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DOCUMENT CONTROL AND APPROVALS

This document is authored, managed and governed by UCF IT Strategy and Planning.
Final published versions have been approved by the UCF IT AVP & COO and ITSM
Governance Committee members. No other parties have the authority to modify or
distribute a modified copy of this document. For any questions related to the content of
this document, please contact the UCF IT Performance and Service Management
department.

OBJECTIVES

This document is intended to define and describe a consistent process for inputting a
change record into the ITSM application (ServiceNow). This document will also
walkthrough the change approval workflow as part of the change record procedure. The
sections below identify all steps required for Normal AND Emergency Change records
submitted for approval.

DEFINITIONS

Change Record: A record within the ITSM application (ServiceNow) containing the
details of a change. A change record is created for every request for change (RFC) that is
approved by the Change Manager. Change records should reference the configuration
item(s) that are affected by the change.

Request for Change (RFC): A RFC is a submitted request within the ITSM application
(ServiceNow) for a proposed change to be made.

Change Types:
1. Normal Change: A Normal Change refers to changes that must follow the complete

Change Management process. A Normal Change does not need to be introduced
immediately.

Normal Changes are often categorized according to risk and impact to the
organization/business. A Normal Change may be a major change with high risk and
high impact, or a minor change with low risk and low impact.

2. Emergency Change: An Emergency Change is a change that must be introduced as
soon as possible — for example to resolve a major incident.

All Emergency Changes must have an associated incident record. This is to ensure
that the change has a full description and history log which can be reviewed by the
Change Advisory Board (CAB). For Emergency Changes, the process will follow the
ECAB process.

Change Advisory Board (CAB): The Change Advisory Board (CAB) is made up of
senior leaders that are responsible for the assessment, prioritization, approval and
scheduling of changes. The CAB will approve or reject all proposed changes considering
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all known risks vs. benefits of implementing the change. The CAB also reviews and pre-
approves all changes identified as Standard changes.

Emergency CAB (ECAB): A subgroup of the CAB that makes decisions about
Emergency changes. This is an ad-hoc gathering of at least two members of the CAB and
the Change Owner to review and then approve or reject the Emergency change. An
Emergency change CANNOT be a Normal change that needs to be expedited because it
was not submitted in time for CAB review.

Successful Change*: A Change is deemed successful if it has met the stated business
and IT objectives validated by the end user, was implemented without deviation to the
documented change plan, was completed within the change window and has not resulted
in incidents and problems.

* A change is ALSO deemed successful if it qualifies under this one exception.

— Meets all of the criteria for a Successful Change as stated, however the
change implemented was for an emergency incident/problem resolution and
was recorded after the change was implemented (retro change record).

Successful with issues Change: A change is deemed successful with issues if it has met
the stated business and IT objectives validated by the end user, was implemented with
deviation to the documented change plan, was completed within the change window and
has not resulted in incidents and problems.

Unsuccessful Change: A change is deemed unsuccessful if it does not meet all of the
criteria for success as stated in the Successful Change and Successful with issues Change
definitions within this policy.

Canceled Change: A change is considered “Canceled” if a decision is made by the CAB
or the Change Manager to recall/cease (reject) the planned change implementation.

IT Service Management (ITSM) application: This is the application (ServiceNow)
used by IT to record incidents, problems, requests, and changes.

Change Owner: The UCF IT staff member responsible for monitoring the execution of
the change and documenting the change.

Change Manager: Manager of the Change Owner responsible for the change’s success.

Change States: Change Management within ServiceNow offers a State workflow model
to move and track Change records from New to Closed.
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New - Change record has not been submitted yet for review and approval by the
Change Manager. A Change Owner can save a change record as many times as
necessary while building out the details of the change prior to submission.
Assess — Change record ready for approval by the Change Manager

Authorize — Change record ready for CAB/ECAB approval

Scheduled - The change is fully scheduled and CAB/ECAB approved. It is now
waiting for the planned start date to approach.

Implement - The planned start date has approached and the actual work to
implement the change is being conducted.

Review - The work has been completed. The Change Owner now determines
whether the Change was Successful. A post-implementation review can be
conducted during this state.

Closed - All review work is complete. The change is closed with no further action
required.

Canceled - A Change can be canceled at any point if it is no longer required.
However, a Change CANNOT be Canceled from a Closed state.

Figure 1.1 — Change State progressions

Normal and Emergency Changes progress States the same way.

Figure 1.1
Emergency v v v v v L4 v v
Normal v v v v v v v v

Change Task States: Change Management within ServiceNow offers a State workflow
model to move Change Task records from Pending to Closed.

Pending — Change record is being planned. Any associated tasks with a pending
CAB approval change record will sit in a Pending State until the Change is
CAB/ECAB approved.
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Open — After the change is CAB/ECAB approved, the task(s) will systematically
Change to an Open State. Work SHOULD NOT begin on the task until the
planned start date of the change approaches

Work in Progress — The task planned start date has approached and the actual
work is being conducted. The Task Owner has ServiceNow write access to
change the State from Open to Work in Progress.

Closed Complete —Task completed.

Closed Incomplete — Cancels task. Planned task was determined not needed.

Closed Skipped — Cancels task. Planned task was determined not needed.

UCF IT (as of October 2019): College of Arts and Humanities, College of Business
Administration, College of Community Innovation and Education, College of Health
Professions and Sciences, College of Sciences, Student Development and Enrollment
Services, Digital Learning, College of Undergraduate Studies, Office of Instructional
Resources, UCF Connect, University Libraries, Human Resources, UCF Foundation,
Student Health Services

SCOPE OF CHANGE RECORD PROCEDURE

This procedure document is ONLY for ServiceNow users that have an ITIL role. The
below sections only represent the user interface per the ITIL role. End Users (customers)
do not have access to record a change and must submit a service request to formally start
the process for a request for Change (RFC). Standard Changes are currently NOT within
scope of Change Management.

NORMAL CHANGE - STEPS TO RECORD A CHANGE RECORD

Per the UCF IT Change Management Policy & Procedure, if the Change Manager
approves the RFC, the Change Owner is responsible to record the Change per the steps
below.
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1. Onthe left side of the Filter navigator, expand Change and click Create New

2.

DEV Instance

Incident

< | Intorcoptor

* © Change Request
What type of change is r

On the center screen, select Normal type of Change

DEVinstance

........

< interceptor

Change Request

What type of change s required?
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3. Top Section — (Above the Planning section/tabs)

> Fill out all required fields that have an asterisk in red and as reference are
highlighted blue within this section.

a » Requested by

€. % requires communicat o

g . % Short deseriptio

h » 3k Descriptio

Number

C. % configurationitem

d + 5k Requires downtime

b .+ % Category | - None — v ‘ Ww . .
Reference Conflicts Section
| E w
|

f. >k Otherservices could be affected?

CHG0031446. —/’I System driven unique Number | Type Normal

y Scott Baron Q@ State New v

» Conflict last run

~None — v‘ I 5 Assignment group | ‘ Q

n | —None— " J* Assigned to | ‘Q

n

” ‘ ‘

a)

b)
c)

d)
e)

f)

Requested by - Field either needs to represent the Change Owner (same as
“Assigned to” field) or needs to represent the customer that submitted a RFC
through a service request
Category — Select the appropriate Category that categorizes your Change
Configuration Item (CI) — Select the appropriate CI that your Change is
affecting. Reference the Appendix; Section H for additional insight to searching
for a CI. If more than one CI will be affected for the change record, reference the
Appendix; Section E for instructions on how to record
Requires downtime — Will this Change require a downtime?
Requires communication — Will this Change require communication? Does IT
need to be notified? Do other constituent(s) need to be notified? Does the entire
campus community need to be notified? If communication is required, what will
the customer(s) experience during this change and when will the notification(s)
take place?
- If Yes is chosen, then the Communication plan section will appear within
the Planning section (tab) and additional detail will be required for the
Change Record’s Communication plan. Also, the Notifications section
(tab) will need to be completed as well.
Other services could be affected? — Will this change impact/affect other IT
services while being implemented?
- If Yes is chosen, this will indicate to the change advisory board that there
is higher risk (unknowns) to implement the change and that all possible IT
services that may be impacted should be listed within the change record.

- If No is chosen, the Change Owner will be required to complete a
confidence level percentage on how certain they are that other/additional
IT services will NOT be affected. If the confidence level is 50% or below,
then the Change Owner will be required to complete the Confidence level
section (within the Planning section (tab)) explaining why there is
uncertainty of IT services being impacted while the change is being
implemented.
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g) Short description — Reflects a brief summary of the Change. Should be concise
and in terms that can be understood by your audience. This field will be reflected
on the Change Calendar (Schedule)
h) Description — Describe the Change. Use terms that will be understood by your
audience and write in complete sentences
1) Assignment group — Reflects the UCF IT department responsible for the
Change’s success
J) Assigned to - Is the Change Owner of the Change. The UCF IT staff member
responsible for monitoring the execution of the Change and documenting the
Change

4. Planning section (tab)
> Fill out all required fields that have an asterisk in red and as reference are
highlighted blue within this section.

Planning™ |Schedute' Conflicts ~ Notes = Closure Information ~ Notifications™

k, > Justification Enter benefits of implementing this change and impact if this change is not implemented
I . 3k Implementation plan Enter sequential steps to implement this change. In addition, enter dependencies between steps and assignee details for each step
m . %k Riskand impact analysis Enter potential risks and impact associated with this change. Include impact details if this change implementation is unsuccessful
n .k Backout plan Enter steps to revert the change to its state prior to implementation. Include information regarding when the change can be backed out during implementation and if the change window includes time
to backout
0 .k Testplan Enter details of planned and completed tests prior to implementation that indicate the potential success of this change. Enter details of planned post-implementation tests to confirm success of this
change
00. >k Communication plan . . . . . .
Only will appear if Yes is chosen under Requires communication

000 «+ Additional information (URL) Enter the URL path if Planning resources for the Change Record are located outside of ServiceNow and cannot be attached to the Change Record.

P s conence e ‘ Only will appear if Confidence level is 50% or <=25%

k) Justification — What is the desired outcome to be generated by the Change? Is the
input a solution to a problem or an innovation?

I) Implementation plan — Documented detailed steps for the Change to be
implemented successfully. The Change tasks associated with a Change will be the
high level summary of the implementation plan (whether tasks are sequential or
run in parallel).

m) Risk and impact analysis — Identify the risks to IT services inherent to the
Change
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Backout plan - Can you revert back once this Change is complete? If yes,
indicate how it will be restored. If no, indicate what you will do if the Change is
not successful.

Test plan - Did you test this? If yes, please describe how it was tested. If no,
indicate why testing could not be performed. Once the Change is complete, how
will you test to ensure it is working properly?

