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1. introduction

2. 
3. 


Change Management is the process used to plan, schedule, apply, distribute, and track changes. An effective change management process ensures the integrity and reliability of the environment while maintaining the pace of change required by business needs.



This document sets forth Procedures and Process to be followed by anyone raising changes associated with all Production environments managed by Citigroup Technology Infrastructure (CTI). The Change Process must be well managed, documented and indicate accountability. Any change activity may impact the corporation's ability to provide critical data processing and information delivery services, hence it is essential that each change is controlled throughout its life cycle and integrated into the production environment in a systematic and regulated manner.

3.1 MISSION STATEMENT



Change Management has the responsibility for the process of planning, coordinating, monitoring, and communicating changes affecting Citigroup production environments.

The mission of Change Control is to ensure Standardized methods and procedures are utilized to meet ZERO DEFECT standards and guidelines to minimize the negative impact of changes in relationship to business objectives.

The goal of effective Change Control is to ensure the integrity and reliability of the production environments and measure change activity to provide management with the appropriate data to make management decisions and identify opportunities for continuous improvement.

The formal Change Control process that is the focal point for all changes, which occur within the Citigroup production environment supports the mission.

3.2 OBJECTIVE
The objective of this document is to detail the change management procedures to support all business segments supported by CTI ASPAC. It includes the acceptance and production environments and control of production source code.



Specifically:

a) To ensure changes are made within the framework of acceptable risks.

b) To ensure that service level are achieved and maintained.

c) To ensure that change are adequately planned and properly authorized.

d) To provide a history of changes for use in problem solving or as a tool for future change references.

e) To ensure integrity and reliability of the production environment.

f) To comply with Citigroup Information Technology Management Policy (CITMP).

3.3 SCOPE


This document is to ensure standardized procedures, which are in compliance to the Citigroup Information Security Policy and Standards (Citigroup Information Technology Management Policy (CITMP) & Citigroup Information Security Standard (CISS)), are used and to provide accurate and timely change-related information.



All prospective users who are adopting these procedures are to follow them accordingly.

The scope of change management includes all operational systems and applications in the mainframe and distributed systems environments. It applies to a wide range of change efforts, from the introduction of a new product or system, which has broad external and/or internal impacts, to a simple modification of an internal program with no or little visibility. Each change affecting data center activities, regardless of scope, must be integrated into the production environment in a systematic and controlled manner.



The Change process focuses on the following areas:



a) Application Software

b) System Software

c) Database Software

d) Hardware Management

e) Facility Management

f) Network (e.g. LAN/WAN, Cisco Router & Switches) 

g) Market Data System (MDS) Infrastructure

h) Voice Infrastructure (e.g. PABX)

i) Firewall Infrastructure

j) Information Security Infrastructure.

3.4 RESPONSIBILITIES
Regional CTI Change Control Management or designates are responsible to review and maintain the procedure at least annually. Any changes to the document must be submitted to the document owner and communicated to all affected parties via email.

3.5 REFERENCES
a) http://scsnj19papp1.nam.nsroot.net/calendar/ -  Global Yearend Change Freeze Guideline
b) 
c) http://scsnj19papp1.nam.nsroot.net/calendar/ - Production Change Rating Guidelines
d) http://scsnj19papp1.nam.nsroot.net/calendar/ - Global Change Calendar PCM
e) http://infoman.citigroup.net/index_04.html - Virtual Change Process Guide
f) 
g) 
h) 
i) QM3/4/129 – APPC Infoman User’s Guide
j) Form No. DCO-16 – DC OPS - Deviation Request Form

k) Form No. CHG-06 – Change Request Risk Assessment Matrix

4. change management life cycle & process flow 



 Any changes enforced must follow the change life cycle process to achieve the objectives and purposes of the Change Management System. Basically, the steps are:

a) Change Initiation Planning

b) Staging, Testing and Design Review Validation

c) Management Approval and Certification

d) Change Collision Analysis and Communications

e) Change Implementation

f) Post Validation and Checkout.



Each change management procedure is developed to manage and cater the requirement for the Distributed and Data Center changes (e.g.: DC System, Application, Network) and tools (e.g. Virtual Change).



For detail procedure, please refer to Section 17



4.1 CHANGE INITIATION PLANNING


The central point of control in the Change Control Process is the Change Officer. The Change Officer acts as the focal point of accountability for managing and co-ordinating changes. All changes on the production environment must be documented to a control tool (e.g. VIRTUAL CHANGE).







The business or technology area identifies a requirement for a change. For example, the requirement may arise as a result of change to a banking regulation such as funds availability or a defective condition from the technology perspective in the data processing environment. The business or technology area communicates the requirement to the organization that will be satisfying the request.



The Change Sponsor / Requestor (i.e. the individual in the organization responsible for fulfilling the request) creates a Change Request through existing channels. The Requestor must provide a detailed description of the change to be implemented, the technical and business justification for why this change must be implemented, and an explanation of how these changes were tested. The Requestor must complete all the required fields in the VIRTUAL CHANGE (i.e., change description, test plan, status, risk, fallback escalation, etc.)

For changes outside standard business greenzone, it is the responsibility of the Requestor to solicit approval from Business and/or CTI Country Head or his designate. For Distributed Operations, approval from Director of Regional Operations or his designate is required for changes outside standard business green zone. If a change impacts another application, system, or business area, the requestor must ensure approval from the other organization as well.

Note: 



For system activities that are deemed to be business as usual operational routines may be serviced with either a Virtual Tech or e-PJMR (e.g: system or server reboot)   and thus do not require a change record. A list of activities under this classification can be found in Appendix C.
4.2 STAGING, TESTING AND DESIGNING REVIEW VALIDATION 


Testing and validation focuses on the need to ensure changes are properly tested and the test results are reviewed by all relevant party (e.g. Business User).



The Requestor and/or Implementer must test, validate and design review prior to installation of a change. The trail results of the proposed changes produced should match with those planned. The changes must be made in accordance with the approved plan. 
This may not be applicable to changes in Network or Voice domains, where no UAT or testing will be required prior to installation of a change.  However, all necessary and required preparation such as training, documentation, communication between affected parties, and sign-off must be completed prior to the production implementation.



Regional CTI Change Control Management verifies approvers and ensures collision free scheduling occurs within a scheduled green-zone.
4.3 MANAGEMENT APPROVAL AND CERTIFICATION





Change Control Board meet weekly to evaluate and approve, disapprove, or delay/cancel the implementation of planned changes. The change requestor ensures all approvers have signed off on the change. Regional CTI Change Control Management organizations approve the request for installation and certify that all policy and procedure requirements are met.

4.4 CHANGE COLLISION ANALYSIS AND COMMUNICATION
Regional CTI Change Control Management organization preside the respective regional change control board meeting on a weekly basis. The managers from the Regional Change Management attend the weekly Global Change Calendar to review high or medium risk, and/or high visibility changes. 
Any change collisions must be resolved with the change requestors prior to change implementation.

The Senior Technology Management review of weekly Global Change Calendar high risk, cross-region and high visibility changes.
4.5 CHANGE IMPLEMENTATION



The change implementer executes approved change in the time period authorized through the change process. The change can only be executed when all the approval code has been obtained.  Changes are generally accomplished in predefined windows of opportunity known as green zones.  These are time periods when the potential impact of a change on a business or other user is lessened due to it not being in a prime business or user production time period. The requestor and change control management are notified if problems occur, fallback is required, reschedule is required, or any other condition occurs that may impact the sponsors expectations related to the change.



Implementation focuses on the transition to Operations responsibility, and the traditional "turnover" from one organization to another. The Requestor must identify the specific deliverables required for production implementation, timetable for each deliverable and mechanics of the actual turnover.

4.6 PRODUCTION VALIDATION AND CHECKOUT
It is the responsibility of the Business User and Requestor to validate the production implementation. Problems are identified and corrected accordingly. 

5. CLASSIFICATION OF CHANGE



There are three major classifications of change within CTI ASPAC Change Management.



SCHEDULED CHANGES

Changes submitted that are able to conform to the stipulated lead-time of Change Scheduling Window.



UNSCHEDULED CHANGES




Change request, that is Business Critical and is not able to conform to the stipulated lead-time of change scheduling criteria.

APPLICABILITY 

This should be applicable for following:

· Franchise Risk; Financial & Customer Impact

· Legal or Regulatory 

· Market driven parameter change

· Proactive patches (eg. Security; to prevent an application, system or hardware failure).



EMERGENCY CHANGES



To rectify problem encountered in a LIVE environment and is required to restore service via a workaround or permanent change. 

APPLICABILITY 

This should be applicable for following:

· Online down, impact Business

· Component failure

· And MUST be supported by a valid problem ticket.




Change Scheduling Windows:
	CHANGE CATEGORY
	Classification
	CUTOFF TIME

	
	
	Infrastructure
	Application

	
	
	Data Centre
	Distributed Operations
	

	RELEASE
	Scheduled
	NA
	NA
	10 Days

1700 hrs**

	MAINT
	
	Tuesday

 1600 hrs **
	Monday EOD


	5 Days

1700 hrs**

	3DAY
	
	Tuesday

1600 hrs **
	Monday EOD


	3 Days
1700 hrs **

	RELEASE  / MAINT  / 3DAY

	Unscheduled
	Monday – Friday 

1730 hrs**

	EMER


	Emergency
	Emergency (During Normal Working Hour) Monday – Friday

08:30 – 17:30 hrs **



	
	
	Emergency (After Working Hour)

 Monday – Friday

17:30 – 08:30 hrs**

Sat, Sun, Public Holiday

24 hrs**




** Cutoff time are based on Local Time
** In the event the cutoff day falls on a public holiday, the cutoff day will be brought forward to 1 business day. Example: if holiday falls on Tuesday, the cutoff will be on Monday.**

CHANGE CATEGORY DEFINITION

3DAY

· Low impact changes to business
· Simple & Minor modification to programs
· Simple activities that required minimal participation from various supporting unit. 
· Minimal or no impact to other services and application

MAINT

· Changes that impact multiple services and application.
· Changes scheduled in green zone implementation
· Medium or High impact changes

RELEASE 

· Major and Project based request (e.g: new application, software upgrade)
· Affecting many applications or systems

EMER

· High severity problem to correct production failure, break fixes.
6. PRIORITIZATION OF CHANGE

Change prioritization is required to resolve any change collision and/or resource contention. The prioritization process takes into consideration of the importance of each and every change required, e.g.:

· Production Fixes;

· Regulatory or Legal; 

· Business Requirement (e.g. financial impact, commitment date);

· Global or Regional Directives.

