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Change Control

In the delivery of IT services, it is
occasionally discovered that a formal
change control discipline is not as
mature or robust a management
science as we would desire.   In many
cases, a lack of sound change control
processes can cause or exacerbate
operational failures of information
technology systems.

One way to quickly tell if change control
processes are lacking within your
organization is to look at the frequency
and severity of escalated remedial
events within your I.T. environment.
Problems tend to occur around
changes within the environment.  A
lack of solid process control can make
those problems more severe in both
impact and scope.  So, as a rule of
thumb, if your organization tends to
have multiple incidents that have
significant negative impact, you might
want to take a close look at your
change control process.
In fact, most IT organizations are
waking up to the fact that poor service
delivery can have as little to do with
the technologies IT is or is not using,
as it does with poorly designed or
“missing” critical IT processes, and
poorly defined roles, responsibilities
and metrics.

It is the people, process, and
technology that enable an IT
department to operate in an efficient
and effective manner in meeting the
business needs of its cl ients.
Historically, we have focused almost
exclusively on technology to influence
the overall reliability of the IT
department.

With that being said, the
implementation of change control
processes will certainly NOT provide

us with a “silver bullet” for the
remedial escalations and problems in
which we engage, but it can provide a
sound basis for us to understand the
advent of a problem and help feed the
incident and problem management
phase of any remedial action.

Implementation of change
management controls requires a
commitment to discipl ines for
introducing the technology needed
throughout the organization. IT
customers and Service Providers must
work together to make the change
management process efficient and
effective.

What constitutes a GOOD change
control system?

A good change control system is a
process or series of processes that
helps achieve the following for their
IT environment:

· Understand the current state of
their environment.  This should
include a Configuration
Management Database (CMDB)
that provides a visual
representation of the
Configuration Items in the IT
environment and their
relationships.

· Understand what change requests
are being demanded upon that
environment.

· Exercise control over those
changes.

· Understand the scope and impact
of any requested change.

· Assist in the planning for change
implementation.

· Compare the anticipated impact
of the change to actual impact.

· Assist in an overall analysis on the
variance.

· Create an action plan to resolve
any deltas in planning versus
actual, or if needed, feed
information to a problem
management phase.

· Re-plan any future changes.
· Evaluate trends for IT

performance and forecast future
performance.

Common issues and
considerations in Change
Management

· Service Window - A particular
problem area for change
management is often a
requirement for a service window.
This issue can have a significant
impact on the customers’
perception of service availability
and reliability. It is often requested
that system upgrades be provided
in a way that does not require a
system restart in order to
maximize service availability.  This
may not be a practical possibility
depending on the scope of the
change and the configuration of
the environment.

· Use of redundancy or rolling
upgrades - If this situation exists,
consideration must be given to
creating an environment that will
allow for this contingency – such
as for a configuration with a high
level of redundancy or one that
supports roll ing upgrades.
Hardware configurations can be
provided to support this
operational goal.

· The need for development or
test environments - It is also
recommended that the first test
of any significant change to your
environment NOT be done initially
in a production environment.
Consideration has to be given to
the creation of an effective test
environment, or allowing changes
to be tested outside of your
normal production window.

· Scheduling changes, clear
communication - Scheduling
needs to be provided using a single

I.T. Change Control Primer
By: Chuck Botcher, HP Services
(charles.boutcher@hp.com)

mailto:charles.boutcher@hp.com
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change calendar so that planned
changes can be seen in the
context of the other changes being
planned. This change calendar
needs to be available to all those
in the organization who need it
and it must accurately show past
and future changes.

·  Scheduling all necessary
resources - Because the change
management procedures will not
directly control technical resources
required for implementing an IT
system change, the change
procedures must enforce the rule

LIG News...

that resources needed to
implement a change are secured
before a change can be
approved—including after-hours
resources when applicable.  The
change process needs to
effectively incorporate those
resources from outside your
immediate organization that are
either stakeholders in the process,
such as a user, or those that
provide service to your IT
environment, such as your
services Technical Account
Manager (TAM) and/or account
Program Manager.

A solid change management discipline
can give business managers control
of their IT service priorities by
providing the procedures to safeguard
existing services and safely introducing
new services.  The appropriate
procedures will increase service
availability and IT efficiency by
reducing the number of unnecessary
changes and ensuring that few or no
service issues are caused by
application or infrastructure changes.

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

The presentation concluded with
Stroud presenting the following
implementation plan:

Ohio Valley LIG holds Professional “Day at the Races”

On April 19th, 2007, the Ohio Valley itSMF LIG held a
Professional “Day at the Races” in Louisville, KY.  There
were 94 attendees including 41 first-time attendees.

