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 MACROBUTTON NoMacro Type Address Here
Your Company, Inc.
IT Change Control
YourCo’s Guidelines for the use of the Procedural Change Control Documentation for IT Services
Proposed Change Project Name: Desktop Package Upgrade, Fall 2009
The projected changes should be given a naming convention that easily allows the location of the iterated data, and is reasonably self explanatory. For this illustration I am using a project that supplies a new desktop OS/MS Office package rollout at YourCo, Inc., But it could just as easily be something very small, like the decision to turn off Appletalk routing on the switches on the network. I plan to show that any changes- small or large- can be accomplished by using this framework.

 Notice that I am using a yearly date and am indicating the quarter it is to be done in. That is because there could conceivably be many such upgrades throughout the lifetime of a company, and we will want to avoid confusion when possibly looking for this data later.
YourCo’s Change Control Process: Guidelines for Use
Proposal stage
A description of the proposed change: Who, What, Why, When and Where
<WHO- This is Who is asking for the change we are desirous of doing>

Enter who the changes affect, and who are the resources identified to implement the change 

All users on floor 2 of the HQ location, to be upgraded by the onsite IT staff
List Caveats and possible delay points here

-Users must be away from their desks. Users who must work through the time period cannot be upgraded
List all stakeholders to be involved here

All the employees on the 2nd floor at HQ are either in admin or marketing. The managers of those departments will be involved for feedback, the on-site IT lead, and the IT manager
List any Resource issues here

Since we do not have a WSUS or RIS server, each IT person (there are 4) will each upgrade 25 of the 100 desktops. Each IT person will need 5 copies of the install media as they will be installing the upgrades on 5 computers at a time. Each grouping will take 3 hours or so, and will take two days of 8 hour shifts over the weekend.
List any positive and negative impacts on the affected group(s) here

Users will be able to deal with current documents from customers running office 2007 without performing document conversions. Desktops will be more secure due to the enhanced security in the latest version of the operating system
Negatively, the users will all need to have their “Save as” preferences set to earlier versions of the Office application to avoid other customers frustration with being unable to view docs from our users if they are on earlier versions of the suite.

Help desk will need to be aware of the upgrade and be staffed and ready to deal with calls to assist or explain.
<WHAT- This is What we are desirous of doing>
Enter  the description of the proposed change here.

List the scope and details of the change here
Upgrade all desktop PC’s to Office 2007 and the latest version of the MS OS
List potential hurdles
Media needs to be prepared ahead of time; Managers need to be sure they have no one scheduled for the weekend otherwise those users will have to be upgraded at a later date.
Include detail listing of hurdle solutions

IT Manager is creating 20 install CD’s; Managers are checking with staff to ensure no projects require weekend attention by the designated users.
<WHY- This is Why we are asking for the change we are desirous of making>
Enter the Cost Benefit arguments here, or attach CBA (Cost Benefits Analysis), also illustrate other savings or productivity increases here

<See attached: CBA_Office Desktop Upgrade.doc>

Explain how this solution was selected and a brief overview of rejected solutions with reason for rejection

We have received rapidly mounting help desk and on site calls to deal with documents our users cannot work with, or are missing advanced functionality on and so cannot meaningfully collaborate with our external contacts.
 Attached is the Gartner Group’s productivity assessment of Office 2007 vs. Office 2000, as well as the same for Windows 2000 vs. the latest version of the OS. It illustrates 30% higher productivity for admin staff and marketing professionals.

We rejected Open Office as a solution only due to the IT department and Help Desk having no practical experience supporting it. Educating both sets of staff, as well as the users concerned, is simply not an option at this time financially or from a time shepherding perspective.
<WHEN- This is When we plan on implementing the change we are desirous of making>

Enter when the changes take effect, and when they will be considered complete

The weekend of October 31st, 2009

List Caveats and possible delay points here

Any machines not capable of running the new OS may need specific Hardware upgrades. Users with special needs may need to be handled independently.

List any Resource issues here
IT staff may prefer another weekend due to the Halloween festivities with their children
List any positive and negative impacts on the affected group(s) here

Users will need a brief tutorial on the changes between both the OS and the App suite.
<WHERE- This is where the changes will take place>

Enter where the changes occur, and where the resources identified to implement the change come from

This will occur at HQ on the second floor

List Caveats and possible delay points here

Weekend security staff will need to be on time in the morning of Saturday and Sunday as it will take an entire day to accomplish this with 4 people.

List any Resource issues here

Anyone unable to attend due to last minute emergencies or illness will impact the timely completion.