7. DETERMINATION OF CHANGE IMPACT 



Changes in the operating environment should not have any adverse impact to service availability and quality.  In order to determine the impact, all changes MUST be assessed and assigned with the impact and risk level: LOW, MEDIUM or HIGH.



Impact determination – Requestor / User jointly with Application team determines the impact level of Low, Medium or High. Impact assessment is based on Operational, Cross-Region, Dependency and Back-out.



Risk determination – Requestor / User determines the risk level of Low, Medium or High. Risk assessment is based on Financial, Customer, Regulatory, Contract Services and Franchise.



In order to determine the impact, each change should be evaluated for:

· Business requirements - why the change is necessary.

· Technical requirements - what actions are required to implement the change.

· Installation feasibility - what could go wrong and how can any potential service disruption be minimized.



For further details, refer to Technology Infrastructure (TI) Production Change Rating Guidelines on the following URL: http://scsnj19papp1.nam.nsroot.net/calendar/.

8. SCHEDULING AND PLANNING OF CHANGES

Scheduling / Planning are critical to ensure smooth and seamless introduction of changes into the production environment. 

Regional Change Management has an established process to manage, scheduled and planned change requests.

Refer to Section 16 & 17 for detail process and procedures.

9. HANDLING OF CHANGES AND CHANGE REVERSALS



All changes need to be supported by a change request and must have change installation procedures (e.g., Detection and Reconciliation), scripts and timelines as well as back-out / fallback instructions. Detection and reconciliation procedures must be implemented to identify changes performed to the production environment to allow for the identification of changes implemented outside of the normal change management process. (i.e. monitoring tools, audit trails).



During the deployment process, any  detection or reconciliation will be carried out by the respective platform owner.

In event that any problems due to a Production Cutover, the Requestor may request to back out the change that has been implemented. Once the production implementation has been accepted, any back-out request must have the appropriate stakeholder or designates’ approval.



It is the responsibility of the change owner to notify the users and all involved groups of any cancelled/backed out changes.



For application changes, back-out procedure will be activated only in total (i.e. the whole package) when a serious error has occurred after production implementation.



Requestor or Implementer shall prepare and execute the back-out changes after receiving confirmation and approval from the appropriate Stakeholder. And, Change Control Unit shall support the changes where required.



Verbal approval from the appropriate stakeholders could be obtained during non-office hours or where approval could not be obtained immediately.



Once the change has been successfully back-out, Change Control or Implementor and/or Data Center units shall inform the application appropriately.


It is the responsibility of the Requestor to follow-up with the approval and record status update within the next Business day.


The Change Record must be marked as ‘Back-out’ immediately after the back-out is completed.


A new change request record is required, if the back-out changes need to be re-applied into the production.

10. WAIVING OF NORMAL PROCESS





Regional Change Management has an established procedure to manage deviation of the normal change management process. Emergency change procedure are established to handle immediate / urgent production fixes. Approval process could be obtained verbally and updated into the change management system within the next business day, if it is after office hours. All emergency changes must be substantiated with a trouble ticket.



It is the Change Requestor / Sponsor’s responsibility to contact, obtain verbal approval from all parties and to follow-up on the approval.



Refer to Section 17.3 for detail procedure.
11. POST IMPLEMENTATION REVIEW AND ANALYSIS



Post-Implementation Review (PIR) focuses on the review and analysis of production problems experienced after Production implementation.

For Project changes, the PIR will be completed as documented under the Project Management procedures of the respective Technology organizations. 

For major problems (severity 1) caused by changes, PIR is documented under the oversight of the Problem Management.  

For any Request For Change that resulted in any major problems of Severity 1 or Severity 2 incident as designated in EMS (Executive Monitoring System), Change Management is responsible for initiating/instigating a Post Implementation Review. This is to identify the contributing factors within a change and or change management process that caused a severity 1 or severity 2 incidents, and make recommendations to correct the incident. 

Change Management shall require the Change Sponsor/Requestor to complete the PIR Template. The Change Sponsor/Requestor may request that other groups be involved in completing the PIR if it’s determined that the root cause is outside of their responsibility. Groups to be involved can be individuals who approved, supported or participated in a change that resulted in a severity 1 or severity 2 incidents (as per EMS). However, it is the Change Sponsor/ Requestor’s responsibility to assist in ensuring that the PIR is completed.
Refer to sample of the PIR Template in Appendix E.
12. REVIEW AND ANALYSIS OF KEY PERFORMANCE INDICATORS



Management must be able to assess the achievements of the overall Change Management System and the proper functioning of all change elements. 



Indicators are measurable factors that can be used to gauge the overall effectiveness and efficiency of the Change Management System. Two of the key results expected are:

· Error-free Changes

· Zero service disruption as a result of change.



Change metrics are made available to management in order to assess the impact of changes correctly. The indicator is useful in alerting management to an unsatisfactory number of failures. The metrics tracked is as follows:

· Number of Scheduled Change requests

· Number of Unscheduled change requests

· Number of Emergency change requests

· Number of Back-out (unsuccessful) changes.

Example:

a) 
b) Weekly Management Report

Each week, Change Officer entered the number of scheduled, unscheduled and emergency changes that occurred for the previous week.

These metrics are available to Management and comments are provided for items with variance analysis from the previous week numbers.



Refer to report sample in the following URL:


http://cti.asiapacific.citigroup.net:8800/distops/cmuops/docs/Change_Mgmt_Weekly_Change_Report.xls
c) Monthly Statistics Report 



Every month, Change Officer consolidated the number of Scheduled, Unscheduled, Emergency and Number of Change Supported. 

13. VERSION CONTROL



Standard automated and approved tools are used, where it is cost effective and efficient (e.g. ChangeMan, Dimension) within the corporate. 



Source code being the most basic software documentation and this must afford with a high degree of control and protection. The version control is used to track program changes into production environment.



An efficient version control tool should be provided:

a) Process Efficiency

· Automatic version control and/or management

· Ease of retrieval of program components or files and/or document

· Ease of back-out or fallback to previous version

· Track Changes.

b) Compare or Difference Listing.

c) Segregation of control and/or Secure Access between

· Environments (e.g. Development, UAT and Production)

· Functional roles (e.g. Maker and Checker).

The System or Product and /or Profile Administrator must ensure that segregation of duties is in place.



Change Management will not manage version control in the RND environment. 

                          The Application and System Programmers are responsible to validate the compare or difference listing of changes (e.g. program source codes, scripts and/or Job Control Language (JCL)). This Checker functional role is to be done either by the Peer Programmer or their respective Manager.


Refer to following Build / Release Procedure:

a) Australia Level 3 – Local Build / Release Procedure 

http://intranet.aus.nsroot.net/cititech/ChangeControl/docs/Build%20Release%20procedure.doc
b) Regional Librarian Build / Release Procedure – 
i. QM3/4/5A - Librarian Procedure & Guide I
ii. QM3/4/5B - Librarian Procedure & Guide II
iii. QM3/4/11 - Endevor User's Guide
iv. QM3/4/15 - Stratus TPS/Source User Guide
v. QM3/4/128 - PC Compiler Guide
vi. QM3/4/132 - PVCS Dimensions User Guide
vii. QM3/4/135 - Change Man User's Guide 

14. CHANGE PERIOD 



A designated period of time mutually agreed to by the Business Data Center and/or Network Operations when changes can be introduced into the Production environments. This implementation window is defined as a period of lowest risk where customers will not be adversely impacted. If the designated change period falls on a month end then no changes will be permitted unless they are vital to month end processing and/or fulfill a legal/regulatory issue (refer to Section 13 - Freeze Period Table). These changes MUST be rescheduled to the next designated change period.



Green Zone



A period of time mutually agreed to by the Business area, the Change Sponsor and the technology infrastructure organization when changes can be introduced into the production environment.  This implementation window is defined as a period of lowest risk for implementing disruptive or high-risk changes, where customers will not be adversely impacted.  



Refer to Section 17.4 for the green zone on various country.

15. FREEZE PERIOD

No change period or also known as freeze period is established to minimize risk during a period where high volume and additional processing are expected. It ensures that only essential changes can occur during this period, whilst still maintaining the integrity and stability of a production environment.

The freeze is applicable to all applications, software, operating systems, network environmental and facilities changes affecting the data processing environment and its infrastructure. 

During the Freeze Period, no changes are to be done on the production environment. Exceptions are on the following:

a) Break/Fix Changes

A change that is required because a process has broken / failed (immediate user impact or batch interruption).  A problem ticket must be provided.

b) Business Critical Emergency

A change that is required to prevent a problem or where major Financial impact or Legal Regulatory issues exist if a change is not made and, scheduling the change for after the freeze would result in a service loss, security breach, etc.  

Justification for using this category must be provided within a business critical problem ticket including:

· Reason for business critical emergency   

· Why an immediate fix is required

· Business Approval – who will accept the risk.



All changes that need to be carried out during freeze period (other than production break fix) shall  require approval from Data Center Operations Management or Director of Regional Operations or their designates. Please refer to the applicable freeze policy table


For DC supported changes, Deviation form to further justify request is required to be forwarded for approval by Data Center Management.



The normal change request process must still be duly complied and scheduled with Change Management promptly.



Freeze policy is applicable on the following period:
	
	FREEZE PERIOD

	
	Data Center
	Distributed Operations

	Month-End

Freeze
	APPC

	1 Calendar Day Before &

1 Calendar Day After
	NA

	
	India 
	1 Calendar Day Before &

1 Calendar Day After
	

	
	Korea
	1 Calendar Day Before &

1 Calendar Day After
	

	
	

	Year-End Freeze
	2 Calendar Week Before & 1 Calendar Week After





** Month End Freeze policy will not be applicable to Distributed Operations. However if changes have any potential impact to Data Center Processing, change freeze requirement will be applicable. 






For more details on the Global Freeze, refer to the Global Yearend Change Freeze Guidelines from the following URL:

http://scsnj19papp1.nam.nsroot.net/calendar/

- Select ‘ Documentation’

16. GLOBAL CHANGE CALENDAR



The purpose of the Global Change Calendar is to plan, co-ordinate and report on major changes that have a global impact, from all Technology Infrastructure groups. 