00) Communication plan — Does IT need to be notified? Do other constituent(s)
need to be notified? Does the entire campus community need to be notified? What
will the customer(s) experience during this change and when will the
notification(s) take place?

000) Additional information (URL) — Optional field. Enter the URL path if
Planning resources for the Change Record are located outside of ServiceNow and
cannot be attached to the Change Record.

Confidence level — Explain why there is uncertainty of IT services being
impacted while the change is being implemented.

5. Schedule section (tab)

» Fill out all required fields that have an asterisk in red and as reference are
highlighted blue within this section.

r
s)

t)

Schedule
q.x Planned start date ‘ (=] t Actual start =]
I. % Plannedenddate ‘ “_‘ U Actuatend &
S_ CAB recommen: dation I V CAB date 06/28/2016
q) Planned start date - Change window Planned start date and time

— Per the UCF IT Change Management Policy, only Normal Changes are
required to get CAB approval a minimum of one week prior to the
Change Planned start date. This lead time will ensure that sufficient
resources are available, that the proposed change can be discussed in
CAB and that communication is sent out in a timely manner. For
example, the CAB date in the screenshot above is 06/28/2016. The
minimum Planned start date would be 07/05/2016.

Planned end date — Change window Planned end date and time

CAB recommendation — Only should be filled out by the CAB administrator.
This field reflects the recommendation from the CAB discussion if the Change is
rejected or needing any modification

Actual start — Change actual start date and time. The date and timestamp are
systematically populated when the State is Changed by the Change Owner to
Implement

u) Actual end — Change actual end date and time. The date and timestamp are

systematically populated when the State is changed by the Change Owner to
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Review. NOTE: All associated Change tasks must be closed before the Review
State can be selected

V) CAB date — Systematically driven field that populates the upcoming CAB
meeting. All Changes to be CAB approved must have a planned start date on the
presented CAB date or after

6. Conflicts section (tab)

Planning Schedula Motes | Closure Information

Conflicts v

quired to run conflict detection

ange = Affected CI =Type = Schedule = Conflicting change = Last checked

W) Conflicts Detected — Systematically driven off the Change record details, the
conflict detector will look at the two possible conflicts below. The detector runs
automatically and you will see the last run time stamp and status within the Top
Section (3.).

Configuration Item(s) — System checks other Changes within the proposed
Change window that affect the same CI(s)

Blackout Dates — System checks the pre-loaded blackout schedule
(Change freeze window) times against the proposed Change window

7. Notes section (tab)

Planning | Schedule | Conflict: Clusure Information

Watch list & S Work notes list & i

Additional comments (Customer visible) =

y. Activity 06/27/2016 11:31:17 AM v

X) Additional comments (Customer visible) — If any comments are added to this
field the “Requested by” individual will be notified

10
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y) Activity - A field that is systematically logged which captures all activities of a
Change such as email notifications sent, work notes updates, additional comments
added or changes to any fields.

8. Notifications section (tab)
» This section will only be completed if Requires communication is “Yes”
(populated in the Top Section) and formal communication needs to be sent to
internal and/or external customers by a responsible individual.

Plannin g | Schedule Conflicts Notes Notifications  Closure Information

ers?
n 2 . Enter Message Description

n 3 Enter the person responsible o send out
. communication for this Change

Submit Save

n1) Does formal communication need to be sent to internal and/or external
customers? — Yes or No selection. If Yes, then n2 and n3 below will need to be
filled out. If No. Then no further action is required.

n2) Enter Message Description - This public notification is to be written in
layman’s terms so that our customers will understand how this change will affect
them

N3) Enter the person responsible to send out communication for this Change
- Enter the person responsible to send out communication for this Change. This
person will be notified of the Communication plan and intended message once the
change has been CAB approved

9. Closure Information section (tab)
» This section will be completed at the Review State of the Change.

11
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z) Close code — The Change Owner is responsible to mark the Change as
Successful, Successful with issues or Unsuccessful AFTER the Change
implementation and the State being changed to Review.

Successful Change*: A Change is deemed successful if it has met the stated
business and IT objectives validated by the end user, was implemented
without deviation to the documented change plan, was completed within the
change window and has not resulted in incidents and problems.

* A change is ALSO deemed successful if it qualifies under this one
exception.

— Meets all of the criteria for a Successful Change as stated,
however the change implemented was for an emergency
incident/problem resolution and was recorded after the change
was implemented (retro change record).

Successful with issues Change - A change is deemed successful with issues
if it has met the stated business and IT objectives validated by the end user,
was implemented with deviation to the documented change plan, was
completed within the change window and has not resulted in incidents and
problems.

Unsuccessful Change: A change is deemed unsuccessful if it does not meet

all of the criteria for success as stated in the Successful Change and
Successful with issues Change definitions within this policy.

aa) Close notes — For the Change Owner to document comments such as; why
the Change was unsuccessful, lessons learned, etc...

12
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10.Attachments section — (Icon at the top of the Change window)
< = Gomm bb. [#]+ & =
— I

e / (% |7

Attachments

Choase a file to attach:
Browse... a Attach
Add Another Attachment

‘Current file attachments:
None

bb) Attachments — For supporting documentation such as Implementation
plan, Test plan, vendor documentation, screenshots, etc.

11. Related Links Section - Change Tasks (tab)
» This section will appear AFTER the Change Owner Submits the New Record
> Fill out all required fields that have an asterisk in red and as reference are
highlighted blue within this section.

= | Change Tasks Goto | Number 44 « 1| to1oft B pp E

T Changerequest= cHodoidisa

o Q, = Number 4 = Short description

= State = Assignment group = Assigned to = Expected start = Actual end

77) Tasks — The Tasks to be created (click New to create a task and the window
below will need to be filled out per task) will represent your itemized
implementation plan and the person(s) responsible per assigned task(s). All
task(s) must be closed BEFORE the Change can be moved to a Review State. The
Change Owner is responsible for monitoring the execution of the Change
inclusive of ensuring all tasks are closed within the Change window.

13
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<= e ¢ @
1. Nomeer AV/ | [ — v
I1. Configuration item Qs 00 VIII. % Assignment group I | Q
i i i « Expected start 07/05/2016 03:19:47 PM i IX. Assigned to Q
iV_ Change request CHG0030152 all® X, Work notes lst & &

V. % sShortdescription [

\/i . %k Description |

XI. worknotes

Submit Save Close Task

VI.

Vil.

viii.

IX.

X.

Xl.

Number — System driven unique number starting with “CTASK”

Configuration item — By default, the parent CI is brought over

Expected start — By default, the expected start date is the parent Change planned
start date. Expected start date for the Task SHOULD NOT be planned prior to
parent Change planned start date

Change request — Parent Change number

Short description — Reflects a brief summary of the task. Should be concise and
in terms that can be understood by your audience

Description — Describe the task. Use terms that will be understood by your
audience and write in complete sentences

State — Systematically driven by the State of the parent Change. Reference the
Definitions section for Change Task State definitions. The State will default to
Pending when a New Task is added. Once the Change is CAB approved, the State
will systematically Change to Open. When the parent Change planned start date
begins, then the State of the Task can be changed to Work in Progress. Once work
is complete, the Task can be changed to Closed Complete.

Assignment group — Reflects the UCF IT department responsible for the task
completion

Assigned to — Reflects the UCF IT staff member responsible for the task
completion

Work notes list — For other users to be added for notifications on work notes
updates

Work notes — For documentation purposes on task

REFERENCE THE QUICK STEP NEW CHANGE RECORD GUIDE — NORMAL
CHANGES SECTION FOR CLIFF NOTE INSTRUCTIONS.
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VI. EMERGENCY CHANGE - STEPS TO RECORD A CHANGE RECORD

Per the UCF IT Change Management Policy & Procedure, if the Change Manager
approves the RFC, the Change Owner is responsible to record the Emergency Change per
the steps below.

1. On the left side of the Filter navigator, expand Change and click Create New

DEVInstance /
(F Fitter navigator

< | Interceptor

© Change Request
What type of change is rgafre

Change Schedule

Blackout Schedules

Collaborate

Configuration

Service Catalog

Reports

Workflow

2. On the center screen, select Emergency type of Change

DEVInstance

(5 Filter navigator ) < | Interceptor

* © Change Request

Self-Service What type of change is required?

Catalog Item Repository I

¥ Schedules
Change Schedule
Blackout Schedules
Collaborate
Configuration

Service Catalog

Reports

Workflow

15
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3. Top Section — (Above the Planning section/tabs)
> Fill out all required fields that have an asterisk in red and as reference are
highlighted blue within this section.

Number CHG0031446 —/_’I System driven unique Number | Type Emergency

a « Requested by Scott Baron Q@ State New v

b » >k Category | - None — v ‘ W Conflict status R R
Reference Conflicts Section

C. % configurationitem | ‘ Q « Conflict last run
d « %k Requires downtime | - None — v ‘ I « 3k Assignment group | ‘ Q
€. % Requires communica tion | ~None - v‘ J* Assigned to | ‘ Q
f.* Other senvices could be affected? ~None— "

g .« >k Short description

N. % oescrpton ‘ ‘

a) Requested by — Field either needs to represent the Change Owner (same as
“Assigned to” field) or needs to represent the customer that submitted a RFC
through a service request

b) Category — Select the appropriate Category that categorizes your Emergency
Change

c) Configuration Item (Cl) — Select the appropriate CI that your Emergency
Change is affecting. Reference the Appendix; Section H for additional insight to
searching for a Cl. If more than one CI will be affected for the Emergency
Change record, reference the Appendix; Section E for instructions on how to
record

d) Requires downtime — Will this Emergency Change require a downtime?

e) Requires communication — Will this Change require communication? Does IT
need to be notified? Do other constituent(s) need to be notified? Does the entire
campus community need to be notified? If communication is required, what will
the customer(s) experience during this change and when will the notification(s)
take place?

- If Yes is chosen, then the Communication plan section will appear within
the Planning section (tab) and additional detail will be required for the
Change Record’s Communication plan

) Other services could be affected? — Will this change impact/affect other IT
services while being implemented?

- If Yes is chosen, this will indicate to the change advisory board that there
is higher risk (unknowns) to implement the change and that all possible IT
services that may be impacted should be listed within the change record.