List any positive and negative impacts on the locations where the changes will occur

None foreseen.
Findings Stage
<Represent the findings of the change control board here>
Enter who on the change control board chose to deny or grant the petition

The IT manager, the Controller and the CIO, as well as the HR director and the Marketing Director have all given their approval. The Office manager was on vacation and has not commented on the project.

List objections to the plan and substantiation

Cost was brought up as the organization does not have an SA agreement wit Microsoft and the upgrade is not part of the regular budget. A capital expense one time charge-off was agreed to.
List any other issues mentioned by the board here and whom they represent

None were mentioned.
If denied, enter determination as to whether this change can be brought before the board at a later date when the above objections have been met; If so, enter a tickler in your calendar program to revisit; If accepted, move to acceptance stage

This project was originally presented in the fall of 2008 but was not implemented due to budgeting concerns and the low staff on both the help desk and the onsite IT staff at that time. A tickler was set for July 4th and the project is being presented again.
Acceptance stage
Identification of the affected documents/resources/targets
· What authorization will be needed?

NOTE: Most Change control entities will require this section to be mostly complete before they will review or approve of any proposed changes
CIO, CFO, IT Director, IT Manager and Security Officer all need to approve this project
List all required company authorizations

Form ITSVC1041, ITProj1041 need to be completed
List all regulatory authorizations

None are required; No permits are required
· Get the signature of the approving individual(s) as needed
· Get the approval dates, and the final approval date for the entire project
Final approval date of September 30; October 31 was agreed to implement (IT staff feels they will be done in time for their celebrations with their children)
· Enter when the change is expected to become effective

Enter when the change becomes effective here.
Users will be using the new software Monday, November 2 2009

List Caveats and possible delay points here
Enter “tickler” reminder in Outlook or other calendar

Address any delays to the expected finish and document those along the way

Implementation Stage
HOW: A description of the method(s) used to implement the change

Here is where you will enter your detailed plan for the implementation of the change(s). NOTE: Most Change control entities will require this section to be mostly complete before they will review or approve of any proposed changes
List methods or attach project docs here

4 IT staff members will arrive at 7:30, pick up a set of 5 discs, and proceed to the second floor where they will log on as local admins and install the OS, Join them to the domains, and then map the drive which has the install media for the Office Suite. It is expected each tech will have 5 machines updating at a time..
Follow Through

Training and support: Give the users the tools and know-how to be successful
Here is where you will enter your detailed plan for the training or support foreseen as a part of the change(s). NOTE: Most Change control entities will require this section to be mostly complete before they will review or approve of any proposed changes
List methods or attach training or informational  docs here

Met users on the Monday morning and trained them on the included tutorial of both office and Windows, and showed them how to bring them up for future reference. Set all users prefs to save as earlier versions.
List any links to online training or offline resources and the specific methods for the users of the changed system to access them

Gave users the link to Office help at Microsoft.com/office and went over the navigation and search features.
Follow Up
Project re-evaluation: 

· What variances from the expected outcomes were encountered?
Some computers were not upgraded immediately due to disk size and RAM. These computers were later refreshed as they were below our standards for desktops.
· What did we do right?
We had the right people and the right times chosen, and had enough media prepared to do the job in the time allotted. Also, the techs had enough experience with the desktops due to daily exposure that they had all drivers necessary at hand to finish the job. Had this not been the case we would have had to get the disparate computer’s drivers together another way. In addition, the managers did a good job of scheduling people around the work, even though there was month end reporting to be done and a post Halloween marketing campaign beginning Monday.
· What could be done better for future projects?
Better due diligence in researching all the actual computers characteristics so additional drives and RAM, or swaps, could have been there. Also, a list of drivers should have been furnished by the staff weeks ago so they could have been included on the media sets. Caution should also be used in scheduling upgrades for the month end in case of a major problem arising.
· Were our initial assumptions correct?
For the most part yes, with the above noted exceptions.
Project Summary of events and finalize documentation- 

Here is where you will enter your final summary of the changes as well as listing the location(s) of documents or property associated with the change(s)

List referential material and locations  here

Software was installed from \\ourservers\install\office2007\setup.exe
List property locations (manuals, tutorials, warranty paperwork, etc.) here

PDF of tutorial in each users Mapped MyDocs folder; Warranty info for new computers and asset tracking info is on \\ourservers\assettrack\ITresources\computers
List tickler dates and scheduled objectives(i.e. Visit users and gather feedback in 6 months to measure gains, etc.) here and enter into the calendar software used (i.e. Outlook calendar, ACT, etc.)

Entered tickler for March 1st for followup training
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