All Local/Regional Change Agents will be responsible for maintaining, updating the Global Change Calendar with a focus on the next 90-day horizon.



The Weekly and Monthly Global Change Calendar is integrated into the regional / functional change processes and is used to minimize risk associated with the introduction of change into the production technology environments. 



Below are the criteria to determine should a change be included in the Global Change Calendar (GCC).

c) Major intra-region change – Major is any installation that is either disruptive, high risk, complex, critical to business initiatives or had significant financial impact or risk.



d) Items that have special consideration or cannot occur in combination with other changes are also added to the calendar to assist in accurate scheduling of changes.

e) Changes with cross-region impact.

More details on Global Change Calendars can be found in

http://scsnj19papp1.nam.nsroot.net/calendar/

- Select ‘Documentation’



16.1 WEEKLY REGIONAL CHANGE REVIEW


All system hardware and software, network and facility/environment changes, which may affect services are presented at the Weekly Regional Change meeting conveyed by the Regional Change Control Coordinators and participated by the support units.

The weekly change meeting includes:

a) Highlight of major activities; Regional & Global changes, which include Application Changes

b) Reviewing, approving of change records

c) Confirming of change schedules

d) Resolving activity collision.
The Local Change Control Coordinators hold their weekly meeting with their support units from the applications and technical infrastructure teams.  The changes, which may affect services, are presented at the Weekly Regional Change meeting by the Local Change Control Coordinators.
16.2 WEEKLY GLOBAL CHANGE REVIEW


There is a weekly conference call every Wednesday where all Regional Change Control Coordinators globally will present their regions’ changes. To link the VIRTUAL CHANGE with Global Change Calendar system, Change Officer would have additional privilege on VIRTUAL CHANGE to mark the change to be included to the global calendar.



Due to large number of regional participation in Global Change meeting, only changes that are cross regional or high visibility items with global impact will be discussed. The global impact criteria include major intra-regional changes, changes with inter-regional impact and intra-regional low risk items with global visibility.

16.3 MONTHLY GLOBAL CHANGE REVIEW
The planning calendar includes major changes scheduled for the next 12 months and focuses on the 90-day change horizon. A monthly conference call is established for all Regional Change Control Coordinators to plan and discuss future changes within next 90-day horizon. This effort would minimize potential inter-regional change collision.

17. Departmental control function checklist (DCFC)

DCFC is used to ensure tasks are performed as documented in the procedure. This applies to a range of change management efforts in doing their BAU promptly by acknowledging task assigned to them daily, weekly or monthly.
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19. 
20. 
21. Process Flow
NORMAL FLOW
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REQUESTOR 

** Refer Note **


	

	SENIOR MANAGER (Application) / 

GROUP / COUNTRY HEAD (System) 


	

	CHANGE CONTROL 
	

	COMMAND CENTER OPNS MANAGER 
(Not Applicable for Distributed Operation change)
	

	APPC SUPPORT / IMPLEMENTOR
	




	REGULARIZATION (WITHIN NEXT BUSINESS DAY)

	REQUESTOR 

(Applicable for Application change only)

	

	SENIOR MANAGER (Application)
	

	USER (Application) /

REQUESTOR MANAGER (System)
	

	PRODUCTION CONTROL (Application)
	

	CHANGE CONTROL
	

	REQUESTOR / CHANGE CONTROL
	


Note:

In event of the following probability:

· Senior Manager / Group Head / Country Head not available to approve in Virtual Change Record.

· Requestor need to conference

· Senior Manager / Group Head / Country Head
· Command Center Operation Manager or Floor Manager.

· Duty Change Control Management

· Obtain verbal approval from Senior Manager / Group Head / Country Head before implementing the emergency fixes.

· Requestor need to follow-up with an email to Change Management (Email: APCCM_DC), informing of the verbal approval parties.

· Virtual Change record not able to raise due to Virtual Change system unavailability.

· Requestor need to conference

· Senior Manager / Group Head / Country Head (only for Day Time Emergency Process)

· Command Center Operation Manager or Floor Manager

· Duty Change Management (Only for Day Time Emergency Process)

· Obtain verbal approval from all parties before implementing the emergency fixes. 

· Requestor need to follow-up with an email to Change Management (Email: APCCM_DC), informing of the verbal approval.

· A retrospective Virtual Change record MUST be raised and full approval sought within 24 hours or the next business day.




22. Procedure

APPLICATION PROCEDURE
Scheduled PROCESS
UAT Phase

	
	TASK DESCRIPTION
	RESPONSIBLE
	APPROVED BY
	CUTOFF TIME

	1
	Log in requests through Virtual Change.

Create Change Parent & Activity.


	Requestor
	
	Anytime



	2
	Upload UAT Change Document into the ‘Link Data’ field of its respective Activity record.


	Requestor
	Requestor Manager
	Anytime

	3
	Review and approve request.
	Requestor   Manager


	Requestor Manager
	Day 0 

1700 hrs

	4
	Validate request based on UAT Change Report.


	Change Officer
	
	Day 0 

 1700 hrs

	5
	Publish UAT Change report to Change Recipient.


	Change Officer
	
	Day 1

 0900 hrs

	6
	Review UAT requests, based on UAT Change report.


	PCO / SP / Implementer
	
	

	7
	Perform UAT as per scheduled date.
	PCO / SP / Change Officer / Implementer

	
	

	8
	Update ‘Mark Task Completed’ upon completion.
	PCO / SP / Change Officer / Implementer

	
	

	9
	If Rework is required, click ‘Reject for Rework’ on the activity record.

Upload the revised Uat Change Document into the ‘Link Data Field’ of the activity record.

Inform the support unit that are required to support the rework. 


	Requestor
	
	

	9a
	Perform UAT rework as required.
	PCO / SP / Change Officer / Impementer

	
	


Note: 

a) If NO-UAT required, Requestor is to raise Activity record with UAT=N. Upload Production Change Document into the ‘Link Data’ field of the activity record.

b) Proceed to Step 3 in the ‘Production Phase’ process.

c) Requestor is required to add in Requestor Manager, Senior Manager &/or User and Change Manager into the Parent record and obtain their approval. 
Note: Australia In-Country does not use the Virtual Change system as part of the UAT implementation. Virtual Tech is being used by Australia for UAT as part of the Build Release process
Production Phase

	
	TASK DESCRIPTION
	RESPONSIBLE
	APPROVED BY
	CUTOFF TIME

	1
	Log in requests through Virtual Change. 


	Requestor
	
	Anytime

	2
	Ensure all Activities associated to the Parent are in ‘UAT Completed’ status. * Refer Note *

Upload Production Change Document into the ‘Link Data’ field of all activities record.


	Requestor
	
	Anytime

	3
	Provide detail description and update the Start and End date in the Parent record. 

Add in additional approval, if required. 

“READY’ the change record.


	Requestor
	
	Day O 

1700 hrs

	4
	Review & verify the User Acceptance’s had been signed off, then approve in Virtual Change. 


	Senior Manager or Business User
	Senior Manager or Business User
	
Day 0 1700
 or By D1 1000 hrs


	5
	Validate request based on PROD Change Report.


	Change Officer
	
	Day 0 

1700 hrs

	6
	‘Own’ Parent and Activity record.


	Change Officer
	
	

	7
	Publish PROD Change report to Change Recipient.


	Change Officer
	
	Day 1

 0900 hrs

	8
	Review and approve record.
	Production Controller & Command Center Opns Manager


	Production Controller & Command Center Opns Manager
	

	9
	Approved and Set Install record.


	Change Officer
	Change Officer
	

	10
	Review Prod requests, based on PROD Change report.


	PCO / SP / Implementer
	
	

	11
	Perform PROD as per production date.


	PCO / SP / Change Officer / Impementer
	
	

	12
	Close request after the completion of cutover.

  
	Requestor
	
	


Note:

a) All UAT Activities must be at UAT COMPLETED status before Ready the Parent Record for production. If any cases, activities cannot meet the PROD Start Date, a NEW Parent & Activity Record will be required. The former Activity record will be mark as ‘COMPLETED’ and ‘CLOSED’ to allow those Readied activities to be implemented. 

b) If changes had no Production requirement, Requestor to inform Change to close record. Change Control will change its status to COMPLETED on Activity and closed both the Parent and Activity record.

c) If post implementation fixes is required, a new record is required to raise to fix the problem.

d) If back-out changes is required, the User and the Senior Manager or designate will make the decision to back out after production acceptance. The Senior Manager or his designate and User must submit their approvals via E-mail. It is the responsibility of the change owner to notify the users and all involved groups of any cancelled/backed out changes.

UNSCHEDULED PROCESS

UAT Phase

	
	TASK DESCRIPTION
	RESPONSIBLE
	APPROVED BY
	CUTOFF TIME

	1
	Log in requests through Virtual Change.

Create Change Parent & Activity.


	Requestor
	
	Anytime

	2
	Upload UAT Change Document into the ‘Link Data’ field of its respective Activity record.


	Requestor
	
	By 1730 hrs

	3
	Provide detail justification of the deviation in the Description.

Select ‘ Schedule Indicator’ as ‘U’.

Inform Change Officer.


	Requestor
	Requestor Manager
	By 1730 hrs

	4
	Review and approve request.
	Requestor Manager 


	Requestor Manager 
	By 1730 hrs

	5
	Validate request  & inform Change Manager to approve.


	Change Officer
	Change Manager
	

	6
	Review and approve request.
	Change Manager


	Change Manager
	

	7
	Liaise with Support on the unscheduled request.


	Requestor / Change Officer 
	
	

	8
	Review UAT requests.
	PCO / SP / Change Officer / Implementer

	
	

	9
	Perform UAT as per scheduled date.


	PCO / SP / Change Officer / Implementer
	
	

	10
	Update ‘Mark Task Completed’ upon completion.
	PCO / SP / Change Officer / Implementer

	
	

	11
	If Rework is required, click ‘Reject for Rework’ on the activity record.

Upload the revised Uat Change Document into the ‘Link Data Field’ of the activity record.

Inform the support unit that are required to support the rework. 