- If No is chosen, the Change Owner will be required to complete a
confidence level percentage on how certain they are that other/additional
IT services will NOT be affected. If the confidence level is 50% or below,
then the Change Owner will be required to complete the Confidence level
section (within the Planning section (tab)) explaining why there is
uncertainty of IT services being impacted while the change is being
implemented.
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Short description — Reflects a brief summary of the Emergency Change. Should
be concise and in terms that can be understood by your audience. This field will
be reflected on the Change Calendar (Schedule)

Description — Describe the Emergency Change. Why should this change be
introduced as soon as possible? Use terms that will be understood by your
audience and write in complete sentences

Assignment group — Reflects the UCF IT department responsible for the
Emergency Change’s success

Assigned to — Is the Change Owner of the Emergency Change. The UCF IT staff
member responsible for monitoring the execution of the Emergency Change and
documenting the Emergency Change

4. Planning section (tab)

> Fill out all required fields that have an asterisk in red and as reference are
highlighted blue within this section.

k. > Justification Enter benefits of implementing this change and impact if this change is not implemented
I . >k Implementation plan Enter sequential steps to implement this change. In addition, enter dependencies between steps and assignee details for each step
m . %k Risk and impact analysis Enter potential risks and impact associated with this change. include impact details if this change implementation is unsuccessful
n . >k Backoutplan Enter steps to revert the change to its state prior to implementation. Include information regarding when the change can be backed out during implementation and if the change window includes time

O .k Testplan Enter details of planned and completed tests prior to implementation that indicate the potential success of this change. Enter details of planned post-implementation tests to confirm success of this

OO. % Communication plan

p. > Confidence level

Planning™ Ischedute' Conflicts = Notes = Closure Information = Notifications ™

to backout

change

Only will appear if Yes is chosen under Requires communication

OOO » Additional information (URL) Enter the URL path if Planning resources for the Change Record are located outside of ServiceNow and cannot be attached to the Change Record

‘ Only will appear if Confidence level is 50% or <=25%

K)
1)

Justification - What is the desired outcome to be generated by the Emergency
Change? Is the input a solution to an incident/problem or an innovation?
Implementation plan — Documented detailed steps for the Emergency Change to
be implemented successfully. The Emergency Change tasks associated with a
Change will be the high level summary of the implementation plan (whether tasks
are sequential or run in parallel).

m) Risk and impact analysis - Identify the risks to IT services inherent to the

Emergency Change

17
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Backout plan - Can you revert back once this Emergency Change is complete? If
yes, indicate how it will be restored. If no, indicate what you will do if the
Emergency Change is not successful.

Test plan - Did you test this? If yes, please describe how it was tested. If no,
indicate why testing could not be performed. Once the Emergency Change is
complete, how will you test to ensure it is working properly?

00) Communication plan — Does IT need to be notified? Do other constituent(s)
need to be notified? Does the entire campus community need to be notified? What
will the customer(s) experience during this change and when will the
notification(s) take place?

000) Additional information (URL) — Optional field. Enter the URL path if
Planning resources for the Change Record are located outside of ServiceNow and
cannot be attached to the Change Record.

Confidence level — Explain why there is uncertainty of IT services being
impacted while the change is being implemented.

5. Schedule section (tab)

> Fill out all required fields that have an asterisk in red and as reference are
highlighted blue within this section.

onflicts | Motes | Closure Information

Schedule

q . % Planned start date

I, % Plannedenddate ‘ ‘

S. CAB recomme

ndation V. csdate

t. Actual start

B &

u + Actualend

B |

a)
r)
s)

f)

Planned start date — Emergency Change window Planned start date and time
Planned end date — Emergency Change window Planned end date and time

CAB recommendation — Only should be filled out by the CAB administrator or
ECAB members. This field reflects the recommendation from ECAB discussion if
the Emergency Change is rejected or needing any modification

Actual start — Emergency Change actual start date and time. The date and
timestamp are systematically populated when the State is Changed by the Change
Owner to Implement

Actual end — Emergency Change actual end date and time. The date and
timestamp are systematically populated when the State is changed by the Change
Owner to Review. NOTE: All associated Emergency Change tasks must be closed
before the Review State can be selected

CAB date — CAB is NOT required for Emergency Changes. Field is left blank so
the planned start date can be planned within the minimum date requirement for
Normal Changes.
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6. Conflicts section (tab)

Planning Schadula Motes | Closure Information

Conflicts

items, date and date quired to run conflict detection

3 = Change = Affected CI

= Type = Schedule = Conflicting change = Last checked

W) Conflicts Detected — Systematically driven off the Change record details, the
conflict detector will look at the two possible conflicts below. The detector runs

automatically and you will see the last run time stamp and status within the Top
Section (3.).

Configuration Item(s) — System checks other Changes within the proposed
Change window that affect the same CI(s)

Blackout Dates — System checks the pre-loaded blackout schedule
(Change freeze window) times against the proposed Change window

7. Notes section (tab)

Planning = Schedule Conﬂictclosure Information

Notes

Watch list & prs Work notes list 2 Py

K. |  Additional comments (Customervisible)

X) Additional comments (Customer visible) — If any comments are added to this
field the “Requested by” individual will be notified

y) Activity - A field that is systematically logged which captures all activities of a

Change such as email notifications sent, work notes updates, additional comments
added or changes to any fields.
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8. Closure Information section (tab)
» This section will be completed at the Review State of the Change.

Closure Information

Z- Close code --None — v

Aa. closenotes

Z) Close code - The Change Owner is responsible to mark the Emergency Change as
Successful, Successful with issues or Unsuccessful AFTER the Emergency
Change implementation and the State being changed to Review.

Successful Change*: A Change is deemed successful if it has met the stated
business and IT objectives validated by the end user, was implemented
without deviation to the documented change plan, was completed within the
change window and has not resulted in incidents and problems.

* A change is ALSO deemed successful if it qualifies under this one
exception.

— Meets all of the criteria for a Successful Change as stated,
however the change implemented was for an emergency
incident/problem resolution and was recorded after the change
was implemented (retro change record).

Successful with issues Change - A change is deemed successful with issues
if it has met the stated business and IT objectives validated by the end user,
was implemented with deviation to the documented change plan, was
completed within the change window and has not resulted in incidents and
problems.

Unsuccessful Change: A change is deemed unsuccessful if it does not meet

all of the criteria for success as stated in the Successful Change and
Successful with issues Change definitions within this policy.

aa) Close notes — For the Change Owner to document comments such as; why
the Emergency Change was unsuccessful, lessons learned, etc...
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9. Attachments section — (Icon at the top of the Change window)
< = Sk bb VB e
— ]

oy / (7 )/

‘/

Attachments

Choase a file to attach:
Browse... a Attach
Add Another Attachment

‘Current file attachments:
None

bb) Attachments — For supporting documentation such as Implementation
plan, Test plan, vendor documentation, screenshots, etc.

10. Related Links Section - Change Tasks (tab)
» This section will appear AFTER the Change Owner Submits the New Record

> Fill out all required fields that have an asterisk in red and as reference are
highlighted blue within this section.

= | Change Tasks Goto | Number 44 « 1| to1oft B pp E

T Changerequest = CHoogndls,

o Q, = Number 4 = Short description

= State = Assignment group = Assigned to = Expected start = Actual end

77) Tasks — The Tasks to be created (click New to create a task and the window
below will need to be filled out per task) will represent your itemized
implementation plan and the person(s) responsible per assigned task(s). All
task(s) must be closed BEFORE the Emergency Change can be moved to a
Review State. The Change Owner is responsible for monitoring the execution of
the Emergency Change inclusive of ensuring all tasks are closed within the
Change window.
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< = P x
i + Number Vi | , State Pending v
I1. configuration item Q& 0|0 \/| | | . %k Assignment group I | Q
i i i . Expected start 07/05/2016 03:19:47 PM =% IX Assigned to Q
IV Change request CHG0030152 [*WING] X Work notes list 8 &

Submit Save Close Task

V. % sShortdescription [ ‘
V1. % pescription |

VI.

Vil.

Viii.
IX.
X.

Xl.

Number — System driven unique number starting with “CTASK”
Configuration item — By default, the parent CI is brought over

Expected start — By default, the expected start date is the parent Emergency
Change planned start date. Expected start date for the Task SHOULD NOT be
planned prior to parent Emergency Change planned start date

Change request — Parent Emergency Change number

Short description - Reflects a brief summary of the task. Should be concise and
in terms that can be understood by your audience

Description - Describe the task. Use terms that will be understood by your
audience and write in complete sentences

State — Systematically driven by the State of the parent Emergency Change.
Reference the Definitions section for Change Task State definitions. The State
will default to Pending when a New Task is added. Once the Emergency Change
is ECAB approved, the State will systematically change to Open. When the parent
Emergency Change planned start date begins, then the State of the Task can be
changed to Work in Progress. Once work is complete, the Task can be changed to
Closed Complete.

Assignment group - Reflects the UCF IT department responsible for the task
completion

Assigned to - Reflects the UCF IT staff member responsible for the task
completion

Work notes list — For other users to be added for notifications on work notes
updates

Work notes — For documentation purposes on task

REFERENCE THE QUICK STEP NEW CHANGE RECORD GUIDE - EMERGENCY
CHANGES SECTION FOR CLIFF NOTE INSTRUCTIONS.
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VIl.  APPENDIX

A QUICK STEP NEW CHANGE RECORD GUIDE - NORMAL CHANGES

e Reference the above section for detailed summaries of each Section

1. Onthe left side of the Filter navigator, expand Change and click Create New

(3 Fitternavigator ) || < | iterceptor
* O Change Request
Sel-service Whattype of change is

Catalog Item Repository )
Service Desk
Incident

Change /

Create New

Open
Closed

An

Overview

¥ Schedules

Change Schedule

Blackout Schedules

aaaaaaaaaaa

aaaaaaaaaaaaaa

2. On the center screen, select Normal type of Change

DEVInstance
{”? Filter navigator ] < | Interceptor
* © Change Request
Self-Service ‘What type of change is required?

