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PURPOSE L'I') INPUTS

Changes may be submitted as an RFC, often with an associated
To control the lifecycle of all changes, change proposal that provides inputs from the service strategy
stage of the service lifecycle. The inputs include:

. . . . . . e Policy and strategy for change and release
with minimum disruption to IT services. Y &Y &
e Request for change

. .
To respond to the customer's changing e Change proposal

business requirements while maximizing e Plans—change, transition, release, test, evaluation and
value and reducing incidents, disruption remediation

and re-work. e Current change schedule and PSO
e  Evaluation reports and interim evaluation reports

enabling beneficial changes to be made

e Current assets or configuration items, e.g. baseline,
' service package, release package
U TR'GGERS e As-planned configuration baseline
e Test results, test report and evaluation report.
e RFC - Request for change

e Change proposal
Change Management

Overall change Managing individual
management activities changes
) «kevrerRms ——
e Planning and controlling changes e Create and record the RFC
. o e Change and release scheduling e Review the RFC
Change - The addition, modification or removal S CHmmGHRaoE o Aesoe mnd ausliie Wb
of ar.vyth/r;_z that CO“’: h‘/’c‘l’? 0’7 foe? on IT , e Change decision-making and authorization change
serwces'. € scope should Include c anges o e Ensuring that remediation plans are in place e Authorize the change
all architectures, processes, tools, metrics and S MEasiemant and eantral s Plan updates
docu'mentation, as We”_ as chc.Jnge_':*S tolT e Management reporting e Coordinate change
services and other configuration items. e Understanding the impact of change implementation
e Continual improvement e Review and close change
RFC - Request for Change — a formal proposal — _ N
for a change to be made. It includes details of | |
the proposed change, and may be recorded on Change records

paper or electronically.

( CAB ) ' (ECAB)

CAB - Change Advisory board - A group of people that

support the assessment, prioritization, authorization and (D OUTPUTS

scheduling of changes.

e Rejected and cancelled RFCs
ECAB — Emergancy Change Advisory Board e  Authorized changes
e Authorized change proposals
e Change to the services, service or infrastructure
resulting from authorized changes
e New, changed or disposed configuration items
e Revised change schedule
e Revised PSO
e Authorized change plans
e Change decisions and actions
e Change documents and records
e Change management reports.

There are three different types of service change:

» Standard change A pre-authorized change that is
low risk, relatively common and follows a procedure
or work instruction.

* Emergency change A change that must be
implemented as soon as possible.

* Normal change Any service change that is not a
standard change or an emergency change.

www.itsm.hr www.nissen.hr