	Requestor
	
	

	11a
	Perform UAT rework as required.
	PCO / SP / Change Officer / Implementer

	
	


Note: Australia In-Country does not use the Virtual Change system as part of the UAT implementation. Virtual Tech is being used by Australia for UAT as part of the Build Release process.
Production Phase

	
	TASK DESCRIPTION
	RESPONSIBLE
	APPROVED BY
	CUTOFF TIME

	1
	Log in requests through Virtual Change. 


	Requestor
	
	Anytime

	2
	Ensure all Activities associated to the Parent are in ‘UAT Completed’ status.

Upload Production Change Document into the ‘Link Data’ field of all activities record.


	Requestor
	
	Anytime

	3
	Provide detail justification of deviation in the description. If justification is insufficient, DC Opns Deviation form is required.

Update the Start and End date in the Parent record. 

Add in additional approval, if required.

“READY’ the change record.

Inform Change Officer & obtain User and Senior Manager to approve record.




	Requestor
	Senior Manager  / Business User
	By 1730 hrs

	4
	Review and approved unscheduled request.


	Senior Manager
	Senior Manager
	By 1730 hrs

	5
	Review & verify the User Acceptance’s had been signed off, then approve in Virtual Change. 


	Senior Manager or Business User
	Senior Manager or Business User
	By 1730 hrs

	6
	Validate request, Own & change ‘Schedule Indicator’ to ‘Unschedule’.

Add Change Manager’s approval in the record.

	Change Officer
	Change Manager
	

	7
	Review and approve record.
	Change Manager


	Change Manager
	

	8
	Liaise with Support on the unscheduled request.


	Requestor / Change Officer 
	
	

	9
	Review and approve record.
	Production Controller  & Command Center Opns Manager
	Production Controller  & Command Center Opns Manager
	

	10
	Approved and Set Install record.


	Change Officer
	Change Officer
	

	11
	Review Prod requests.


	PCO / SP / Change Officer / Implementer

	
	

	12
	Perform PROD as per production date.

	PCO / SP / Change Officer / Implementer
	
	

	13
	Close requests after the completion of cutover.  


	Requestor
	
	



	
	
	
	
	

	
	


	
	
	

	
	

	
	
	

	
	

	
	
	

	
	
	

	
	

	
	
	

	
	

	
	


	
	
	

	
	

	
	
	

	
	
	
	

	

	
	
	
	
	

	
	

	
	
	


. 
a) 
b) 
c) 
d) 
e) 
f) 
g) 
1) 
2) 
h) 
INFRASTRUCTURE PROCEDURE
SCHEDULE PROCESS 
Distributed Operations
	
	TASK DESCRIPTION
	RESPONSIBLE
	APPROVED BY
	CUTOFF TIME

	1
	Create Change record.
	Requestor
	
	ASAP

	2
	‘Ready’ Change record.
	Requestor
	Platform manager
	Before end of business day Monday

	3
	Conduct review within country and review Approvers.
	Requestor / Country Change Coordinator
	Country Change Coordinator
	

	4
	Review Approvers and Lock Changes.
* Refer Note *
	Regional Change
	Regional Change
	End of business day Monday

	5
	Attend Change Review Meeting.
	Requestor / Country Change / Regional Change
	Regional Change
	Tues

	6
	Finalize all Issues / Approvals.
	Requestor
	
	

	7
	Implement Changes.
	Implementers
	
	

	8
	Closed Changes
	Requestor
	
	


Note : For Australia and Korea changes, the review approvers and lock changes was done by in country local Change Control
Data Center

UAT Phase

	
	TASK DESCRIPTION
	RESPONSIBLE
	APPROVED BY
	CUTOFF TIME

	1
	Log in requests through Virtual Change.

Create Change Parent record. 


	Requestor
	
	Anytime



	2
	Create Activity record. 

Assign to support group or to his own group. 


	Requestor
	Requestor Manager
	Anytime

	3
	Review and approve request.
	Requestor Manager
	Requestor Manager


	Anytime

	4
	Review assigned Activity record & click ‘Assignee Manager Review’.

 
	Requestor or Assignee
	Assignee Manager
	Anytime

	5
	Review and approve request.
	Assignee Manager
	Assignee Manager


	Tuesday 1600 hrs

	6
	Generate list of Outage & Non-Outage Change Activity record.


	Change Officer
	
	Tuesday 1800 hrs

	7
	Change Control Board Meeting.
	Change Manager
	All reps
	Wednesday 1000 hrs

	8
	Review & approve Activity record.


	Change Officer
	Change Officer
	Thursday

	9
	Perform UAT as per scheduled date.


	SP / Change Officer


	
	

	10
	Update ‘Mark UAT Completed’ upon completion.


	SP 
	
	


Production Phase

	
	TASK DESCRIPTION
	RESPONSIBLE
	APPROVED BY
	CUTOFF TIME

	1
	Log in requests through Virtual Change.
	Requestor
	
	Anytime



	2
	Ensure all Activities are in ‘UAT Completed’ status. 

Upload RAM Form into the ‘Link Data’ field of the Change Parent record.

Update the Start Date in Change Parent record.

** A Change Request Risk Assessment Matrix form must be accompanied for all Production System Changes. This RAM is a supplement to the Requestor in determines the impact or risk. (Applicable for APPC Infrastructure change) **

Refer to Form No. CHG-06 – Change Request Risk Assessment Matrix.


	Requestor
	Requestor Manager
	Anytime

	3
	Review and assess the RAM impact. Approve the record.
	Requestor Manager
	Requestor Manager
	Anytime before or after CCB Meeting



	3a
	If RAM => 0.6 risk, obtain approval from Group Unit Head.
	Requestor 
	Group Unit Head
	Anytime before or after CCB Meeting



	4
	Generate list of Outage & Non-Outage Parent records.


	Change Officer
	
	Tuesday 1600 hrs

	5
	Own the Parent and Activity. 


	Change Officer
	
	

	6
	Change Control Board Meeting.
	Change Manager
	All Reps
	Wednesday 1000 hrs

	7
	Review and approve request.
	 Command Center Opns Manager
	CCOPM
	Anytime after CCB Meeting

	8
	‘Set Install’ on both Activity and Parent. 

Approved the record.


	Change Officer
	Change Officer
	

	9
	Perform PROD as per production date.


	SP / Change Officer
	
	

	10
	Close requests after the completion of cutover.


	Requestor
	
	


UNSCHEDULED PROCESS 
Distributed Operations

	
	TASK DESCRIPTION
	RESPONSIBLE
	APPROVED BY
	CUTOFF TIME

	1
	Create Change record.
	Requestor
	
	ASAP

	2
	‘Ready’ Change record.
	Requestor
	Platform manager, CTI Country Head and Director of Regional Operations or his designate
	By 1730 hrs

	3
	Conduct review within country. Review Approvers.
	Requestor / Country Change Coordinator
	Country Change Coordinator
	

	4
	Review Approvers and Lock Changes.
	Regional Change
	Regional Change
	

	5
	Finalize all Issues / Approvals.
	Requestor
	
	

	6
	Implement Changes.
	Implementers
	
	

	7
	Closed Changes
	Requestor
	
	


Data Center

UAT Phase

	
	TASK DESCRIPTION
	RESPONSIBLE
	APPROVED BY
	CUTOFF TIME

	1
	Log in requests through Virtual Change.

Create Change Parent record. 


	Requestor
	
	 

	2
	Create Activity record and change ‘Schedule Indicator’ as ‘Unschedule’.

Assign to support group or to his own group. 


	Requestor
	Requestor Manager
	

	3
	Review and approve request.
	Requestor Manager


	Requestor Manager
	

	4
	Review assigned Activity record & click ‘Assignee Manager Review’. 


	Requestor or Assignee
	
	

	5
	Review and approve request.
	Assignee Manager
	Assignee Manager


	By 1730 hrs

	6
	Inform Change Officer.
	Requestor


	
	By 1730 hrs

	7
	Review & inform Change Manager.


	Change Officer
	Change Manager
	

	8
	Review and approve request.


	Change Manager
	Change Manager
	

	9
	Perform UAT as per scheduled date.
	SP / Change Officer

	
	

	10
	Update ‘Mark UAT Completed’ upon completion. 


	SP 
	
	


Production Phase

	
	TASK DESCRIPTION
	RESPONSIBLE
	APPROVED BY
	CUTOFF TIME

	1
	Log in requests through Virtual Change.


	Requestor
	
	

	2
	Ensure all Activities are in ‘UAT Completed’ status.

Upload RAM Form into the ‘Link Data’ field of the Change Parent record.

Update the Start Date in Change Parent record.

** A Change Request Risk Assessment Matrix form must be accompanied for all Production System Changes. This RAM is a supplement to the Requestor in determines the impact or risk. **

Refer to Form No. CHG-06 – Change Request Risk Assessment Matrix.


	Requestor
	Requestor Manager
	

	3
	Review and assess the RAM impact. Approve the record.


	Requestor Manager
	Requestor Manager
	

	3a
	If RAM => 0.6 risk, obtain approval from Group Unit Head.


	Requestor 
	Group Unit Head
	

	4
	Inform Change Officer. 


	Requestor 
	
	By 1730 hrs

	5
	Own the Parent and Activity.

Change ‘Schedule Indicator’ to ‘Unschedule’.

Add Change Manager approval into the Parent. 


	Change Officer
	Change Manager
	

	6
	Review and approve request.


	Change Manager
	Change Manager
	

	7
	Review and approve request.
	 Command Center Opns Manager
	Command Center Opns Manager

	

	8
	‘Set Install’ on both Activity and Parent. Approved the record.