Normal

Catalog Item Repository

Service Desk
Incident
Chang:

Create New
op:
Closed

All
Overview

¥ Schedules
Change Schedule
Blackout Schedules

Callaborate
Configuration
Service Catalog
Reports

Workflow
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¢ = Gerenfequet eom | submit || 5w
- Attachments

e Section -
Optional

Number CHGO031446 Type Normal
Requested by a state New 3
.
Category ~None . Conflict status Not Run
Configuration item Q Conflict last run

Requires downtime Hane N Assignment group a +— Co m p Iete
R . o a Top Section

Other services could be affected? Nane. A
Short description ?ll@
Description
Planning
- anien bl - = o = - = - 4
.
" - pueeae . gy RO S -

Complete
Bachout plan et st e ek B e S sk s 2 Semphe e b fn e bt reoaring: e Ha b b b e i G et o o B e <G o e \wlr\hFﬁw | P Iann | ng

e e et R S e S A 1 A T A £t A 8 A o e et £ €t s e e Section
cmmmemen Only will appear if Yes is chosen under Reguires communication (tab)

‘Only will appear if Confidence level is 50% or <—25%

Schedule ~

5 Complete
<« | Schedule
Section
CAB recommendation CAB date 2016-07-05 (tab)

Planned start date = Actual start

Planned end date =) Actual end

Conflicts v

o deteion Conflicts
Section
Conflicts Detected E (tab) -

& = Change = Afected €I =Type = schedule = Conflicting change = Last checked FYI Only
Notes v
Watchlist F ;3 Work notes list - RIP:3

Notes Section
(tab) -
e Optional

Additianal comments (Customer visible)

Notifications v Complete Notifications
5 l (tab) Section if Requires

Does formal communication need tabe | ~MHone~ v communication from Top
sentto intemal andjor extemal Section is “Yes”
customers?
Closure Information v

Corecote | Mo v Not Required until
— Review State

6. Click Submit
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Check for any conflicts either within the Top Section or the Conflicts Section

(tab)

— Chanee Reauest -—
< = T & W = oo Follow | ~ | RequestApproval = Save  Update  CopyChange
New Assess Authorize Scheduled implement Review Closed
Number CHGD031446 Type Normal
Requested by Greg Cain a State New
Category Hardware v Conflict status No Conflict
Configuration item SRTHGBQY [o Wt Conflict last run 08/26/2019 12:49:23 PM
Requires downtime No v Assignment group Service Management Solutions Team [«}
Requires communication Yes M Assigned to Scott Baron Q
Short description TEST e B8
Description TEST
Conflicts Detected B
b3 = change = Affected C1 =Type = Schedule = Conflicting change = Last checked
8. Create Change Task(s) as appropriate (one or many)
P .
<
|
B Q = Number & H = state = Assignment group = assignedto = Expected start = Actualend
Click New
No records to display
4 === E ted & = oo submit | Sae | CloseTask
xpecte
Number CTASK0010097 State Pending v
start can
Configuration item SRTHGBQY - : iG] b > Assignment group | Q
e changed
Expected start 07/12/2016 02:25:44 PM —/_E” Assigned to Q
as needed
Change request ale ez . Complete
 short description

% Description

Work notes

* Required

| Fields

| submit | | Save | Close Task

10.

~

Click Submit or
Save
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¢ == ChangeRequest
— CHGD031445

Assess

Number

Requested by

Category

Configuration item
Requires downtime

Requires communication

Other services could be affected?

short description

Description

CHGO031446

Greg Cain

Hardware

SRTHGBQY

No

TEST

TEST

Authorize

Scheduled

& M=

Implement

Type
State

Conflict status
Conflict last run
Assignment group

Assigned to

Review

Normal

New

Mo Conflict

08/26/2019 12:49:23 PM

Service Management Solutions Team

Scott Baron

Closed

“©

o0 mb.l Request Approval I save | Update  CopyChange

T

12. NO ACTION ON CHANGE OWNER — Change Manager to review and
either reject or approve Change record. Change enters Assess State.

Change Manager

07/07/2016 01:36:01 PM

— Change Request -
= e & = oo Follow  ~  Save  uUpdate @ C
New Assess Authorize Scheduled Implement Review Closed
Number CHGO031446 Type Normal
Requested by Greg Cain =} @ State Assess
% Category Hardware v Change is waiting for approval
= Approvers Goto Created ¥ <4 < 1 t1oft B PP E
\vd
v
53 Q, = state = Approver = comments = Created ¥
© Requested
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hange Manager approves,

the Change is ready to be presented to CAB for review and either approval or

rejection. Change enters an Authorize State.

<= Er:ﬂng;:le::;n & N = oo Follow  ~  Save | Update  Cop
New Assess Authorize Scheduled Implement Review Closed
Number CHG0031446 Type Normal
Requested by Greg Cain a State | Authorize
% Category Hardware Change is wating for approval
= | Approvers Goto Created ¥
=z
Y
o8 Q, = State = Approver = Comments = Created ¥
® Beguested Director of Enterprise Systems & Operations 070712018 01:42:43 PH
® e Director of Network & Telecommunications A A ]
® Beguested Director of Enterprise Application Development 070712018 01:42:43 PH
@ Beauested Director of Program Management & Planning 07/07/2016 01:45:43 PM
® e Director of Technology Sales, Service & Support 07/07/2016 01:49:43 PH
® Requested Director of Information Security BT D B ]
EOUE Enterprise Architect/Consultant
14. NO ACTION ON CHANGE OWNER — Once CAB approves, the Change is
scheduled and SHOULD NOT be implemented until the Planned start date.
Change enters a Scheduled State.
< | = ‘;':;z:‘:‘;‘:‘ & N = Follow |~ | | Update | | Sav CopyChange | | Delete
v v v Scheduled
Number CHGO031446 Type g hd
Requested by Scott Baron o ® State duled v
Category Hardware ~
15. When the Planned start date and time approaches, the Change will allow the
Change Owner to select Implement
>
< | = 2':23"“;‘1‘:::‘ L N = Follow implement | | Update | san CopyChange | | Delet
v v v Scheduled
Number CHGOD31446 Type Normal v
Requested by Scott Baran Q @ State duled v
Category Hardware v
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16. After selecting Implement, the implementation can begin on the Change.
Change enters an Implement State.
= ?:qu?f:z # N = Follow |~ | Review | Updste | Save | CopyChange || Delete
Requested by Scott Baron alle Stats pl v

17. If the Change has any tasks planned out, the task(s) should be moved into a
Work in Progress (WIP) State dependent on the sequential order of the tasks.
You will notice the Task(s) State goes from read-only to now write access.

Click Update or Save after moving to WIP. If the Change does not have any

tasks, skip to Step 19.

— ChangeTask
= cTASK0010097

<

Number

stion item

Expected start

Change request

Shert description

CTASK0010097 stat
o &0 @ gnment
07/07/2016 02:17:33 PM =]

Qe knotes |

# N = Follow -l Update smel Close Task | Delete
o ©
@
=]

18. If the Change has task(s), all Tasks should be moved to Closed Complete
once the task work is completed. This can be executed by either moving the

State to Closed Complete (and clicking Update

or Save) or clicking Close

Task on the header bar. NOTE: The Change CANNOT be closed until all

tasks are closed.

CHGOO031446

Please close all tasks before submitting for review.

< = g:;%&?okn N = Follow - || Updete | save | C\osETaskI Delete
Number CTASK0010097 sue [
Open
. o s 0
uration item RTHGEQ) X e o anment || cioses compiete 1©
EOTE:
Expected start 07/07/2016 02:17:33 PM =2} Assigned t Closed Skipped 0]
Change request Q@ knotes | & || &
Short description TEST &
Des: TEST
¢ | = Change Request & V= wo | roow ||| nevew | upcste | | sove || copychange || vetete | A
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19. After all tasks are closed out (if applicable) or if the change did not have any
tasks and the change has been implemented, Click Review. The change will
enter a Review State.

@ = E'ﬁgg;l;el::? & P = oo Follow i Save | CopyChange  Delete

v v v v Implement
Number CHGO0031446 Type Normal v
Requested by ‘ x |a|l® State mplement v
Software v Conflictstatus No Conflict v
Configuration item SRTHGBQY & ['] Conflict last run 07/11/2016 02:53:21 PM
— Change Request = y
< =g £ N = Follow |~ || Close | | Updste | Save || CopyChange | | Delete

v 7 ’ ’ ”
Number CHGO031446 Type Normal g
Requested by Scott Baron ol o state Review v
Category Software v Conflict status No Conflict A4

20. Update the Closure Information section (tab) with the appropriate Close code
and Close notes. Reference the Definitions section (Page 2) for Close code
definitions (Successful, Successful with issues and Unsuccessful). NOTE:
These fields are required before the change can be closed.

Closure Infermation v

% Close cod
5 Close not
Cle Update Si Copy Change Delete

21. Click Close once the Close code and Close notes have been filled out
appropriately. No further action required. Change record is complete. Change

record will enter a Closed State. \

— Change Request -
=] = Copy Change I
< e LA =] Py Chang;
Scott Bax
4-Low
New
Closure Information
Close cod Successful v
% Close not Tes] ‘
Close | | Updste | | Save | | CopyChange || Delete
<« = E:fzﬂ;si‘:';? # W = oo folow |~ | Update | Save | CopyChange || Delete

Number CHGD031446 Type Normal v
Requested by ‘ x |o | ® State Closed v
Category Software v Conflict status. No Conflict v
Configuration item SRTHGBQY o Conflict last run 07/11/2016 02:59:15 PM
fi & i £
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QUICK STEP NEW CHANGE RECORD GUIDE - EMERGENCY CHANGES

e Reference the above section for detailed summaries of each Section

1. On the left side of the Filter navigator, expand Change and click Create New

DEVInstance

(7 Fitter navigator ) < | Interceptor

* © Change Request

Self-service What type of change is require
Catalog Item Repository

Service Desk

Incident

Change
Create New
Open
Closed

All

uuuuuuuuuuuuuuuuu

ggggggggggggg

< Interceptor

* C] Change Request

What type of change is required?

DNormal Changeswithout gredefined plan

¥ Schedules
Change Schedule

Blackout Schedules

Collzborate

Configuration

Service Catalog

Reports

Workflow
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¢ = ChangeRequest
= Newrecord

New

University of Central Florida

S50 svors [ 5

Number

CHGO031443

Tawe Emergency v
Requested by Q state New
Category Nane Conflictstatus | Notun
Configuration item @ Conflict last run. 3 .
Requires downtime Nane sssignment group a —
Requires communication Non Assigned o a
(Other services could be affected? Non v
snortseseription A
Description
Planning
_— - 5 imos = e——

Communication plan

Actatcnal lntarmation (R )

[r———

Only will appear if Yes is chosen under Reguires communication

cr the URL path i Manning resources

for the Change

Only will appear if Confidence level is 50% or <—25%

o arc located outsde of Scricenon and cannot be atached 1o the Changs Rocor

Information Technology (UCF IT)

Attachments
Section -
Optional

Complete
Top Section

Complete
Planning
Section
(tab)

] —r

6.