The agenda offered key note sessions as well as
breakout sessions presented by practitioners,
consultants, and vendors:

Chris Farver, BMC - “Call Avoidance Strategies”·

Chris Miller, the Commonwealth of KY - “ITIL Triple
Crown: Jockeying for Success”

Dave Gressle, BMC - “What runs your race track?
Should jockeys and horses be part of your CMDB?”
(A Practical Guide to the Fast Track of CMDB Design)

Kurt McWhirter, ActZone, LLC - “In the Zone”

David Cannon, Hewlett-Packard - “Can You
Implement the Dictionary? - Standards, Governance
and other Approaches”

Harry Steele, Humana - “Conditioning your ITSM
Initiative: Activity Timelines”

Laura Mattingly, E.ON U.S. - “Implementing Problem
Management auditing to track impact to Incident
Management” 

Rick Reich, Eli Lilly - “Tightening the Reins through
Change Control”

Sean Kress, Roche Diagnostics – “The Help Desk:
Our Story”

Jim Sudlow, Cintas Corp. – “Championing the ITSM
Initiative”

We also had some fun with the Kentucky Derby racing
theme! Vendor Sponsors included Solidcore, Axios
Systems, Five 9s Technologies, Pink Elephant, Agilysys,
HP, SED-IT, Entuity, and Lontra. A very special award
presentation was made to Ivor Evans (see separate
article), who joined us for the meeting.  He commended
our LIG for the maturity and applicability of our meeting
content!  

Summaries from these presentations are offered in the
latest Spring/Summer 2007 LIG newsletter and copies
of available presentations are posted on the LIG website.

By: Carol Hibbard, itSMF USA Ohio Valley LIG Communications Chair
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On April 19, 2007, Ivor Evans was commissioned
as a Kentucky Colonel based on nomination by
members of the itSMF Ohio Valley LIG.    This is the
highest honor awarded by the Commonwealth of
Kentucky.  The Colonels are Kentucky’s
ambassadors of goodwill and fellowship around the
world. Commissions for Kentucky Colonels are
awarded by the Governor and the Secretary of State
to individuals in recognition of their noteworthy
accomplishments and outstanding service to a
community, the state or to the nation. 

A list of Kentucky Colonels is a Who’s Who of
outstanding men and women around the world.
The commission, signed by the Governor and the
Secretary of State and bearing the Great Seal of
Kentucky, has hung on the walls of such
distinguished leaders as President Lyndon B.
Johnson and English Prime Minister Winston
Churchill.  Kentucky Colonels are nominated by
organizations, groups and individuals to the Office
of the Governor. Under state law, each Governor
can present only a certain number of commissions
each year.

Ivor Evans is a director of the IT Service
Management innovation company, DIYmonde
Solutions Inc. and of a number of other companies
that focus on helping organizations achieve
improvements in the quality of their IT Service
Management. His involvement with Information
Technology began in UK government over 35 years
ago and he has remained in that field ever since.
He has been responsible for all aspects of IT
including strategic reviews, technical and
managerial studies, cost-benefit analyses,
procurement and Service Management, the latter
at a senior directing level. For the past eleven years
he has acted as an independent senior consultant
and tutor for a variety of information services
groups, including Hewlett-Packard, Quint
Wellington Redwood, ConnectSphere and StAY
Technologies. During the past three years, many
assignments have involved carrying out maturity
assessments for a variety of organizations, providing
them with an improvement roadmap which
highlights those activities that will bring the most

LIG News...(continued)

Ivor Evans Commissioned to Honorable Order of Kentucky Colonels

By: Carol Hibbard, itSMF USA Ohio Valley LIG Communications Chair

immediate benefits but which are also focused on achieving
their strategic goals.

His first ITIL-based IT Service Improvement Program for UK
Army Logistics, one of the first in the world, began in 1989.
This laid the foundation for the practical advice and guidance
that he has since provided to a wide range of private and public
sector clients in the UK and elsewhere.

Ivor Evans is an acknowledged expert on practical and strategic
IT Service Management issues, a frequent speaker at national
and international gatherings and a contributor to the rewriting
of OGC’s IT Infrastructure Library (ITIL). He is a co-author of
the British Standard BS15000, its associated Code of Practice
for IT Service Management (PD0005) and of the highly acclaimed
“Complete Guide to IT Service Management”.

As a result of his professional interest and involvement in the
adoption of modern management techniques for the delivery
of high quality IT services, he was, until his retirement from
the post in 1999, a long-serving Chairman of the UK IT Service
Management Forum (itSMF). During this time he was also
elected Chairman of the management board of itSMF
International, representing the highest aspirations in IT service
quality worldwide. Ivor remains the Honorary Life President of
itSMF.

For over twelve years he has been an examiner and accredited
tutor in IT Service Management. He is a Member of the British
Computer Society, holds a Distinction in the Manager’s Certificate
in IT Service Management and has recently been elected a
Fellow of the international Institute of IT Service Management.
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LIG News...(continued)

ITIL v3 stresses the importance of
integrating the business and IT, but
how can you be sure that your
implementation plan will enable you
to deliver long-term benefits to the
business?  How do you decide which
processes to start with, and once you
decide, how do you go about
implementing those processes?