	Change Officer
	Change Officer
	

	9
	Perform PROD as per production date.


	SP / Change Officer
	
	

	10
	Close requests after the completion of cutover. 


	Requestor
	
	


EMERGENCY PROCEDURE 

(Applicable for both Application and Infrastructure Change)
During Normal Working Hour

(Monday – Friday, 08:30 to 17:30hrs) **
	
	TASK DESCRIPTION
	RESPONSIBLE
	APPROVED BY
	CUTOFF TIME

	Day of Emergency

	1
	Raise Change Parent record as Change Category=EMER


	Requestor
	
	Day of Emergency

	2
	‘Ready’ Change record.
	Requestor
	
	Day of Emergency

	3
	Obtain management approval in Change Record
	Requestor
	Senior Manager  / Group Head / Country Head & Command Center Opns Manager  *

	Day of Emergency

	4
	Review emergency request and approve in change record.
	Senior Manager  / Group Head / Country Head & Command Center Opns Manager *
	Senior Manager  / Group Head / Country Head & Command Center Opns Manager *

	Day of Emergency

	5
	Contact Change Control Management
	Requestor
	Change Control (OWN Record)


	Day of Emergency

	Note: In event, Senior Management’s approval not obtainable in record, verbal Senior Management’s approval must be obtained, and in conference with Command Center Opns Manager  / Floor Manager * and Change Control

(* Command Center Opns Manager does not apply to Distributed Operation Change)

	6
	Perform Emergency fixes
	Implementer
	 
	Day of Emergency



	Normalisation (Within Next Business Day)

	7
	Update Change Parent record and raise Activity record.

Note:

For System changes, (APPC only)
· Upload RAM in  ‘Link Data’ in Parent record.

· Add Senior Management’s approval if RAM => 0.6 rating.

For Application changes,

· Upload Production Change Document into the ‘Link Data’ field of the activity record.


	Requestor
	
	Next Business Day

	8
	Regularize management approval in Change Record
	Requestor
	User  / Requestor Manager / Production Control

 
	Next Business Day

	9
	Review approvers, lock and approve record.
	Change Control


	Change Control
	Next Business Day

	10
	Close requests after the normalisation.
	Requestor / Change Control
	
	Next Business Day


After Working Hour

(Monday – Friday, 1730 – 08:30 Hours **
Saturday, Sunday, Public Holiday, 08:30 – 08:30 Hours) **
	
	TASK DESCRIPTION
	RESPONSIBLE
	APPROVED BY
	CUTOFF TIME

	Day of Emergency

	1
	Raise Change Parent record as Change Category=EMER


	Requestor
	
	Day of Emergency

	2
	‘Ready’ Change record.
	Requestor
	
	Day of Emergency

	3
	Obtain Data Center Management approval. 


	Requestor
	Command Center Opns Manager / Country Head
	Day of Emergency

	4
	Review emergency request and approve in change record.
(Required  for APPC DC Change Only)


	Command Center  Opns Manager 
	Command Center Opns Manager 
	Day of Emergency

	5
	Perform Emergency fixes
	Implementer
	 
	Day of Emergency



	Normalization (Within Next Business Day)

	6
	Update Change Parent record and raise Activity record.

Note:

For System changes, (APPC only)
· Upload RAM in  ‘Link Data’ in Parent record.

· Add Senior Management’ approval if RAM => 0.6 rating.

For Application changes,

· Upload Production Change Document into the ‘Link Data’ field of the activity record.


	Requestor
	
	Next Business Day

	7
	Regularize management approval in Change Record
	Requestor
	Senior Manager  / User / Requestor Manager / Production Control / Platform Manager

	Next Business Day

	8
	Review approvers, lock and approve record.


	Change Control
	Change Control
	Next Business Day

	9
	Close requests after the normalisation.
	Requestor / Change Control


	
	Next Business Day


Emergency (During Normal Working Hour)


This type of emergency change will only be permitted for:

· Monday Thru Friday, During Normal Working Hours (08:30 – 17:30) **
· Severity 1 & 2 Ticket raised within last 24 hours.

· Virtual Change record is a pre-requisite.

Note: ** timing are based on local time

Emergency (After Working Hour)

This type of emergency change will only be permitted for:

· Monday Thru Friday, After Working Hours (17:30 – 08:30) **
· Saturday / Sunday / Public Holiday, 08:30 – 08:30 **
· Severity 1 / 2 Ticket



Note: ** timing are based on local time

i) All emergency changes must be substantiated with a Trouble ticket. 
j) A Change Parent record with ‘Emer’ change category be raised whenever an emergency program fix or data record fix has been performed, which required for an urgent production purposes. It must be regularized within next 24 hours (Business Day) and change record closed.

k) Requestor must obtain the approval from Management (depending on the emergency type raise) before applying the emergency fixes.

For Application Emergency,
a) Requestor must contact the Helpdesk, who will contact the duty support. (i.e. Change Officer, Technical Support)
b) Duty Support will apply the emergency fix based on the instruction provided by the Requestor.
c) Requestor checks the execution status of the emergency fix.
d) Next day follow-up, Requestor must raise an associated Activity record, assigned to the Support Group ID, who perform the fixes. Upload Production Change Document in the ‘Link Data’ field of the Activity Record.
e) Change Parent record must be approved by Senior Manager &/or Business User   on the next business day, to regularize the emergency fix. 
f) If Permanent fix, Senior Manager &/or Business User verifies the user signoff and approve the Change Record.

g) If Temporary fix, user signoff is not required. However, Senior Manager is still required to approve in change record to confirm the deletion of temporary fixes.   
h) Requestor / Change Officer will close the change record after the normalization.
For System Emergency,

a) 
b) 
c) 
d) Next day follow-up, Requestor is to upload the Change Request Risk Assessment Matrix form to the ‘Link Data’ field of the Parent record. If risk rating on the Ram is => 0.6 rating, APPC Group Unit Head or designate approval must be obtained. (This is applicable for APPC System Change only)
e) Change Parent record must be approved by Requestor Manager.

f) Requestor will then inform Change Officer to own and approve the record.

g) Requestor / Change Officer will close the change record after the normalization.

h) 
GREENZONE

A) Greenzone for APPC Data Center
    Refer to SLM URL link:

http://appcweb.citicorp.com/cgti-aspac/appc-units/csweb/csms/slm_planmain_weekname.asp
B) greenzone for Distributed Operations 
Greenzone (in GMT) for CTI Asia (excluding CTI Indian subcontinent) – Network Platform

	TYPE OF NETWORK
	SAT
	SUN
	MON
	TUE
	WED
	THU
	FRI

	TP 

Loading
	16:00 to 20:00
	
	
	
	
	
	

	GCG & Capital Market Network


	16:00 to 22:00


	
	
	
	
	
	

	GCG & Capital Market, CitiFinancial, GCIB Network

(Non intrusive device change) 

* Refer Annexure A
	
	16:00 to 22:00
	
	
	
	
	

	GCIB Network/ ASPAC GCIB SNA Gateway
	16:00 to 22:00
	02:00 to 10:00
	
	
	
	
	

	ASPAC SNA Gateway
	16:00 to 22:00
	
	
	
	
	
	

	CEEMEA SNA Gateway
	
	
	
	
	
	
	01:00 to 04:00

	LATAM SNA Gateway
	
	
	
	
	
	
	05:00 to 08:00

	UAT SNA Gateway
	11:00 to 22:00
	11:00 to 22:00
	11:00 to 22:00
	11:00 to 22:00
	11:00 to 22:00
	11:00 to 22:00
	11:00 to 22:00

	GCG Branches
	16:00 to 22:00
	
	11:00 to 15:00
	11:00 to 15:00
	11:00 to 15:00
	11:00 to 15:00
	11:00 to 15:00


Greenzone (in GMT) for CTI Asia (Capital Markets) – Other Platforms

	PLATFORMS
	SAT
	SUN
	MON
	TUE
	WED
	THU
	FRI

	Wintel
	All day
	00:00 to

16:00
	
	
	
	
	20:00 to 24:00

	Voice
	All day
	00:00 to

16:00
	
	
	
	
	20:00 to 24:00

	Unix
	All day
	00:00 to

16:00
	
	
	
	
	20:00 to 24:00

	MDS
	All day
	00:00 to

16:00
	
	
	
	
	20:00 to 24:00

	Firewall
	16:00 to 22:00
	
	16:00 to 22:00
	16:00 to 22:00
	16:00 to 22:00
	16:00 to 22:00
	16:00 to 22:00

	Wintel Appl Deployment
	All day
	All day
	All day
	All day
	All day
	All day
	All day

	Unix Application Deployment
	All day
	All day
	All day
	All day
	All day
	All day
	All day


Greenzone (in GMT) for CTI Asia (Regional Operations & Countries excluding CTI India Subcontinent) – Other Platforms

	PLATFORMS
	SAT
	SUN
	MON
	TUE
	WED
	THU
	FRI

	Internet
	16:00 to 22:00
	
	
	
	
	
	

	Messaging
	12:00 to 24:00
	All Day
	
	
	
	
	

	Wintel
	04:00 to 24:00
	All day
	11:00 to 22:00
	11:00 to 22:00
	11:00 to 22:00
	11:00 to 22:00
	11:00 to 22:00

	Voice
	04:00 to 24:00
	All day
	
	
	
	
	

	Unix
	04:00 to 24:00
	All day
	
	
	
	
	

	Firewall
	16:00 to 22:00
	
	16:00 to 22:00
	16:00 to 22:00
	16:00 to 22:00
	16:00 to 22:00
	16:00 to 22:00

	Wintel Appl Deployment
	All day
	All day
	All day
	All day
	All day
	All day
	All day

	Unix Application Deployment
	All day
	All day
	All day
	All day
	All day
	All day
	All day

	Topaz Appl Deployment
	
	
	02:00 to 03:00
	02:00 to 03:00
	02:00 to 03:00
	02:00 to 03:00
	02:00 to 03:00

	GCG Branches


	As per platform indicated above
	As per platform indicated above
	11:00 to 15:00
	11:00 to 15:00
	11:00 to 15:00
	11:00 to 15:00
	11:00 to 15:00


Greenzone (in GMT) for CTI Indian Subcontinent (include Eserve Domestic, Citifinancial) 

	Type of Network
	Saturday
	Sunday
	Monday
	Tuesday
	Wednesday
	Thursday
	Friday

	Network
	18:30 to 24:00
	
	
	
	
	
	

	Network

(Non intrusive device change) 

* Refer Annexure A
	
	16:00 to 22:00
	
	
	
	
	

	Wintel
	16:30 to 24:00 
	16:30 to 24:00 
	16:30 to 24:00 
	16:30 to 24:00 
	16:30 to 24:00 
	16:30 to 24:00 
	16:30 to 24:00 

	Unix
	
	16:30 to 24:00 
	
	
	
	
	

	Voice
	16:30 to 24:00 
	16:30 to 24:00 
	
	
	
	
	

	Firewall 
	18:30 to 22:30 
	
	18:30 to 22:30 
	18:30 to 22:
	18:30 to 22:30 
	18:30 to 22:30 
	18:30 to 22:30 

	GCG Branches (all platforms including network)
	As per platform indicated above
	As per platform indicated above
	13:30 to 17:30
	13:30 to 17:30
	13:30 to 17:30
	13:30 to 17:30
	13:30 to 17:30


Greenzone (in GMT) for India Eserve International (Nirlon, NESCO and Spencer)

	Type of Network
	Saturday
	Sunday
	Monday
	Tuesday
	Wednesday
	Thursday
	Friday

	Network
	
	00:30 to 08:00
	
	
	
	
	

	Network

(Non intrusive device change) 

* Refer Annexure A
	
	16:00 to 22:00
	
	
	
	
	

	Wintel
	00:30 to 08:00
	00:30 to 08:00
	00:30 to 08:00
	00:30 to 08:00
	00:30 to 08:00
	00:30 to 08:00
	00:30 to 08:00

	Unix
	
	00:30 to 08:00
	
	
	
	
	

	Voice
	00:30 to 08:00
	00:30 to 08:00
	
	
	
	
	


Annexure A

Definition of Non-Intrusive Changes (NIC)

Change that does not have any operational impact to network devices availability.

