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1 Purpose
1.1 Information Services (IS) Change Management (also known as “change management” in the Information Technology Infrastructure Library (ITIL) framework) is the process responsible for controlling the lifecycle of all changes with minimum disruption to IT services. IS Technical Change Management systems and procedures are implemented to ensure that the University IS policies and approvals are met before system changes are implemented. Done correctly, IS Technical Change Management integrates seamlessly into the overarching risk management program and can decrease approval times for critical changes.

1.2 The purpose of IS Change Management is to prevent unintended consequences and ensure that changes or alterations to systems are implemented according to an approved framework. 

2 Scope

2.1 The scope of this procedure covers all change requests relating to IT systems, software, hardware and network infrastructure managed or maintained by Information Services.

3 Definitions
· Change - A change is something that ‘changes’ the current status of a system, be it software or hardware, so that once implemented the subject system has ‘changed’ from its original state.
· Change Requests:
· Standard – Pre-authorised, low risk, low impact changes. that follow documented, repeatable procedures.
· Non-standard – Requests that do not fall under the Standard or Emergency. 
· Emergency– Request needed to resolve a major incident.
· Change Requester – Person requesting the change; must attend change meeting or send delegate to discuss the change.

· Change Implementer – IS person that will actually perform the change

· Change Tester(s) – Business and IS personnel scheduled to test success of change

· Change Advisory Board (CAB) – The CAB is the approving body for all Change Requests. 
· Customer – Business owner of service(s) impacted by change
4 Change Advisory Board (CAB)
4.1 The CAB is the approving body for all Information Services Change Requests. It is comprised of:

· Change Manager (Dir IS or Head Information Services).

· At least one representative of each section within Information Services.

4.2 The Information Services CAB will meet during bi-weekly Information Services Management Team meetings. All Change Requests must be submitted no later than 12:00 noon the preceding day of the meeting. Any changes submitted after this time will be held until the following CAB.

4.3 All changes will be examined by the members of the CAB and they will advise the Change Manager whether to approve, reject or hold for more information. 
5 Standard Change
5.1 Standard changes are pre-authorised, low risk, low impact changes that follow documented, repeatable procedures

5.2 Standard changes are not reviewed by the CAB, but can only be made using a pre-approved template. Examples of these tasks include but are not limited to: virus updates/signature files, adding tapes to tape library, and deploying new computers for a department.  
6 Non-standard Change
6.1 Non-standard changes are those that do not fall under the Standard change or Emergency change categories and will encompass the majority of changes reviewed by the CAB. All changes in this category will be presented to the CAB, and require CAB—and where appropriate—business unit approval. Normal changes include recurring changes, which are those that follow a predictable schedule, and project changes, which are subcomponents of a larger change. Examples include:
· Corrective Changes – Changes required to correct a problem that currently exists and is impacting service availability
· Continued Service Changes – Changes required to keep system up to date or respond to an alert
· Add/Remove Changes – Changes required to add or remove systems or services to/from the environment.
· Enhancements – Changes required to add or remove functionality of systems or services

7 Emergency Change
7.1 Emergency changes typically involve a change needed to resolve a major incident.  to implement a security patch, or to enhance a service where the CAB deadline was missed.  Emergency changes can be implemented outside the weekly CAB review process so long as the requestor completes the Request For Change (RFC) form, receives Director-level approval for the change and finishes testing before implementing the change. 
8 RFC Submission
8.1 A non-standard RFC should be submitted if it is a:

· Major Release or significant user impact at point of release.

· New service introduction.

· Multiple users affected. 
8.2 If an IS RFC originates from a business owner then documented approval of the owner is required before it is viewed by the IS CAB.
8.3 If a system change requires more than one RFC (more than one area of IS involved) then the RFCs must be submitted as a single package.  

8.4 The RFC submitter is responsible for liaison between IS, the business owner and ITAV to ensure there is a published procedure in place for first line resolution.

9 Change Closure

9.1 Following an approved change there are 2 possible outcomes, the change was successful or unsuccessful.
9.2 Successful: Once a change has been successful the RFC submitter will inform the CAB who will document the outcome.

9.3 Unsuccessful: If a change cannot be implemented the RFC submitter will ensure the affected system will be returned to its original state and the CAB informed who will document the outcome. 
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