Click Submit

31
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5 Complete
Planned start date Actual start < | SChE(_J u | €
Planned end date ] Actual end = SECtlon
(CAB recommendation CAB date -] (tab)
Conflicts v
"t tction Conflicts
Section
& = Change = Afected €I =Type = schedule = conflicting change = Last checked FYI Only
Notes v
Watch list 8 & Work notes list & | & NOteS SeCtion
Additional comments (Customer visible]
(tab) -
Optional
Closure Information v
coecose | ~none- . Not Required until
Review State
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Check for any conflicts either within the Top Section or the Conflicts Section

(tab)

¢ = ChangeRequest

= & W = oo Follow | ~ | RequestApproval = Save  Update  CopyChange
New Assess Authorize Scheduled implement Review Closed
Number CHG0031443 Type Emergency
Requested by Greg Cain a State New
Category Hardware v Conflict status No Conflict
Configuration item SRTHGBQY [o Wt Conflict last run 08/26/2019 12:49:23 PM
Requires downtime No v Assignment group Service Management Solutions Team [«}
Requires communication Yes M Assigned to Scott Baron Q
Short description TEST e B8
Description TEST
Conflicts Detected B
b3 = change = Affected C1 =Type = Schedule = Conflicting change = Last checked
8. Create Change task(s) as appropriate (one or many)
= e [l e - -
<
|
B Q = Number & H = state = Assignment group = assignedto = Expected start = Actualend
Click New
No records to display
4 === E ted & = oo submit | Sae | CloseTask
xpecte
Number CTASK0010097 State Pending v
start can
Configuration item SRTHGBQY - : iG] b > Assignment group | Q
e changed
Expected start 07/12/2016 02:25:44 PM —/(’ Assigned to Q
as needed o)
Change request a|l® a & " C
omplete

 short description

% Description

Work notes

Submit SAVEI Close Task

\
10

~

Click Submit or

Save

* Required
Fields
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11. Click Request Approval

< | = (gﬁgg‘;g‘;“;‘;‘? & W B oo ml Request Approval I Update | Save
New
Number CHGO0031443 Type Emergency 4
Requested by Scott Baron sG] State New v
Category Hardware v Conflict status No Conflict v
Configuration item SRTHGBQY Q& 0@ Conflict last run 06/29/2016 02:26:11 PM
Requires downtime No v Assignment group Test Scoring Team ®
Requires communication Yes v Assigned to Michael Davignon ®
Short description TEST 8
Description TEST
12.NO ACTION ON CHANGE OWNER — Change Manager to review and
either reject or approve Change record. Change enters Assess State.
<= ?:qu?fé‘zt & P = oo Follow | v | Update
v Assess
Number CHGD031443 Type Emergency R
Requested by Scott Baron Q @ State Assess v
Category Hardware v Change is waiting for approval
= | Approvers  Goto | Created ¥ -« 1 totofl B BB O
hvd
Y
5 Q = state = Approver = Comments = Created ¥
(©) Requested Change Manager 07/07/2016 01:36:01 PM
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13. NO ACTION ON CHANGE OWNER —Emergency Change is ready for
ECAB review and either approval or rejection. Change enters an Authorize
State.

— Change Request —
= = Foll ~ || Upd
< = Gicoosrass & S, = ° Pee
v v Authos
Number CHG0031443 Type Emergency 2
Requested by Scott Baron ol ® State Authorize v
Category Hardware ~ Change is waiting for approval
= | Approvers Goto Created ¥
=z
]
o8 Q, = State = Approver = Comments = Created ¥
@ Reguested . . } 07/07/2016 01:49:43 PM
b Director of Enterprise Systems & Operations b
' i 49
W e Director of Network & Telecommunications A A ]
I 21077201
Reguested . . _— 07/07/2016 01:49:43 PM
W Hequested Director of Enterprise Application Development e
' i 49
L Beauested Director of Program Management & Planning 07/07/2016 01:45:43 PM
@ " . 7/07/2016 01:49:
W et Director of Technology Sales, Service & Support 07/07/2016 01:45:45 PM
) . . 3 y .40:
@) Requested Director of Information Security 07/07/2016 01:49:43 FM
EOues Enterprise Architect/Consultant

14. NO ACTION ON CHANGE OWNER — Once two members of ECAB
approves, the Emergency Change is scheduled and SHOULD NOT be
implemented until the Planned start date. Change enters a Scheduled State.

Change Request
CHGO031443

(| =

& N = Follow |~ || Update | | S CopyChange | | Delete
v v Scheduled
Number | CHGO031443 Type | Emergency v
Requested by Scott Baron o ® State Scheduled v
Category Hardware v

15. When the Planned start date and time approaches, the Change will allow the
Change Owner to select Implement

¢ = ChangeRequest

= = Foll ~| implement | Jupdat 5: Copy Change | | Delet
CHG0031443 =
v v v Scheduled
Number CHGO0031443 Typ Emergency v
Requested by Scott Baran Q @ State Scheduled v
Category Hardware v
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16. After selecting Implement, the implementation can begin on the Emergency
Change. Change enters an Implement State.
= E",‘;f;;?;“:j‘} # N = Follow |~ | Review | Updste | Save | CopyChange || Delete
Requested by Scott Baren o | ® State mplement v

17. If the Change has any tasks planned out, the task(s) should be moved into a

Work in Progress (WIP) State dependent on the sequential order of the tasks.
You will notice the Task(s) State goes from read-only to now write access.
Click Update or Save after moving to WIP. If the Emergency Change does not
have any tasks, skip to Step 19.

4 =5 # N = Follow -l Update smel Close Task | | Delete
Number | CTASK0010097 Stat
iguration item SRR RN} gnment g [ @
Expected start 07/07/2016 02:17:33 PM =] 0]
Change request q @ K notes
18. If the Emergency Change has task(s), all Tasks should be moved to Closed

Complete once the task work is completed. This can be executed by either
moving the State to Closed Complete (and clicking Update or Save) or
clicking Close Task on the header bar. NOTE: The Emergency Change
CANNOT be closed until all tasks are closed.

= CHG0031443

< = Chomeetosk & W\ = Follow | v || Update | | Seve | C\osETaskI Delete
Number CTASK0010097 sue [
Open
E alla e 0
guration item RTHGEQ) 3 e o gnment er [ cioses comprese 1©
Expected start 07/07/2016 02:17:33 PM @ signed t Closed Skipped ®
Change request Q| ® k notes | & =
Short description TEST &
Dese TEST
R = = @ | = oo rolow |+ | Review |Updste || Sove | CopyChamge | Delete | /N

Please close all tasks before submitting for review.
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19. After all tasks are closed out (if applicable) or if the change did not have any
tasks and the change has been implemented, Click Review. The change will
enter a Review State.

<= cc'lr:’g;::‘ﬁ; @ Y = oo Folow | <[ Review || Update || Save | CopyChange | Delete
Number | CHGO031443 Type Emergency v
Requested by ‘ x |a|l® State mplement v
Configuration item SRTHGBQY & ['] Conflict last run 07/11/2016 02:53:21 PM
<= 2'::2‘:63“‘;‘::‘3 & N = Follow |~ || Close | | Update | | Save | | CopyChange | | Delete
Number CHGO0031443 Type Emergency v
Requested by Scott Baron a o state Review v
20. Update the Closure Information section (tab) with the appropriate Close code
and Close notes. Reference the Definitions section (Page 2) for Close code
definitions (Successful, Successful with issues and Unsuccessful). NOTE:
These fields are required before the change can be closed.
Closure Information v
k  Close cod:
% Close not

21. Click Close once the Close code and Close notes have been filled out
appropriately. No further action required. Change record is complete. Change

record will enter a Closed State. \

= Change Request -
< = Vi = Copy Change I
CHG0031443 =
Scott Bax
4-Low
New
Closure Information
Close cod Successful v
% Close not Tes] ‘
i Update || Save | | CopyChange | | Delete
¢ | = Chenge Request & = Follow | v | Update | S Copy Change | | Delet
CHG0031443
7 7 ’ ’ ’ ’
Number CHGO031443 Type mergency 0
Requested by ‘ x |o | ® Stae Closed v
Category Software v Conflict statu: No Conflict v
Configuration item SRTHGBQY k3 lict last 07/11/201602:59:15 PM
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RELATING INCIDENTS TO CHANGES

There are two ways to relate incidents to changes. A change record can be related
off of an existing incident (which was an incident Caused by Change or Change
Request) or once a new incident is created, the change record can be created off
that incident record.

EXISTING INCIDENT

1. Within the incident record, scroll down to the Related Records section (tab)

losure Information | Variables

— Incident -
< = Ncoozsso F N = oo Foll Update | | s pelete | AN ol
Related Records v
ntincident | INCO022858 allo Caused by Change Q
Change Request ‘ Q

2. A Change can be searched/related if the incident record was caused by a
change implemented (Closed Change) or if the change is to be implemented
from the corresponding incident. Click the magnifying glass that is applicable.

— Incident
< = eozasso sove || petete | A
e Incident
global
| Proceed to Next Task
t  Cancelall future Tasks
3-Low
Related Records v
Parent Incident INCO022858 oo Caused by Change
Change Request
& Change Requests | ServiceNow DEV Instance - Intemet Explorer provided by University of Central Florida - m} x
€ https://ucfdev.service-now.com/change_request_list.do?sysparm_target=incident.caused_by&tsysparm_target_value= &isysparm_referer @
= | Change Requests m Goto | Number v ‘ A
44 4 1 to20of105 B BB
T A
)
Q, = Number ¥ = short description
™ CHGO030181 Emergency Change: TEST
@  CHGoos0iTT Emergency Change: adsf
@  CiGoosn7e asfda
®  CHGOD30175 Emergency Change: asdf
CHGOD3 ‘mergency Change: Emergency Change: o
@  CHGOD30174 2 cr E ch, ke
@  CHGO030IT3 Emergency Change: asdf
®  Cieoosmm
€HGO030171 E Change: adsf
° mergency Change: adsf N
< >
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3. Search on the change record number and select the record number

& Change Requests | ServiceNow DEV Instance - |ntemet£xp|umpmvb§y University of Central Florida - o x
@ https://ucfdev.service-now.com/change_request_list.doZsysparm_targe®ncident.caused_by&sysparm _target_value= &sysparm_referer @
=  Change Requests m Goto  Mumber v || | A
44 4 1 |tozoof105 P PR
Y A
Q = Number ¥ = Short description
] CHGO030181 Emergency Change: TEST
™Y CHGOO30177 Emergency Change: adsf
o CHGOO30176 asfda
o CHGO0O30175 Emergency Change: asdf
@  CHGO030IT4 Emergency Change: Emergency Change: ok
° CHGO030173 Emergency Change: asdf
o CHGODO30172
® CHGO030171 Emergency Change: adsf i
< >