Examples of Non-Intrusive Changes are:

· Port description change 

· Enabling/disabling switch ports that are connected to non-network device. E.g: servers

· Enabling/disabling of serial ports.

· Applying Global Network Command Center (GNCC) management template on new adds.

Regional Network Operations / Global Network Command Center (GNCC) to manage the non-intrusive change list and to ensure and determine change are non-intrusive during the change record review.
C) Greenzone for CTI Australia 
Greenzone for CTI Australia – Network Platform (Australian Eastern Standard Time)
	TYPE OF NETWORK
	SAT
	SUN
	MON
	TUE
	WED
	THU
	FRI

	CSPAN Links
	
	00:01 to 06:00
	
	
	
	
	

	New Zealand International Links
	All Day


	All Day
	17:00 to 00:01
	17:00 to 00:01
	17:00 to 00:01
	17:00 to 00:01
	17:00 to 00:01

	Australian WAN Links
	All Day


	All Day
	18:00 to 00:01
	18:00 to 00:01
	18:00 to 00:01
	18:00 to 00:01
	18:00 to 00:01

	Server Access Switches
	12:00 to 24:00
	All Day
	18;00 to 03:00
	18;00 to 03:00
	18;00 to 03:00
	18;00 to 03:00
	18;00 to 03:00

	Floor Access Switches
	All Day
	All Day
	18:00 to 03:00
	18:00 to 03:00
	18:00 to 03:00
	18:00 to 03:00
	18:00 to 03:00

	Citiplex / CEP
	12:00 to 00:01
	12:00 to 00:01
	17:00 to 23:00
	17:00 to 23:00
	17:00 to 23:00
	17:00 to 23:00
	17:00 to 23:00


Notes

· All CSPAN Changes will require the CSPAN and GNNC approval prior to implementation.

· All link changes that cannot be made with automatic failover to redundant links (that is no outage) require business approval.

· Mid week and Saturday floor switch changes that effect the following businesses will require business sign off before the change can proceed :-

· Equity Research

· Trade Floors (both Equities and Fixed Income)

· FX Regional Processing Centre

· GCG Collections
· Mid-week and Saturday changes for the following types of network will require sign off from the CIBTech and CWA application manager groups before the change can proceed, where applicable. The Australian Approval Groups can be found on the
          http://intranet.aus.nsroot.net/cititech/ChangeControl/InfomanApprover.html
· New Zealand International Links

· Australian WAN Links

· Server Access Switches

· Floor Access Switches

· Citiplex / CEP


Greenzone for CTI Australia – Voice Platform (Australian Eastern Standard Time)
	TYPE OF NETWORK
	SAT
	SUN
	MON
	TUE
	WED
	THU
	FRI

	Sydney & Melbourne

PABX (No Outage for IPC)
	12:00 to 

24:00
	00:01 to 18:00
	19:00 to 06:00
	19:00 to 06:00
	19:00 to 06:00
	19:00 to 06:00
	19:00 to 06:00

	Sydney & Melbourne

PABX (Outage)
	12:00 to 24:00
	All Day
	00:01 to 04:00
	00:01 to 04:00
	00:01 to 04:00
	00:01 to 04:00
	00:01 to 04:00

	Remote Branches

CFIC and    Citi-Financial
	All Day
	All Day
	19:00 to 06:00
	19:00 to 06:00
	19:00 to 06:00
	19:00 to 06:00
	19:00 to 00:01

	Manila Connectivity
	24:00 to 06:00

	00:00 to 06:00


	19:00 to 06:00
	19:00 to 06:00
	19:00 to 06:00
	19:00 to 06:00
	19:00 to 06:00

	IPC and Trader Recording
	12:00 to 24:00
	All Day
	00:01 to 04:00
	00:01 to 04:00
	00:01 to 04:00
	00:01 to 04:00
	00:01 to 04:00

	NICE Recording
	All Day
	All Day
	19:00 to 06:00
	19:00 to 06:00
	19:00 to 06:00
	19:00 to 06:00
	19:00 to 06:00


The week-day changes are subject to business approval.
Greenzone for CTI Australia  – Other Platforms  (Australian Eastern Standard Time)
	PLATFORMS
	SAT
	SUN
	MON
	TUE
	WED
	THU
	FRI

	Internet

(Proxy)
	08:00 to 24:00
	All Day
	17:00 to 24:00
	17:00 to 24:00
	17:00 to 24:00
	17:00 to 24:00
	17:00 to 24:00

	Wintel (Production Servers)
	12:00 to 24:00
	All Day
	17:00 to 06:00
	17:00 to 06:00
	17:00 to 06:00
	17:00 to 06:00
	17:00 to 06:00

	Wintel (COB / UAT / DEV Servers)
	All Day
	All Day
	All Day
	All Day
	All Day
	All Day
	All Day

	Unix  (Production Servers)
	12:00 to 24:00
	All Day
	17:00 to 24:00
	17:00 to 24:00
	17:00 to 24:00
	17:00 to 24:00
	17:00 to 24:00

	Unix  (COB / UAT / DEV Servers)
	All Day 
	All Day
	All Day
	All Day
	All Day
	All Day
	All Day

	DBA (Production Servers)
	12:00 to 24:00
	All day
	17:00 to 06:00
	17:00 to 06:00
	17:00 to 06:00
	17:00 to 06:00
	17:00 to 06:00

	DBA (COB / UAT / DEV Servers)
	All Day
	All Day
	All Day
	All Day
	All Day
	All Day
	All Day

	Firewall
	08:00 to 24:00
	All Day
	17:00 to 24:00
	17:00 to 24:00
	17:00 to 24:00
	17:00 to 24:00
	17:00 to 24:00

	Messaging
	08:00 to 24:00
	All Day
	17:00 to 02:00
	17:00 to 02:00
	17:00 to 02:00
	17:00 to 02:00
	17:00 to 02:00

	Wintel Application Deployment


	All Day
	All Day
	All Day
	All Day
	All Day
	All Day
	All Day

	Unix Application Deployment


	All Day
	All Day
	All Day
	All Day
	All Day
	All Day
	All Day

	DBA

Application Deployment


	All Day
	All Day
	All Day
	All Day
	All Day
	All Day
	All Day


Notes

· All changes require business approval prior to implementation.

· Changes to production servers that are used for overnight batch process can be implemented outside of Green Zone window and when dictated by the business with business approval.

· Change to production servers that are customer facing can occur outside of Green Zones windows and or when dictated by the business with business approval.
D) Greenzone for Korea 
Green-zone for TI Korea  – Network Platform (Korea Standard Time)

	TYPE OF NETWORK
	SAT
	SUN
	MON
	TUE
	WED
	THU
	FRI

	International Circuit
	-
	01:00 to 07:00
	01:00 to 07:00
	-
	-
	-
	-

	DWDM Links
	-
	01:00 to 07:00
	01:00 to 07:00
	-
	-
	-
	-

	Server Access Switches
	-
	01:00 to 07:00
	01:00 to 07:00
	-
	-
	-
	-

	WAN Links
	20:00 to 06:00
	All day
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00

	Floor Access Switches
	20:00 to 06:00
	All day
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00

	Major bldg & Branches
	20:00 to 06:00
	All day
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00


Green-zone for TI Korea  – Voice  & CTI Platform ( Korea Standard Time)
	PLATFORMS
	SAT
	SUN
	MON
	TUE
	WED
	THU
	FRI

	PBX of Major Building
	01:00 to 24:00
	All day
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00

	CTI Service
	20:00 to 06:00
	All day
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00

	IPC and NICE Recording
	20:00 to 06:00
	All day
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00
	20:00 to 06:00

	CTI Application Deployment
	NA
	NA
	NA
	NA
	NA
	NA
	NA


Green-zone for TI Korea  – Other Platform (Korea Standard Time)
	PLATFORMS
	SAT
	SUN
	MON
	TUE
	WED
	THU
	FRI

	Mainframe
	00:00 to 06:00
	00:00 to 06:00
	-
	-
	-
	-
	-

	Firewall – B2B
	22:00 to 06:00
	All day
	22:00 to 06:00
	22:00 to 06:00
	22:00 to 06:00
	22:00 to 06:00
	22:00 to 06:00

	Firewall – CitiPro
	-
	01:00 to 07:00
	-
	-
	-
	-
	-

	Internet
	-
	01:00 to 07:00
	-
	-
	-
	-
	-

	Unix
	All day
	All day
	20:00 to 07:00
	20:00 to 07:00
	20:00 to 07:00
	20:00 to 07:00
	20:00 to 07:00

	Wintel
	04:00 to 24:00
	All day
	20:00 to 07:00
	20:00 to 07:00
	20:00 to 07:00
	20:00 to 07:00
	20:00 to 07:00

	Data Center Facilities
	00:00 to 06:00
	00:00 to 06:00
	-
	-
	-
	-
	-

	Mainframe Application Deployment
	
	
	
	All Day
	
	
	All Day

	Unix Application Deployment
	
	
	
	All Day
	
	
	All Day

	Wintel Application Deployment
	
	
	
