—-0-0—-0-0

o 000 000000000000000000
-0 -= =—=00—-—-00—-—-00—-——-00—-—
O 000000000000000000000
0000000000000000000

0- -0--—-0---0—-=-=-0——-0-

- 0- -0-——-0-—-=-0-=-0——-0-—-—
- —-0-0-0-0-0-0-0-0-0

o o 0000000000000000000
= -—=00—-——-00—-——-00—-——-—00——
OO 0 000000000000000000
o] O 0000000000000000000
- 0---0---0-—--0-—--0—-—-—-0-
0--—-0-=--0—-—==-0—-=—=-0—-—

-0 0- -0-0-0-0-0-0-0-0-0
o 0000000000000000000

- 0 -0 ——00—-——-00——00—-——00—-—
ole} O OOOOOOOOOOOOOOOOOOO

o O OOOOOOOOOOOOOOOOOOO

-0-—--0---0---0-——-0-
- - =——0---0---0-—-—-0——
—0-0-— -—0-0-0-0-0-0-0-0-0
O O 0000000000000000000
- 0- ——00-——-00—--00——-00——

o O 00000000000000000000
OO O 0000000000000000000
- ———0-—-——0--——0—-———-0——-0-

- 0-——0—-—-0—-——-0———-0—-—

IO 0O- -0-0-0-0-0-0-0-0-0
O 00000000000000000000

o0 -— —=00—-——00—-——00——00——
o] OO 000000000000000000

- = -0-0-0-0-0-0-0-0-0
o o 000000000000000000
0—--00-—-00-—-00—-00——-00~——
O 0 0000000000000000000
o

-0 0-0-0-0-0-0-0-0-0-0
O 000 000000000000000000
-0 —— ——00--00--00—--00——

0 000000000000000000000

0000000000000 0CD0O00O00O0






image8.jpg

67- AMERICAN
{ {2 § COLLEGE f
sy CARDIOLOGY








image12.emf
Change%20Manag emen_Pre-Implementation%20Checklist_V1.0.docx


Change%20Managemen_Pre-Implementation%20Checklist_V1.0.docx
[image: cid:image001.png@01D26C20.E04187F0]

	

		[image: cid:image001.png@01D26C20.E04187F0]

		Checklist for Change Management: Pre-Implementation

		Version No.  :

		1.0



		

		

		Effective from : 

		25-Jan-2023





                      	















checklist for Change MANAGEMENT: pre-implementation checklist 




































Document Version

		Document Revision Number

		1.0



		Effective Date

		25-Jan-23



		Owner

		GAVS Quality Team



		Modified by

		Gouri Mahendru
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Introduction: How to Use This Template 

This template is designed to help you create a pre-implementation review. Your review will help you confirm that the necessary pre-implementation steps have been taken to reduce the risks of an upcoming change.

Instructions: Delete the instructions and examples (in gray text). Identify the key stakeholder groups that will require communications for change management. For each group, identify the benefits that change management will bring them, the impact that the change management practice will have on their jobs, the method(s) of communication, and the time frame for communication.

[bookmark: _Toc476041065]Perform a Pre-Deployment Check 

After training has been confirmed, the release team must perform a pre-deployment check and obtain sign-off from the release manager. The purpose is to ensure that all requirements for successful installation (people, process, and technology) have been fulfilled. If any gaps are identified, the release team will have a chance to address them before the success of the installation is compromised. 

		· Deployment resources identified, allocated, and scheduled



		· Documentation complete



		· Support team trained



		· Users trained



		· Business sign-off obtained



		· Target systems identified and ready to receive changes



		· Target systems available for installation and maintenance window scheduled



		· Technical checks:



		· Disk space available



		· Pre-requisites met



		· Components or services to be updated are stopped



		· All users disconnected
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Introduction: How to Use This Template 

This template is designed to help you conduct a post-implementation review to confirm that the change has met its objectives, that the initiator and stakeholders are satisfied with the results, and that there have been no unexpected side effects. 

The purpose of such reviews is to establish that:

· The change has had the desired effect and met its objectives.

· Users, customers, and other stakeholders are satisfied with the results (if not, the review should identify any shortcomings).

· There are no unexpected or undesirable side effects to functionality, service levels, and/or warranties, such as availability, capacity, security, performance, and costs.

· The resources used to implement the change were as planned.

· The release and deployment plan worked correctly (the review should include comments from the implementers).

· The change was implemented on time and to cost.

· The remediation plan functioned correctly, if needed.

Ultimately, a post-implementation review ensures that business requirements are met and that the lessons learned are factored into future changes. Small organizations may opt to streamline the checklist and use it to spot-check changes rather than conduct a large-scale post-implementation review. In larger organizations, specific kinds of changes may be selected for a full post-implementation review.

Instructions: Delete the instructions and examples (in gray text). Identify the key stakeholder groups that will require communications for change management. For each group, identify the benefits that change management will bring them, the impact that change management practice will have on their jobs, the method(s) of communication, and the time frame for communication.



		Was the deployment successful? 

		· Yes

		· No



		If No, was the back-out plan executed successfully?

		· Yes

		· No



		Change-Related Incidents



		



		



		



		



		Change Assessment



		· Missed Dependencies

		



		· Inaccurate Business Impact

		



		· Incorrect SLA Impact

		



		· Inaccurate Resources:

· Time

· Staff

· Hardware

		



		Plan and Test	



		· System Testing

		



		· Integration Testing

		



		· User Acceptance Testing

		



		· No Backout Plan

		



		· Backout Plan Failure 

		



		Deployment Issues



		· 

		



		·  

		



		· 
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