4. Save the incident record

= Incident -—
< = Noonmsso & N = ooo Follow | = | | Update | Save I pelete W
Number INC0022860 Opened 04/22/2016 03:42:33 PM ~
Caller Q Opened by Frederick Gobern a|l@
Preferred Contact Method -- None - v Contact type Phone v
Location Q, State New v
1. Off a new incident record, right click on the header bar
= Incident -—
< = oot & W = oo Follow |~ | Update | Save | Delete /N ‘1’
Add to Visual Task Board
Number INC0022861 Opened 04/22/2016 03:52:18 PM A
Copy Incident
Caller Haley Garland Q Create Problem Opened by Haley Garland [*WING]
Create Request
Preferred Contact Method - None-- v Create Normal Change Contact type Phone v
Location Q Create Emergency Change State e -
Metrics Timeline
Department (o} Follow on Live Feed Assignment group Service Desk @
Show Live Feed
Configuration item Q Assigned to
Configure »
Category Software v Export » Parent
View »
wheategony Aeb licer applicatinn
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Click either Create Normal Change or Emergency Change; Whichever is

applicable

¢ = Incident
== INC0022861

Number

Caller

Preferred Contact Method
Location

Department
Configuration item

Category

Save

Add to Visual Task Board

INCO022861
Copy Incident
Haley Garland a Create Problem
Create Request
~MNane— v Normal Change
a Emergency Chang:
Q mergency Change
Metrics Timeline
Q Follow on Live Feed
Show Live Feed
a
Configure
Software v Export
View

Mkl

Opened

Opened by

Contact type

State

Assignment group

Assigned to

Parent

Follow

&
5 oo
=

04/22/2016 03:52:18 PM
Haley Garland

Phene

New

Service Desk

Updats | | Save

o

o

Delets

™ ¥

3. A new change record will be created. Follow the Change record procedures

per the above directions (whether for Normal or Emergency Changes)

¢ | = SumecRequest @ W = oo | Follow |~ | RequestApproval | Update | Save | CopyChange | Delete | /N o
2
New
Number NGHG0030184 Type Normal v
Reauestcdty | ERER xlal o soe | new v
Category Software v Conflict status Mot Run v
< = predent # W = oo Follow | - | Update | Save | | Delete | P 3|
A
Web User application
Incident
global
Proceed to Next Task
Cancel allfuture Tasks
3-Llow
Related Records v
Parent Incident INC0022858 Q@ Caused by Chahge Q
Change Request Y CHG0030184 ol @
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D. RELATING CHANGES TO INCIDENTS

e When relating incidents to changes, the cross reference of the incident number
comes across to the change record within the Related Links section of the change
record.

For example, a change can be implemented (CHG0030176), an incident/problem
spawned (INC0022858 - Caused by Change) and then a new change record
(Change Request — CHG0030183) would need to be created in order to resolve
the newly identified incident/problem.

< = "z:i:;";ﬂﬁo & W E s00 Follow | - | Update | Save | Delete | N \],
3-Low
A~
Related Records v
Parent Incident INC0022858 oo Caused by Change CHGO030176 alle
, Ge Request CHG0030183 alle
Affected Cls (1) | Impacted Services/Cls | Approvers ange Tasks | Incidents Pending Change | Incidents Eh/uszﬁ{y-:hange Resource Plans
= | Incidents Causqd By Change m Number v 44 4 1| tolofl b kP G
Y Caused by Chggee = CHGO030176
e Q = Number A = Caller = Short description Category = Priority = State = Assignment group = Assigned to = Resolved SCosed
® INC0022860 test Software 3-Moderate New Service Desk (empty) (empty)
a1« 1 1ot b opp Y
At lected it v =
< >

Affected Cls (1) | Impacted Services/Cls }w@ Change Tasks | Incidents Pending Change | Incidents Caused By Change | Resource Plans

Im:idemsPendingChnnge Goto  Number v << 4« 1|tolofl B PP E

? Change Request = CHG0030183

o8 Q, = Number & = caller = Short description = Category = Priority = State = Assignment group = Assigned to = Resolved = Closed A
Q/ INC0022860 test Software 3 - Moderate Mew Service Desk {empty) (empty)
B v
Acti lacted rous_ N 44 « 1 tolofl B PP
<

>

The change records are bidirectional and if the incidents are not related to the

change records through the incident record, the change records can be opened and
the incidents related.
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e If relating incidents under the Incidents Pending Change section (tab), the Edit
button will only appear if the Change is still opened. This Edit button allows the
Change Owner to relate incident(s) that are dependent on the change to be
implemented to be resolved. Only OPENED incidents will be permitted to be
related.

1. Click the Edit button

= | Incidents Pending Change m Edit... Goto MNumber v E

? Change Request = CHG0030163

ot Q = Number 4 = Caller = short description = Category = Priority = State = Assignment group = Assigned to = Resolved Sclosed
No records to display v

< 2>

2. Select the appropriate incident record(s) by clicking the right arrow to move
them over to the Incident Pending Change List. Then Click Save.

Add Filter Run filter @

-- choose field -- v -- Dper - v --value -

Collection Incidents Pending Change List

Q, CHGOO30163

INCOOZ2849 —-None--
INCO022850 ”
INCODZ2851

INCDO22852

INCOO22853

INCOOZ2855

INCO022858

INCO022858 ?
INCDO22860
INCDO22861 <
INCDO22862

INCDO22863
INCOOZ2865
INCOOZ2867
INCDO22863
INCO0Z2865
INCODZ28T0

nnnnnnnnnnn
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e If relating incidents under the Incidents Caused By Change section (tab), the Edit
button will only appear once the Change is Closed. This Edit button allows the
Change Owner to relate incident(s) that were spawned by the change
implementation. New incident records can also be created by clicking the New
button within this section.
1. Click the Edit button
= | Incidents Caused By Change m Goto Number v dd4 4 1 toloft B PP
? Caused by Change = CHG0D30161
a3 Q, = Number A = Caller = Short description = Category = Priority = State = Assignment group = Assigned to = Resolved =cClosed
@ INC0022910 Scott Baron Software 3-Moderate New Backup and Recovery Support Team (empty} (empty)
Actions on selectad rous._ ¥/ 44 4 1 to1of1 B bR Y
< >
2. Select the appropriate incident record(s) by clicking the right arrow to move
them over to the Incident Caused by Change List. Then Click Save.
Add Filter || Runfilter (@
- choose field - ¥ | -—-oper- LJ —value --
Fellection Incidents Caused By Change List
Q, CHGO030161
INC0022845 INCO022910
INCO022850 ~
INC0022851
INCO022852
INC0022853
INC0022855
INCO022858
INCO022859 >
INCo022860
INCOD22861 <
INCOD22852
INC0O022863
INC0022866
INCO0228567
INC0022868
INC0022869
INC0022570 R
Cancel Save
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RELATING MULTIPLE CI’s TO A CHANGE RECORD

e For large scale changes (multiple Cls affected within one change window), a
change record can be created that serves as an overarching change (umbrella
change) record. By having this functionality within ServiceNow, the Change
Owner(s) does/do not have to input an individual change record for every Cl
affected. The below gives step-by-step instruction on how to relate multiple Cls to
a change record.

Use Case — Linux/UNIX servers upgrade to the PeopleSoft HCM environment

1. Within the Category and Configuration item selection when inputting a New
change record, the Category of Business Service should be selected. Upon
searching for the Configuration item (by clicking the magnifying glass),
PeopleSoft — HCM should be selected

=== Change Request +—
e & I o somi e
~
Hew
Number CHG0030207 Type Normal v
Requested by Scott Baron Q| o State New v
Category Business Service v Conflict status NotRun ~
Configuration item Q Conflict last run
/
New
Number CHG0030207 Type Normal v
Requested by Scott Baron Q@ State New v
Category Business Service v Conflict status NotRun v
Configuration item Q ‘ Conflict last run
p v upport Team Q@
& Configuration Items | ServiceNow DEV Instance - Internet Explorer provided by University of Central Florida - m] X D
@ hitps//ucfdev.service-now.com/cmdb,_ci_list.do?eysparm_target=change_request.cmdb_cifisysparm_target_value=&sysparm_reference _value= &sysparm_nameofstack=reflis @ a,
=  Configuration ltems m Goto Mame ¥ | Peoplesoft 44 4 1 toz00f37 B PPA 9 g
T All>Name>=peoplesaft
Q, = serial number = Assettapg = Name A = Manufacturer = class = Location = Assigned to = Support group =w
A
Plan v
° {empty) PeopleSoft - (empty) Business {empty) {empty) {empty) Unkr_.
CRM Service
° {empty} PeopleSoft - [empy! Business empty) {empty] empty) Unknow
cs Servica
° {empty] PeopleSoft-Fl  (empty) Business [empty) {empty] [empty) Unknow
Service
° {empty} PeopleSoft - [empy! Business empty) {empty] empty) Unknor
HCM Service
o lomaty PeopleSoft-1H  lempty) Business  [empty) (empty] empt: Unknou
Service
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2. Complete the rest of the initial change record and click Submit or Save

3. Under the Related Links Section there is a section named Affected Cls (tab)

4. Click Add

Affected Cls (1) | Impacted Services/Cls | Approvers | Change Tasks | Incidents Pending Change | Incidents Caused By Change | Rescurce Plans

Related Links
Shor ow

ntext
Aﬂectedl;-l Goto = Configuration item A 44 4 1 to1of1 B PP E

Y Task=cHGoos02o7
o Q, = configuration Item = class
(D Peoplesoft-HeM Business Service
#ctions on selected rows... -« L Sldd

5. Change (Type out) Configuration Class to “Server”. This will search the
CMDB on that specific Class attribute. Then the Server Class can be searched
on all Configuration Items of that Class. Additional filtering can be executed.
In this example since the Change is for Linux/UNIX servers upgrade to the
PeopleSoft HCM environment, the Description can be searched on any Server
Description that contains “Human”.