	All Day
	
	
	All Day


APPROVAL MATRIX
	Minimum Approval Requirement

	Scheduled
	Unscheduled

 
	Emergency

	Application
	Infrastructure
	Application
	Infrastructure
	Application
	Infrastructure

	(1) Requestor Manager

(2) User / Senior Manager

(3) Change Control
	(1) Requestor Manager

(2) Change Control
	(1) Requestor Manager

(2) User / Senior Manager
(3) Change Manager
(3) Change Control
	(1) Requestor Manager

(3) Senior Manager
(4) Change Manager
(5) Regional Ops Director
(6) Change Control
	(1) Requestor Manager

(2) User / Senior Manager

(3) Change Control
	(1) Requestor Manager

(2) Senior Manager

(3) Change Control

	Additional Approval (Based on local Requirement)

	Application
	Infrastructure
	Application
	Infrastructure
	Application
	Infrastructure

	(1) Data Centre Manager

(2) Production Control Officer

(3) Country BISO - Internet Change Request
	(1) Data Centre Manager
(2) Implementer Manager

	(1) Data Centre Manager

(2) Production Control Officer
(3) Country BISO - Internet Change Request
	(1) Implementer Manager
(2) Data Centre Manager

	(1) Data Centre Manager

(2) Production Control Officer


	(1) Data Centre Manager


	Minimum Approval Requirement

	Backout
	Monthend / Yearend Freeze

	Application
	Infrastructure
	Application
	Infrastructure

	(1) Business User

(2) Senior Manager
	(1) Senior Manager

(** Verbal Approval After Office Hour
	(1) Requestor Manager

(2) Implementor Manager

(3) Senior Manager

(4) Change Manager

(5) Regional Ops Director

(6) Change Control
	(1) Requestor Manager

(2) Implementor Manager

(3) Senior Manager

(4) Change Manager

(5) Regional Ops Director

(6) Change Control

	Additional Approval (Based on local Requirement)

	Application
	Infrastructure
	Application
	Infrastructure

	(1) Regional O&T Head
	(1) Regional Ops Director

	
	


Denote:

1. Requestor Manager – Platform/Domain Manager, Application Manager
2. Senior Manager – Country Head, Application Technology Head, Group Head
3. Change Control – Regional / Local Change Control Team
4. Regional Ops Director – Regional Distributed Operations Director, APPC Director

Approval Code used in Data Center:
	Classification
	Infrastructure
	Application
	

	
	UAT
	PROD
	CIB / GWM
	GCG
	APPROVAL CLASS

	
	
	
	UAT
	PROD
	UAT
	PROD
	

	Scheduled With UAT
	Requestor Manager

Assignee Manager
	Requestor Manager

Command Center Opns Mgr

Change Officer

	Requestor Manager
	Senior Mgr

Production Controller

Command Center Opns Mgr

Change Officer
	Requestor Manager
	User 
Production Controller

Command Center Opns Mgr

Change Officer
	APxxyyyM

APxxyyyU

APPCOM

APCCOPM

APCHGCA

	Scheduled Without UAT
	NA
	Requestor Manager

Command Center Opns Mgr

Change Officer
	NA
	Requestor Manager

Senior Mgr 

Production Controller

Command Center Opns Mgr 
Change Manager

Change Officer
	NA
	Requestor Manager

Senior Manager &/or 
User 
Production Controller

Command Center Opns Mgr

Change Manager

Change Officer
	APxxyyyM

APxxyyyS

APxxyyyU

APPCOM

APCCOPM

APCHGSM

APCHGCA

	Unscheduled With UAT


	Requestor Manager

Assignee Manager

Change Manager
	Requestor Manager

Command Center Opns Mgr

Change Manager 

Change Officer


	Requestor Manager
Change Manager
	Senior Mgr 

Production Controller

Command Center Opns Mgr

Change Manager

Change Officer
	Requestor Manager

Change Manager
	Senior Manager

User 
Production Controller

Command Center Opns Mgr

Change Manager

Change Officer
	APxxyyyM

APxxyyyS

APxxyyyU

APPCOM

APCCOPM

APCHGSM

APCHGCA


	Unscheduled Without UAT
	NA
	Requestor Manager

Command Center Opns Mgr

Change Manager 

Change Officer


	NA
	Requestor Manager

Senior Mgr 

Production Controller

Command Center Opns Mgr

Change Manager

Change Officer

	NA
	Requestor Manager

Senior Manager  &/or
User Rep

Production Controller

Command Center Opns Mgr

Change Manager

Change Officer
	APxxyyyM

APxxyyyS

APxxyyyU

APPCOM

APCCOPM

APCHGSM

APCHGCA


	Classification
	Infrastructure
	Application
	APPROVAL CLASS

	
	
	CIB / GWM
	GCG
	

	Emergency (During Normal Working Hour)


	Day of Emergency


	Group Head

Command Center Opns Mgr
	Senior Manager
Command Center Opns Mgr
	Senior Manager
Command Center Opns Mgr
	Senior Manager

Command Center Opns Mgr
	Senior Manager 

Command Center Opns Mgr
	ApxxyyyS
APCCOPM


	Next Business Day


	Requestor Manager

Change Officer


	TEMP
	PERM
	TEMP
	PERM
	

	
	
	Production Control Mgr
Change Officer
	Production Control Mgr

Change Officer
	Production Control Mgr

Change Officer
	User

Production Control Mgr

Change Officer
	ApxxyyyM

ApxxyyyU

APPCOM

APCHGCA

	Emergency (After Working Hour)


	Day of Emergency


	Command Center Opns Mgr
	Command Center Opns Mgr
	Command Center Opns Mgr
	Command Center Opns Mgr
	Command Center Opns Mgr
	APCCOPM

	Next Business Day
	Requestor Manager

Change Officer


	TEMP
	PERM
	TEMP
	PERM
	

	
	
	Senior Manager

Production Control Mgr
Change Officer
	Senior Manager

Production Control Mgr

Change Officer

	Senior Manager

Production Control Mgr

Change Officer 
	Senior Manager

User

Production Control Mgr

Change Officer
	ApxxyyyM

ApxxyyyS

ApxxyyyU

APPCOM

APCHGCA


Legend:

APxxyyy

AP  
=
Asia Pacific

xx   
=
Technology Office/Group

yyy
=
Department Group

M
=
Manager Privilege class

S
=
Senior Manager Privilege class

U
=
User Privilege class 

Approval Code used in Distributed Operations:

· CTI Asia Capital Markets Approval Class

	Country
	Change Type/ Application ID
	Default Approval Code

	
	
	Scheduled
	Unscheduled
	Emergency

	Hong Kong
	Network

ACHKNS
	ANETCCM

ANHKCCM

ACHKNSM

ANHKNSO
ANRGNSOM
ENGNCCA

	ANETCCM

ANHKCCM

ACHKNSM

ANHKNSO
ANRGNSOM

ENGNCCA
ACMOPM

ANRGOPM
	ANETCCM

ANHKCCM

ACHKNSM

ANHKNSO

ANRGNSO
ANRGNSOM

ENGNCCA
ACMOPM

	
	Voice

ACHKVO
	ANETCCM

ANHKCCM

ACHKVOM

ANRGVOM
ANRGVOSM
	ANETCCM

ANHKCCM

ACHKVOM

ANRGVOM
ANRGVOSM
ACMOPM

ANRGOPM
	ANETCCM

ANHKCCM

ACHKVOM

ANRGVOM
ANRGVOSM
ACMOPM



	
	Wintel

ACHKWI
	ANETCCM

ANHKCCM

ACHKWIM
	ANETCCM

ANHKCCM

ACHKWIM

ACMOPM

ANRGOPM
	ANETCCM

ANHKCCM

ACHKWIM

ACMOPM



	
	MDS

ACHKMD
	ANETCCM

ANHKCCM

ACHKMDM
	ANETCCM

ANHKCCM

ACHKMDM

ACMOPM

ANRGOPM
	ANETCCM

ANHKCCM

ACHKMDM

ACMOPM



	
	Unix

ACHKUN
	ANETCCM

ANHKCCM

ACHKUNM
	ANETCCM

ANHKCCM

ACHKUNM

ACMOPM

ANRGOPM
	ANETCCM

ANHKCCM

ACHKUNM

ACMOPM



	
	Wintel Deployment

ACHKWD
	ANETCCM

ANHKCCM

ACHKWIM
	ANETCCM

ANHKCCM

ACHKWIM

ACMOPM

ANRGOPM
	ANETCCM

ANHKCCM

ACHKWIM

ACMOPM

	
	Unix Deployment

ACHKUD
	ANETCCM

ACHKUNM

ANHKCCM
	ANETCCM

ACHKUNM

ANHKCCM

ACMOPM

ANRGOPM
	ANETCCM

ACHKUNM

ANHKCCM

ACMOPM



	
	Application Deployment

ACHKAD
	ANETCCM

ANHKCCM

ACMAM

ACHKUNM
	ANETCCM

ANHKCCM

ACMAM
ACHKUNM

ACMOPM

ANRGOPM
	ANETCCM

ANHKCCM

ACMOPM

ACMAM
ACHKUNM



	India
	Network

ACINNS
	ANETCCM

ANHKCCM

ACINOPM
ANRGNSOM

ENGNCCA
	ANETCCM

ANHKCCM

ACINOPM

ACMOPM
ANRGOPM
ANRGNSOM

ENGNCCA
	ANETCCM

ANHKCCM

ACINOPM

ANRGNSO

ACMOPM
ANRGNSOM

ENGNCCA

	
	ACINVO - Voice

ACINWI - Wintel

ACINMD - MDS

ACINUN - Unix

ACINWD – Wintel Deployment

ACINUD – Unix Deployment
	ANETCCM

ANHKCCM

(ANRGVOM  & ANRGVOSM for voice)

ACINOPM


	ANETCCM

ANHKCCM

(ANRGVOM & ANRGVOSM for voice)

ACINOPM ACMOPM

ANRGOPM
	ANETCCM

ANHKCCM

(ANRGVOM & ANRGVOSM for voice)

ACINOPM

ACMOPM



	
	
	
	
	

