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AGENDAAGENDA
• Definition of Change
• So What?

• Myths

• Change Management in 5 Steps
• How do we start?

• Challenges



I recommendI recommend ……
The Visible Ops Handbook: 

Implementing ITIL in 4 Practical and 
Auditable Steps

by Kevin Behr; Gene Kim; 
George Spafford 

© 2005 Information Technology 
Process Institute



Change ManagementChange Management

The process of controlling 
changes to

the infrastructure, 
or any aspect of services, 

in a controlled manner 
thus enabling approved 
changes to be 
implemented with 
minimum disruption.













Myth #1: Those Evil Intruders!Myth #1: Those Evil Intruders!



Myth #2: Drafting Works!Myth #2: Drafting Works!



Myth #3: Technology Will Solve It!Myth #3: Technology Will Solve It!



Myth #4: CanMyth #4: Can ’’ t Afford It!t Afford It!



Are There Any Consequences?Are There Any Consequences?



Your Change ProcessesYour Change Processes

� How do you handle changes today?
i.e. Approvals, notifications, Back out plans, 

regulatory requirements

� What is your process for Business as Usual 
changes, Major Changes, Urgent Changes? 

� What is our percentage of unplanned work 
compared to total work completed? 

� On a scale of 1 – 5, how would you grade 
yourself?



ITIL Change Management In 5 StepsITIL Change Management In 5 Steps

� Filter & Accept
� Assess – Classify/Categorize/Prioritize

� Approval



Change vs. ReleaseChange vs. Release
CHANGE
� Registration/Classification

� Approval

� Authorization & Implementation
� Evaluation

RELEASE

� Planning

� Building
� Testing

� Implementation/Training



Project Project 
Management or...Management or...

...Release ...Release 
Management?Management?



ITIL Change Management In 5 StepsITIL Change Management In 5 Steps

� Filter & Accept
� Assess – Classify/Categorize/Prioritize

� Approval
� Implementation
� Review



How do we start?How do we start?

1. Identify Critical CI’s & Services

2. Electrify The Fence

3. Create a Change Team

4. Implement Change Tracking System

Excerpt from – The 
Visible Ops Handbook ©
2004 IT Process 
Institute; All rights 
reserved





How do we start?How do we start?

1. Identify Critical CI’s & Services

2. Electrify The Fence

3. Create a Change Team

4. Implement Change Tracking System

5. Meet Regularly

6. Communicate with End-Users

Excerpt from – The 
Visible Ops Handbook ©
2004 IT Process 
Institute; All rights 
reserved



SPECTRUM OF CHANGESPECTRUM OF CHANGE

Oblivious to Change – Hey, did the 
switch just reboot?

Managing Change – Let’s schedule the 
switch reboot to week 45 so we can 
do the maintenance upgrade and 
reboot at the same time.

Excerpt from – The 
Visible Ops Handbook ©
2004 IT Process 
Institute; All rights 
reserved



Challenge #1: BureaucracyChallenge #1: Bureaucracy



Challenge #2: Wild WestChallenge #2: Wild West



Challenge #3: PerceptionChallenge #3: Perception
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Unplanned work 
reduced; 

Continuous 
improvement 

achieved
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