Add Affected Configuration ltems L’_‘)
Configuration Class Server 0 | Add Selected Add All (1575) ~
= Servers Goto Hame v ‘ -\»- 44 4 1 | to200f1575 b PP
T o,
¥ Al
e Q, = Name & = Manufacturer = Model ID = Operating System = 05 Version = Description = Class = updated = Updated by
DellInc. Window: 10/18/2015
® 4N46DG1 pellInc. =tine Windows 2012 R2 Datacenter  6.3.9600 Windaws - guest
PowerEdge R300 Server 05:04:07 AM
Dell Inc. OptiPlex ) Windows 10/31/2015
[ ] AAJBBEVE2 Dell Ine. Windows 2012 R2 Standard 6.3.9600 guest
9020 Server 05:03:19 AM
Oracle Sun SPARC = 5.10 1/13 Update PeopleSoft Interaction Hub N 07/21/2016
[ ] admiral Oracle Oracle Solaris 10 (64-bit) _ Solaris Server ro872563
Ta-1 1 9.1 Tuxedo Ap... 09:29:48 AM
Add Affected Configuration ltems @
Configuration Class Server Add Selected Add All (1575) ~
= Senvers Golo YRR LR | 1 toz00f1sTs B B
Manufacturer
Madel ID
? Operating System
" ~ 05 Version
5:5‘1 \-J\ = || Description ffacturer = Model ID = Operating System = 0S5 Version = Description = Class = Updated = Updated by
Class
Window: 116426
@  anpy Updated Delline. Windows 2012 R2 Datacenter  6.3.9600 Windows L0/16/2015 guest
Updated by PowerEdge R300 Server 05:04:07 AM
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Add Affected Configuration ltems
Configuration Class | Server
= Servers Goto Name v
‘ 5 | All>Description contains Human
Run || Save.. AND || OR | Addsort || 4
Description ¥ | contains [v] | Human anD || OR || X
Run
1o Q, = Name A = Manufacturer = Model ID = Operating System &= 05 Version
Oracle Sun SPARC
@®  chinook Oracle a1 Oracle Solaris 10 (64-bit)  5.10 1/13 Update 11
VMware Virtual Red Hat Enterprise Linux 6
@®  net11900 VMware b 6.7
Platform (64-bit)
VMuware Virtual Red Hat Enterprise Linux 6
®  NET1I901 VMware 5 67
Platform (64-bit)
|
@  NETion o VMware Virtual Red Hat Enterprise Linux6 -
| Platform (64-bit}

®

Add Selected | AddAll(22) A
W a4« 1| to200f24 B PP
= Description = Class = Updated = Updated by
*Human
PeopleSoft Human )
Capital M t Solaris 5 0772112016 972563
apital Managemen olaris Server s A ro!
9.1..
PeopleSoft Human o
N 07/21/2016
Capital Management Linux Server 10972563
09:29:45 AM
2
PeopleSoft Human o
07/21/2016
Capital Management Linux Server ro872563
09:29:45 AM
92..
PeopleSoft Human —
Capital Management Linux Server . ro972563
09:29:45 AM

9.2..

boxes and then Click Add Selected

Select all Cls that are affected within the change record by clicking the check

Add Affected Configuration ltems
Configuration Class Server
=  Servers Goto Name v
S All>Description contains Human
Run Save... AND OR Add Sort *®
Description ¥ | contains ﬂ Human
Run
o8 Q, = Name & = Manufacturer = 05 Version
) Oracle Sun SPARC
Bl [v) chinaok Oracle Tat Oracle Solaris 10 (64-bit)  5.10 1/13 Update 11
v VMware Virtual Red Hat Enterprise Linux§ a7
Platform (64-bit) .
VMware Virtual Red Hat Enterprise Linux 6
v o NET11801 VMwrare | 5.7
Platform (64-bit}
!
v P N EEEE T VMware Virtual Red Ifat[rlterpnse Linux 67
i Platform (64-bit)
7 ® NET11904 ™ VMware Virtual Red Hat Enterprise Linux 6 67
are Blatform (64-bit) .
i
VMware Virtual Red Hat Enterprise Linux 6
v [ ] NET11914 VMware . 6.7
q Platform (64-bit)

®

Add Selected AddAll(24) | A
to200f24 B PP
= Description = Class = Updated = Updated by
*Human
PeopleSoft Human )
Capital M. it Solaris S 0T/21/2018 972563
apital Managemen olaris Server o oeas AN ro
9.1..
PeopleSoft Human
Capital Management Linux Server ro972563
09:29:45 AM
97..
PeopleSoft Human o
07/21/2016
Capital Management Linux Server ro972563
09:20:45 AM
9.2..
PeopleSoft Human G
Capital Management Linux Server e ro972563
09:29:45 AM
97..
PeopleSoft Human o
Capital Management Linux Server ori2A20s ro972563
apia . 09:29:45 AM
9.2..
PeopleSoft Human ;
B 07/21/2016
Capital Management Linux Server ro972563
09:29:45 AM v

92
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7. All selected Cls will now appear under the Affected Cls section (tab) of the
change record.

Related Links
ontext
= Affected CIs m Goto Configuration Item v 44 4 1 tosofa B PP =
Y Task=CHoo030207
o8 Q, = configuration Item = Class
(®  uemoos Linu Server
()  mETms Linux Server
® chinook Solaris Server
@  NeTLsn Linux Server
(i) PeopleSoft-HCM Business Service
(0] NET11914 Linux Server
(i) neti101e Linux Server
(®  neti1900 Linux Server
(@  NETLSG3 Linux Server
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CHANGE CALENDAR REPORTS

CANNED REPORT

This change calendar report allows ITIL role users to see a holistic representation
of all changes (Normal and Emergency) that have either been approved
(Scheduled), pending approval and rejected. The below gives step-by-step
instruction on how to run the report and what the recommended report reflects.

1. Type in Reports within the search box to bring up the Reports section on the
left pane of the ServiceNow window. You can also scroll down and find the
Reports section

& LJCF DEVinstance

Getting Started
View / Run
Create New

Scheduled Reports

Header Footer Templates

2. Click View/Run

| Myreports | Group | Global | Al Create a report

Create your first report

‘ Tabular Columns [ Bars Time Series Pies / Donuts Scores more

Tabular charts allow you to organize data using multiple dimensions.
Define rows, columns, and other dimensions based on the chart type.

Mulii-level pivot table

Create New

Scheduled Reports

All

Report Statistics
Report Sources
Report Ranges

Interactive Filters

Header Footer Templates

Amulti-level pivot table makes it easy to tabulate and summarize data.

Map
Display data on a map.

Heatmap
Heatmaps are graphical representation of data where colors represent the
individual values contained.

Bubble
Bubble chart displays a graph with two to four dimensions, resembling both
ascatter plot and a proportional area chart.
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3. Click All and within the search box type in Change Calendar

My reports | Group | Glob Create arsport RIS

+Title Created by Last  Change Calendar ublished

KPI - Average Work Effort for Resolving Incidents by Category

Change Calendar

30/60/90 Day Desired State Task Agin

4. Click Change Calendar

Group | Global ML‘ Title contains: Change Calendar BIW creoteareport [R5

Table Createdby  Lastmodified Scheduled  Published

Change Request [change_request]  glide.maint  11/07/2008 12:32:46 AM

The Calendar will appear with no filters or highlighting

Data  Table ¥ | ChangeRequest[change_request] v Calendarby | Planned start date v
Type | Calendar v
Add Filter Condition | | Add "OR" Clause Minimize

Day | Week Year Jul_y 2016 &K <> »
W Mon Tua Wed Tha Fri Sat Sun
26 1 2 3

CHE0030145 - fill this out.
CHG0030147 - asdf
CHE0030150 - asdf

14:57 CHGOO30088 -
27 4 5 6 7 8 9 10
CHG0030145 - fill this out 14:17 CHGO030160 - TEST 3:07 CHGO030114 - Emergsncy Chang:
CHGO030147 - asdf
CHG0030150 - asdf
15:19 CHG0030152 - TEST 17-08 CHGO030149 - TEST
28 11 12 13 14 15 16 17
CHGO030147 - sdf
13:25 CHGI030161 - TEST 17-23 CHGO020155 - TEST 11:30 CHGO030167 - Emergency Chang 1505 CHGOD30168 - Emergency Chang 14-41 CHGOD30175 - Emergency Chang
1555 CHGU030162 - TEST 20:41 - hang 1537 - Emergency Chan;  16:27 CHGO030171 - Emergancy Chang
29 18 19 20 21 22 23 24
CHGO030147 - sdf
10:43 CHG0030185 - Emergency Chany 10:45 CHG0030128 - adsfasdf
30 25 26 27 28 29 30 31
CHGO030147 - asdf
16:55 CHG0030173 - Emergency Change: asdf
14:34 CHGOD30175 - asfda
15:24 CHGO030L7T - Emergancy Chang
31
Highlight based on: | None v
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5. Click on the Highlight based on: dropdown and select Approval

Day | Week Year Ju[y 2016 &K < | > »
w Mon Tue Wed Thu Fri Sat Sun
26 1 2 3

CHE0020145 - fill this out
CHE0030147 - 2sdf
CHG0020150 - asdf

+2more 14:57 CHGO030088 -
27 4 5 6 7 8 g 10
CHE0030143 - fill this out 14:17 CHGO030160 - TEST 3:07CHGO030114 - Emergency Change
CHG0020147 - asdf
CHG0020150 - asdf
15:19 CHGO030152 - TEST 17:08 CHGO0301439 - TEST
28 11 12 13 14 15 16 17
CHE0030147 - asdf
13:25 CHGO030161 - TEST 17223 CHGO030155 - TEST 11:30 CHGOD30167 - Emergency Chanj  15:05 CHG0030168 - Emergency Chan| 14241 CHGOD30175 - Emergency Chang
15:55 CHGO030162 - TEST 20:41 CHGO030163 - Emergency Chany  15:37 CHG0030163 - Emergency Chanj  16:27 CHGOD30471 - Emergency Chang
+2 more
29 18 19 20 21 22 23 24
CHE0030147 - 2sdf
10:43 CHGO030185 - Emergency Chany 10:45 CHGOD30128 - adsfasdf
30 25 26 27 28 23 30 31

CHE0030147 - asdf
16:55 CHG0030172 - Emergency Change: asdf
1444 CHGOD30176 - asfda
15224 CHGO030177 - Emergency Chang

) fr—

| Approval 3
Highlight based on: ["Type |

Work notes
Priority
Conflict status
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6. Click Add Filter Condition and populate as State; less than; Closed. This will
show all Changes that are not in a Closed State. Legend of colors are below.
The Change Calendar can be filtered many different ways. This is a
recommended report to show the changes that are currently being planned,
awaiting approval, scheduled and work in progress.

31

Highlight based on: | Approval

< Change Calendar @ Save = “
Dala | Table ¥ | Changk Requestchange_request] v Calendarby | Planned start date v
Type | Calendar vy @
Add Filter Condition | | Add"OR" Clause Minimize «
State ¥ | lessthan v | Closed ~ AND || OR | | X
Day | Week | Month | Year July 2016 K <> »
w Mon Tue Wed Thu Fri Sat Sun
26 1 2 3
11:26 CHG0030142 - 14:57 CHGO030088 -
27 4 5 6 7 3 El 10
E5:491CHG0020552 ST 2417 cG0030160 - TEST 07 CHGR03011¢ - Emergency Changs
AT-08 CHGO030149 - TEST
28 11 12 13 14 15 16 17
15:55 CHG0030162 - TEST 17:23 CHGO030155 - TEST 2041 Eency 168- & 14:41 CHGO030175 - Emergency Chang
15:37 CHG0020163 - Emergency Chang  16:27 CHG0030171 - Emergency Chang
15:59 CHGO030170 - Emergency Chang
29 18 19 20 21 22 23 24
1045CHG0020128 - adsfosdl
30 25 28 27 28 29 30 31

16:35 CHGO030173 - Emergency Change: ssdf
14:44 CHGOD30176 - asfds

15:24 CHGOD30177 - Emergancy Chang

v

- = Rejected Change (If Rejected, Change record reverts back to a New State)

= Approved Change (Scheduled, Implement and Review Change States)

= Awaiting Approval Change (Assess or Authorize Change States)

= New Change (New Change State)
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WINDOWS AND CHANGES REPORT

This change calendar report reflects an all-in-one view of Scheduled changes,
planned maintenance (approved maintenance items that did not go through CAB)
and change freeze windows. In contrast to the canned report described above, this
calendar view will ONLY reflect Scheduled changes (approved by CAB),
maintenance windows (approved by both the applicable ServiceNow Assignment
Group manager and the UCF IT Communications Team) and applicable change
freeze windows.

