CHANGE AND RELEASE MANAGEMENT PROCEDURE – PRODUCTION

3.
Procedure Steps

3.1
Service Requests (Note:  Requirements Procedure references this section)

3.1.1
Development (Changes to Requirements)

Once Requirements have been approved, any change requests must be on a Service Request (SR1.0) form and/or entered in Customer Complaint software system.  The SRs are sent to the project’s Product Manager. 

3.1.1.1
Prioritization.  All Critical / High Priority requests must include a high level sizing to enable prioritization.  All other requests are presented for prioritization without sizing.  SR’s are categorized as:

· High Priority: The change is needed to retain or attract a specific client, it greatly reduces a company expense, or it impacts all clients and the potential workaround is costly.

· Medium Priority: The change impacts multiple clients or reduces a company expense.

· Low Priority: The change impacts limited clients AND there is a potentially inexpensive workaround OR it has a minimal expense reduction for the company.
3.1.1.2
Review.  The Product Manager prioritizes and distributes the request to the Development or Project Manager, QS, and other stakeholders who were at the original Requirements Reviews.  The recipients evaluate the request as to the affect the change will have on schedule and/or costs and as to the need and/or ability to make the change in this version of the system or a future version.  Responses can be via e-mail or at a meeting, at the Product Manager’s discretion.  

3.1.1.3
Agreement.  If agreement to make the change in this version will affect schedule and/or change other commitments, the change must be negotiated with the affected parties and conveyed to senior management for their approval before contacting the requestor.  If the change will not affect commitments, agreement to the change can be directly conveyed to the requestor.  

3.1.1.4
The Product Manager is responsible for entering the change into the Requirements Management software system and updating the Customer Complaint software system report.  The Development or Project Manager is responsible for making any required revisions to the Software Development Plan and the MS Project Plan resulting from this decision.

3.1.1.5
Escalation Process

· All escalations MUST go through the Product Manager.

· If a SR is already open, generate a new activity in the Customer Complaint software system, update the escalation field to yes, update comments, assign to PM and leave voice message and email for the Product Manager.

· The Product Manager will have two working days to prioritize and distribute the escalated request to affected parties and five
C:\SOFTWARE DEV\Software Config Mgt\Change and Rel Mgt Procedure.doc
Creation Date:  07/23/20xx

Version:  1.1
Page 4
Revision Date:  11/21/20xx