Those questions and many more were
answered at a joint meeting of the
Austin LIG and HDI Austin.  On June
12th, Robert Stroud, itSMF USA Board
Member and ITSM and IT Governance
Evangelist at CA, Inc., presented
“Implementing ITIL in a Cross-
functional Environment”.

The event, hosted by National
Instruments, drew approximately 60
local IT professionals and vendors.
HDI Austin sponsor, Canon Business
Solutions, provided refreshments.

Stroud began his presentation with a
history of IT in business and the
evolution of integration between
business and IT.  “The reality for you,
as IT professionals,” he said, “is that
you need to not only understand IT,
you need to understand the business
processes that you’re supporting, the
relative importance of the business
processes you have, and you need to
be totally integrated in that process.”

Stroud went on to discuss the
importance of Service Management,
emphasizing the need for IT
professionals to understand the
services we offer “so we can put the

right priorities in the right place”.  He
then gave a brief explanation of how
to implement each of the Service
Support and Service Delivery
processes.

The presentation concluded with
Stroud presenting the following
implementation plan:

“ Management commitment
throughout the project

“ Allocation of budget and resources

“ Definition of Objectives and Scope

“ The client needs to establish
policies, processes, and working
instructions

“ Definition of Process Owner

“ Definit ion of Roles and
Responsibilities within the process

“ Awareness Campaign

“ Identification of metrics to
measure the efficiency and
effectiveness

“ Identification and creation of
reports based on the metrics

“ Continuous Improvement
Program

On Wednesday, June 13th, Stroud
visited Austin Energy, the city of
Austin’s community-owned electric
utility, where he gave presentations on
ITIL v3 and IT Governance using
COBIT.

The presentation on implementing ITIL
is posted in the LIG’s area on the
itSMF USA website.

Upcoming meetings include a case
study of Temple-Inland’s Service
Management implementation on
August 21st and a presentation by Ian
Clayton on the ITSMBOK on October
16th.  Details will be posted on the
website as they become available.

Austin LIG – Implementing ITIL Tips and Tricks
By: Michele C. Bonner, itSMF USA Austin LIG Communications Chair
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From the Editor’s Desk...

Dear Readers,

It’s probably no surprise following the ITIL V3 launch, that our newsletter this month is
chock full of valuable articles relating to ITIL V3. I know you’ll enjoy reading them along
with all the other articles featured in this issue. This is a very full issue and we really
appreciate all the contributing authors and sponsors.

Now, I would like to update you on some newsletter staff changes that are effective immediately.
Since I started on staff with itSMF USA, I have filled the role of Editor for the itSMF USA

publishing schedule

Issues Deadline for Articles/Ads ITIL Theme

July 2007 June 15, 2007 Change and Configuration (Support)
September 2007 August 15, 2007 Capacity and Availability (Delivery)
November 2007 October 15, 2007 Release and Incident (Support)
January 2008 December 15, 2007 ITSCM and Financial Management (Delivery)

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

newsletter, the Forum. The rapid growth of itSMF USA has made it impossible to continue serving in that role along with my
webmaster duties and other projects requiring my attention. So, to continue serving our members the best way possible, I
will be handing the “Editor” baton over to Susan Trembly, itSMF USA Conference and Meetings Director. In her additional
role as editor, Susan will take on the tasks of coordinating the articles and content for each newsletter along with leading
the newsletter subcommittee.

Susan’s previous experience as an editor will allow her to bring a wealth of knowledge to this role.  She most recently served
as the editor of CJHP, the California Society of Health-System Pharmacists’ bi-monthly magazine, a position she held from
September 1998 to September 2004.

I will still be involved with the Forum in a technical role by continuing with the layout and desktop publishing of the
newsletter. Also, we are going to be publishing an e-newsletter soon and I will be taking on all the technical and design
aspects of that publication as we move forward with that initiative.

I want to thank the newsletter staff for all your hard work while under my direction, and thank our readers and sponsors for
your support. I am excited to be a part of this organization and continue to support our mission as an independent,
membership-oriented association dedicated to the advancement of IT Service Management best practices through knowledge
sharing, educational and networking opportunities.

Moving forward, if anyone has an article they would like to share in our future issues, please send them to Susan Trembly
at strembly@itsmfusa.org by the 15th of the month prior to the scheduled publication date listed below.

Regards,
Merily Talalla,

mtalalla@itsmfusa.org

150 E. Colorado Blvd., Suite 215
Pasadena, CA 91105

P:(626) 449-3300  |  F:(626) 449-3341
www.itsmfusa.org
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mailto:mtalalla@itsmfusa.org
http://www.itsmfusa.org