The “Windows and Changes” report view will provide insight for the Change
Owner, Change Manager or CAB Members to see what planned
changes/maintenance are already scheduled and if there is an upcoming freeze.

The below gives step-by-step instruction on how to run the report and what the
recommended report reflects.

1. Within the Change module on the Navigator pane, click the “Windows and
Changes” title

Create New

Open
Closed
All
Overview

I Windows and Changes I

Standard Change Catalog
My Proposals

All Templates

Change Schedule

Change Properties
Risk Conditions
Blackout Schedules
Maintenance Schedules
Schedule Pages

Conflict Properties
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2. The default view will appear as a Calendar. The view needs to be changed to a
timeline view. Click this icon. \
UCE IT Maintenance Windows snd Changes \;‘_“_m;‘
3. After clicking the timeline icon, the timeline view can be expanded by

clicking the “+” sign to see multiple days into the future.

After expanding the timeline view (to your preference), the colored time
blocks represent the change freeze window (Black), Scheduled changes
(Green) and the approved planned maintenance (Orange). You can double
click into any of the items to see additional detail of the record. The view will
show an all-in-one view.

JCF IT Maintenance Windows and Changes

G. CANCEL A CHANGE

e To cancel a change record, just right click the header bar of the change record and
select Cancel Change

| = Change Request
= CcHG0030197

Humber

Cancel Changs

# Y = oo Follow |~ | RequestApproval | Update | Save | CopyChange | Delete | /N oy
Save

~
Add to Visual Task Board

Prapose a Standard Change Template

Refresh Impacted Services

Metrics Timeline Type Normal v

Follow on Live Feed
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SEARCHING ON CONFIGURATION ITEM (CI)

All change records must have a Cl populated in order to complete the change
record for submittal and approval. The Category selected drives what CI(s) appear
to be chosen. This is known as the reference qualifier.

The Category currently is broken out into four categories. Hardware, Software,
Business Service and Network.

= Change Request — §
e = -
~
New
Number CHE0030226 Type Normal v
Requested by State New v
Category Conflict status Not Run v
Software
Configuration item Business Service Conflict last run
Network

1. Choose the Category

Once the Category is chosen, the Configuration item can be selected two different
ways. The easiest way is by typing directly into the Configuration item field. The
other way is by doing an Advanced Filter search.

The Configuration item field keys off the Name within the CMDB. If the Change
Owner knows the “exact” CI Name, then that can just be typed in. If the Change
Owner knows the Name of the CI contains certain characters, then an * can be put
in front of the characters to search.

¢ | = ChangeRequest
== New record

& = ooo | submit | Save
=3

Number CHGO030227 Type Normal v
Requested by Scott Baron 0] State Ner v
Category Hardware Conflict status Not R v
Configuration item NET1058 Conflict last run
[showing
Requires downtime NET1058 Win Assignment group Q
— Change Request — . -
¢ = oo & = o | subrit || smve
A
New
Number CHGO030227 Type Normal ™
Requested by Scott Baron 0] State Ner v
Category Hardware Conflict status Not Run v
Configurationitem *servel| & @ Conflict last run
[showing 1 through 1 of 1
Requires downtime BHCWEBSERVER Windows Serve Assignment group Q
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PLEASE NOTE:

If Category of Network is chosen, then only one CI will appear to be
chosen — “Not Listed — Network™. This is because the configuration items
are maintained external to ServiceNow.

If Category of Business Service is chosen, reference the Appendix Section
E - RELATING MULTIPLE CI’s TO A CHANGE RECORD.

If Category of Hardware and Software are chosen, there is an option to
choose a CI “Not Listed — Hardware” or “Not Listed — Software”. This is
not the preferred method, but allows the Change Owner to complete the
change record if they are unable to locate the configuration item in the
ServiceNow CMDB.

2. If the Cl cannot be located by directly typing in the field, then the Advanced
Filter search feature can be used. Click the magnifying glass

< = ﬁ" WE::‘”M & "'—_: 000 | Submit = Save
~
New
Number CHG0030226 Type Normal v
Requested by Scott Baron ol o State New v
Category Hardware Conflict status Not Run v
Configuration item Q | Conflict last run

3. The Configuration Items search box will appear

(& Configuration Items | ServiceNow DEV Instance - Internet Explorer provided by University of Central Florida - [u] X
@ https://ucfdev.service-now.com/crdb_ci_list.de?sysparm_target=change_request.cmdb_cifsysparm_target_value=24230d444f342200b a
= | Configuration ltems m Goto Name v | ~
44 4 1| tol00ofssos B PP
<
y Al
O\ = Serial number = Asset tag = Name A = Manufacturer = Class = Location = Assigned {f
008023141353 008023141353 Microsoft Computer lempty] David Noel
Y Corporation
009330641153 009330641153  Microsoft Computer [empty) Karen Smith
® Corporation
030613130853 030613130853  Microsoft Computer [empty) (empty)
e Corporation
3CW03205P5 03205P5 Compag-Presario Computer empty) empty]
L]
v
£ mputer mot Dal=Vdorhee:)
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4. Click the Show/hide filter icon

& Configuration ltems | ServiceNow DEV Instance - Internet Explorer provided by University of Central Florida - O X

@ https://ucfdev.service-now.com/cmdb_ci_list.do?sysparm_target=change_request.cmdb_ciftsysparm target value=&sysparm_referenc @

= Cmiﬁguralinnltemsm Goto | Class v A

Show / hide filter 44 4 1 | to1000f8803 P BB

Q, = Serial number = Asset tag =MName A = Manufacturer = Class = Location = Assigned i

008023141353 008023141353 Microsoft Computer  (empty] David Noel

[ ] Corporation
009330641153 009330641153  Microsoft Computer [empty) Karen Smith

[ ] Corporation
030613130853 030613130853  Microsoft Computer empty] empt

° Corporation
3CWO03205P5 03205P5 Compag-Presario Computer empty} empty’

]

5. Next the fields can be searched many different ways based on the column
data. It is up to the Change Owner to search on what they are looking for.

For example, if the Change Owner wanted to search on all Servers, the --
choose field -- would be “Class” and — oper -- field would be “is a” and the
last field would be “Server”. Click Run.

@ Configuration ltems | ServiceNow DEV Instance - Internet Explorer provided by University of Central Flori - o X
@ https://ucfdev.service-now.com/cmdb_ci_list.do?sysparm_target=change_request.cmdb_ci&sysparmyfarget_value=&sysparm_reference_value=&sysparm_nameofstack=reflist&sysparm_clear_stac @
= | Configuration items m Goto | Name v 44 4 1| tolo0of157s B PPA
‘?‘ All>Class is a (Server, 05/X Server, Virtualization Server, Hyper-V Server, WMware vCenteyer), [..
Run AND | OR | AddSort | 4
Class v | isa v Server/ v | anp | oR || X
Run | P
O, = serialnumber = Assettag = Name A = Manufacturer = Class = Location = Assigned to = support group = vodel D
PR 4N46DG1 Dellinc, Windows empt: empty/ (emoty] Dell ing.
Server PowerEdee R300
o s AAJESSVS2 Delline. Windows {empty) empty/ (emoty) Dell inc. OptiPlex
Server 5020
o lometd admiral Oracle Solaris Server  {empty) empty/ (emoty] Oracle Sun
SPARCT4-1
o lemetd amarillo Oracle Solaris Server  {empty) empty/ (empty) Oracle Sun
SPARCT4-1 V|
< e
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ida

:f:} Configuration ltems | ServiceMow DEV Instance - Internet Explorer provided by University of Central Florida — ] >

pa I'nT_I'EfE renc ﬂ

sparm_target=change_request.cmdb_ci

ﬁ https://ucfdev.service-now.com/cmdb_ci_list sparm_target_value= &z

= | Configuration ltems m Goto | Class v

44 <« 1 | to1000fss0s P PP

Run AND OR Add Sort %

SAP ASCS Application oR X

SAP BO BOXIScheduleRouter "~

SAP BO Servers

SAP Business Objects

SAP Business Objects

o = geri — — SAP Cl Application —_

A = Serial number = Asset tag = Name A SAP DI Application = Assigned i

SAP ERS Application
008023141353 008023141353 SAP HANA DB

e SAP Hana Db

SAP JC Application

SAP 5CS Application
009330641153 009330641153 | gap System Karen Smith

o Scanner

Sendmail

Server

030613130853 030613130853 | Server Chassis (empty)

Server Hardware

L Server Tape Unit

David Noel

Additional criteria (AND/OR Statements) can be added to narrow down the
search even further.

Run

& https://ucfdev.service-now.com/cmdb_ci_list.

[¥]

'\% Configuration ltemns | ServiceNow DEV Instance - Internet Explorer provided by University of Central Florida - [m] x

ysparm_clear_stac i

ysparm_target= change_request.cmdb_cidtsysparm_target_value= &sysparm_reference_value=&sysparm_nameofstack= reflist

Cnnﬁgumlinnltemsm Goto MName v 44 4 1| toBdofes B BPA

ware vCenter Serv), [...] = Manufacturer Mame contains Oracle

erver, Virtualization Server, Hyper-V Serv

| All> Classis a (Server, O:

AND OR Add Sort || %

All of these conditions must be met

Class v isa ~ Server b4 AND OoR b4
Manufacturer ¥ | contains ¥ | oracle AND || OR X
Run
O\ = Serial number = Assettag = Name A = Manufacturer = Class = Location = Assigned to = Support group = Model ID
*Oracle
® [emptyl] admiral Oracle Solaris Server {empty; {empty] Oracle Sun SPARC
T4-1
° [empty] amarillo Oracle {empty; {empty] Oracle Sun SPARC
T4l
° [empty] apollo Oracle Solaris Server [empty) {empty! {empty] Oracle Sun SPAR?

—

>

6. Click the hyperlink of the CI to populate into the Configuration item field on
the change record.
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