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Service Change Management

Introduction

Service Level Agreements (SLAs) are contractual agreements between the Department of Public Welfare (DPW) and a Business Entity (contractor/vendor). Use this service change management procedure to change an SLA.

Purpose

The purpose of this document is to detail the service change management procedure.

Service Change Management Procedure 

The following service change management procedure will apply, if either party (DPW or the Business Entity) wishes to implement, or have DPW implement, a change to an SLA.
1. The requesting party will forward a Change Request to the other party. The Change Request will include the following:

· Project identification



· Originator’s name and title
· The date of the Change Request

· A description of the proposed change

· The reason for the proposed change

If you are a DPW employee, direct all Change Requests to a DPW project manager responsible for review and approval of the requested change. 

If you are a Business Entity employee, direct all Change Requests to the Business Entity project manager.
2. The Business Entity can accept or reject Change Requests initiated by DPW. DPW can accept or reject Change Requests initiated by the Business Entity. 

3. DPW will assign a number to, and log, each Change Request.

4. The Business Entity will categorize all Change Requests as Priority 1 (urgent), Priority 2 (ordinary), or Priority 3 (low).

5. DPW will make reasonable efforts to investigate the impact of the Change Request on the Services.

DPW will inform the Business Entity of charges the Business Entity would incur, were DPW to conduct an Impact Study. The Business Entity will then decide whether DPW should conduct an Impact Study. If the Business Entity decides that DPW should conduct an Impact Study, DPW shall be entitled hereunder to charge the Business Entity for only those expenses incurred by DPW in connection with conducting the Impact Study. Those expenses would be: (i) DPW out-of-pocket expenses paid by DPW to third parties (other than DPW and/or DPW Agent’s employees) for expertise not otherwise possessed by, or available to, DPW, and (ii) for employees of DPW or any DPW Agent not theretofore engaged in the provision of the Designated Services or any Additional Services. In order for any of the foregoing expenses to be reimbursable to DPW, DPW must first provide an estimate thereof to the Business Entity and obtain from the Business Entity its prior written approval thereof. If DPW provides any such estimate and the Business Entity does not approve the estimated expenses, DPW shall not be obligated to proceed with the Impact Study, in accordance with the Service Levels. Any disputes between the parties regarding the validity, estimated amount, or actual amount of any reimbursable expenses shall be subject to the dispute resolution as defined in the contract.

6. If both parties agree on DPW doing the Impact Study, any necessary amendments to the Services, the relative obligations of the parties under this Agreement, and the Fees, the Agreement will automatically be amended to take into account the agreed to changes.

7. If the parties cannot agree upon the Impact Study or the resultant amendments to this Agreement, any Business Entity initiated Change Request can nevertheless be implemented at the Business Entity’s option, and either party may elect to have all outstanding related matters treated as a dispute between the parties under the contract. During the pending of any such dispute, the Business Entity shall reimburse DPW out-of-pocket expenses paid by DPW to third parties (other than DPW or any DPW Agent’s employees) for the implementation of such Change Request. The Business Entity will pay to DPW any undisputed amounts and one-half of any disputed amounts that otherwise would be due to DPW if the dispute were resolved in DPW favor, which reimbursed amounts and paid disputed amounts shall be treated as an element of the on-going dispute between the parties. To the extent that the implementation of the Change Request results in an adverse impact to DPW performance in accordance with the Service Levels and as anticipated in the applicable Impact Study (or as the result of DPW performance in accordance with emergency instructions issued by the Business Entity), DPW shall be relieved of its obligation to meet such Service Levels to the extent reasonable under the circumstances.

DPW will make all changes pursuant to the Change Management Procedures. DPW shall:

8. Schedule all changes so as not to interrupt, or unduly interfere with, the Business Entity’s operations

Prepare and deliver to the Business Entity each month a ninety-day rolling schedule for ongoing proposed, approved, and planned Changes

Review and determine the cause of any failed Changes and deviations from scheduled Changes

Document and provide to the Management Committee and the Business Entity Project Manager, individually, same-day notification (which may be given orally provided that such oral notice is confirmed in writing to such persons within three (3) Business Entity’s business days) of all changes performed on an emergency basis to maintain the continuity of the Services

Example Tables

Example Table 1: Service Change Management 

	Service Change Management

 
	Responsibility

	
	DPW
	Business Entity

	Define and maintain the change management process
	 
	 

	Participate in Business Entity’s change management process
	 
	 

	Maintain change management software tool (any product chosen)
	 
	 

	       Application Changes
	 
	 

	             Provide change requirements
	 
	 

	Enter all change records and supporting information
	 
	 

	             Provide back out documentation
	 
	 

	             Develop and test changes
	 
	 

	System Software Changes
	 
	 

	             Provide change requirements
	 
	 

	Enter all change records and supporting information.
	 
	 

	             Provide back out documentation
	 
	 

	             Develop and test changes
	 
	 

	Change review meetings
	 
	 

	             Identify attendees
	 
	 

	Ensure relevant communications are distributed
	 
	 

	            Chair and conduct meeting
	 
	 

	Implement production environment changes
	 
	 


 

 Example Table 2: Problem Managementtc  \l 1 "3.12 PROBLEM MANAGEMENT"


 

	PRIVATE Service Level
	Customer Commitments

	1. Priorities
 

Any problem, which causes a Business availability outage for over 2 working hours, will result in a written report to the Business Entity summarizing the cause, resolution, and actions/plans to prevent recurrence.

 

2. Problem Solving
 

On notification of a problem, DPW should address the problem immediately.



	Place all calls to the DPW Hotline at: 

1-800-296-5335

(Please do not call individual members of DPW.)


 

 

Example Table 3: Problem Management: Priorities, Feedback, and Resolution Targets

 

	PRIVATE Problem

Priority
	Description
	First Feedback To OIM
	Feedback Frequency

To DPW
	Resolution Time

	1
	Critical: loss Monday thru Friday 7:00 Am – 9:30 Pm
	30 minutes
	Every 1 working hour
	1 hour

	2
	Serious: loss of mission-critical service to 1-10 users
	2 working hour
	Every 2 working hours
	2 working hour

	3
	Significant: loss of non-mission critical service to any user
	2 working hours
	Every 4 working hours
	4 working hours

	4
	Minor:  inconvenience caused; but work-around possible
	1 working day
	Every working day
	1 working day

	5
	Other: cosmetic or trivial
	1 working week or as agreed with user
	Every working week or as agreed with user
	One working week or as agreed with user