	Korea
	Network

ACKRNS
	ANETCCM

ANHKCCM

ACKROPM
ANRGNSOM

ENGNCCA
	ANETCCM

ANHKCCM

ACKROPM

ACMOPM

ANRGOPM
ANRGNSOM

ENGNCCA
	ANETCCM

ANHKCCM

ACKROPM

ANRGNSO

ACMOPM
ANRGNSOM

ENGNCCA

	
	ACKRVO - Voice

ACKRWI - Wintel

ACKRMD - MDS

ACKRUN - Unix

ACKRWD – Wintel Deployment

ACKRUD – Unix Deployment
	ANETCCM

ANHKCCM

(ANRGVOM & ANRGVOSM for voice)

ACKROPM
	ANETCCM

ANHKCCM

ACKROPM

(ANRGVOM & ANRGVOSM for voice)

ACMOPM

ANRGOPM
	ANETCCM

ANHKCCM

(ANRGVOM & ANRGVOSM for voice)

ACKROPM

ACMOPM



	
	
	
	
	

	Singapore
	Network

ACSGNS
	ANETCCM

ACSGOPM

ANHKCCM
ANRGNSOM

ENGNCCA

	ANETCCM

ACSGOPM

ANHKCCM

ACMOPM

ANRGOPM
ANRGNSOM

ENGNCCA
	ANETCCM

ACSGOPM

ANHKCCM

ANRGNSO

ACMOPM
ANRGNSOM

ENGNCCA

	
	ACSGVO - Voice

ACSGWI - Wintel

ACSGMD - MDS

ACSGUN - Unix

ACSGWD – Wintel Deployment

ACSGUD – Unix Deployment
	ANETCCM

ANHKCCM

(ANRGVOM & ANRGVOSM for voice)

ACSGOPM
	ANETCCM

ANHKCCM

ACSGOPM

(ANRGVOM  & ANRGVOSM for voice)

ACMOPM

ANRGOPM
	ANETCCM

ANHKCCM

ACSGOPM

(ANRGVOM & ANRGVOSM  for voice)

ACMOPM

	
	
	
	
	

	Taiwan
	Network

ACTWNS
	ANETCCM

ACTWOPM

ANHKCCM
ANRGNSOM

ENGNCCA
	ANETCCM

ACTWOPM

ANHKCCM

ACMOPM

ANRGOPM
ANRGNSOM

ENGNCCA
	ANETCCM

ACTWOPM

ANRGNSO

ANHKCCM

ACMOPM
ANRGNSOM

ENGNCCA

	
	ACTWVO - Voice

ACTWWI - Wintel

ACTWMD - MDS

ACTWUN - Unix

ACTWWD – Wintel Deployment

ACTWUD – Unix Deployment
	ANETCCM

ACTWOPM

ANHKCCM

(ANRGVOM & ANRGVOSM for voice)
	ANETCCM

ACTWOPM

ANHKCCM

(ANRGVOM  & ANRGVOSM for voice)

ACMOPM

ANRGOPM
	ANETCCM

ACTWOPM

ANHKCCM

(ANRGVOM & ANRGVOSM for voice)

ACMOPM

	Regional
	Network

ACRGNS
	ANETCCM

ACRGNSM
ANRGNSOM

ENGNCCA
	ANETCCM

ACRGNSM

ACMOPM

ANRGOPM
ANRGNSOM

ENGNCCA
	ANETCCM

ACRGNSM

ANRGNSO

ACMOPM
ANRGNSOM

ENGNCCA

	
	Voice

ACRGVO
	ANETCCM

ACRGVOM
ANRGVOSM
	ANETCCM

ACRGVOM

ACMOPM

ANRGOPM
ANRGVOSM
	ANETCCM

ACRGVOM

ACMOPM
ANRGVOSM


	
	Wintel

ACRGWI
	ANETCCM

ANHKCCM

ACRGWIM
	ANETCCM

ANHKCCM

ACRGWIM ACMOPM

ANRGOPM
	ANETCCM

ANHKCCM

ACRGWIM

ACMOPM



	
	MDS

ACRGMD
	ANETCCM

ANHKCCM

ACRGMDM
	ANETCCM

ANHKCCM

ACRGMDM

ACMOPM

ANRGOPM
	ANETCCM

ANHKCCM

ACRGMDM

ACMOPM



	
	Unix

ACRGUN
	ANETCCM

ANHKCCM

ACRGUNM
	ANETCCM

ANHKCCM

ACRGUNM

ACMOPM

ANRGOPM
	ANETCCM

ANHKCCM

ACRGUNM

ACMOPM



	
	Wintel Deployment

ACRGWD
	ANETCCM

ANHKCCM

ACRGWIM
	ANETCCM

ANHKCCM

ACRGWIM

ACMOPM

ANRGOPM
	ANETCCM

ACRGWIM

ANHKCCM

ACMOPM

	
	Unix Deployment

ACRGUD
	ANETCCM

ANHKCCM

ACRGUNM
	ANETCCM

ACRGUNM

ACMOPM

ANRGOPM
	ANETCCM

ACRGUNM

ACMOPM

	
	Appl Deployment

ACRGAD
	ANETCCM

ANHKCCM

ACMAM
	ANETCCM

ANHKCCM

ACMOPM

ACMAM
	ANETCCM

ANHKCCM

ACMOPM


· CTI Asia CitiFinancal Approval Class

	Country
	Change Type/ Application ID
	Default Approval Code

	
	
	Scheduled
	Unscheduled
	Emergency

	India
	Facility Management

AFINFM
	ANETCCM

ANINCCM

AFINNSO


	ANETCCM

ANINCCM

AFINNSO

ANINOPM

ANRGOPM
	ANETCCM

ANINCCM

AFINNSO

ANINOPM

	
	Network

AFINNS
	ANETCCM

ANINCCM

AFINNSO
ANRGNSOM
ENGNCCA


	ANETCCM

ANINCCM

AFINNSO

ENGNCCA

ANINOPM

ANRGOPM
ANRGNSOM
	ANETCCM

ANINCCM

AFINNSO

ENGNCCA

ANRGNSO

ANINOPM
ANRGNSOM

	
	Voice

AFINVO
	ANETCCM

ANINCCM

AFINNSO

ANRGVOM
ANRGVOSM
	ANETCCM

ANINCCM

AFINNSO

ANRGVOM

ANINOPM

ANRGOPM
ANRGVOSM
	ANETCCM

ANINCCM

AFINNSO

ANRGVOM

ANINOPM
ANRGVOSM

	
	Wintel

AFINWI
	ANETCCM

ANINCCM

AFINNSO
	ANETCCM

ANINCCM

AFINNSO

ANINOPM

ANRGOPM
	ANETCCM

ANINCCM

AFINNSO

ANINOPM

	
	
	
	
	

	Korea
	Network

AFKRNS
	ANETCCM

AFKRCCM
ANRGNSOM

ENGNCCA

	ANETCCM

AFKRCCM

ANRGOPM
ANRGNSOM

ENGNCCA
	ANETCCM

AFKRCCM

ANRGNSO
ANRGNSOM

ENGNCCA

	
	Voice

AFKRVO
	ANETCCM

AFKRCCM

ANRGVOM
ANRGVOSM
	ANETCCM

AFKRCCM

ANRGVOM

ANRGOPM
ANRGVOSM
	ANETCCM

AFKRCCM

ANRGVOM
ANRGVOSM


	
	Wintel

AFKRWI
	ANETCCM

AFKRCCM
	ANETCCM

AFKRCCM

ANRGOPM
	ANETCCM

AFKRCCM



	
	Unix

AFKRUN
	ANETCCM

AFKRCCM
	ANETCCM

AFKRCCM

ANRGOPM
	ANETCCM

AFKRCCM



	
	Wintel Deployment

AFKRWD
	ANETCCM

AFKRCCM
	ANETCCM

AFKRCCM

ANRGOPM
	ANETCCM

AFKRCCM



	
	Unix Deployment

AFKRUD
	ANETCCM

AFKRCCM
	ANETCCM

AFKRCCM

ANRGOPM
	ANETCCM

AFKRCCM




· CTI Asia Regional Operations & Countries Approval Class

	Country
	Change Type/ Application ID
	Default Approval Code

	
	
	Scheduled
	Unscheduled
	Emergency

	Australia
	ANAUNS

GRN Network
	ANETCCM

ANAUNSO
ANRGNSOM
ENGNCCA
	ANETCCM

ANAUNSO
ANRGNSOM
ANRGOPM
ENGNCCA
	ANETCCM

ANAUNSO

ANRGNSO
ANRGNSOM
ENGNCCA

	
	ANAUMO

Messaging
	ANETCCM

ANRGMOM

CHGAUS
	ANETCCM

ANRGMOM

ACMOPM

ANRGOPM

CHGAUS

AUSCTIES
	ANETCCM

ANRGMOM

ACMOPM

AUSCTIES



	
	ANAUMT

Minor Project
	ANETCCM

ANAUNSO


	ANETCCM

ANAUNSO

ANRGOPM
	ANETCCM

ANAUNSO

ANRGNSO

	
	
	
	
	

	Brunei
	ANBRNS

GRN Network


	ANETCCM

ANBRNSO
ANRGNSOM
ENGNCCA

	ANETCCM

ANBRNSO
ANRGNSOM
ANRGOPM
ENGNCCA
	ANETCCM

ANBRNSO

ANRGNSO
ANRGNSOM
ENGNCCA

	
	ANBRMT
Minor Project
	ANETCCM

ANRGNRM

ANBRNSO

ANRGDTM
	ANETCCM

ANRGNRM

ANBRNSO

ANRGOPM
	ANETCCM

ANRGNRM

ANBRNSO

ANRGNSO

	
	
	
	
	

	China
	Facility Management

ANCNFM
	ANETCCM

ANCNOPM

ANCNCCM
	ANETCCM

ANCNOPM

ANCNCCM

ANRGOPM
	ANETCCM

ANCNCCM

ANCNOPM



	
	Internet Operations

ANCNIN
	ANETCCM

ANCNCCM

ANCNNSO
	ANETCCM

ANCNNSO

ANCNCCM

ANRGOPM
	ANETCCM

ANCNNSO

ANCNCCM

ANCNOPM

ANRGSOM

	
	Voice

ANCNVO
	ANETCCM

ANCNNSO

ANCNCCM

ANRGVOM
ANRGVOSM

	ANETCCM

ANCNNSO

ANCNCCM

ANRGVOM

ANRGOPM
ANRGVOSM
	ANETCCM

ANCNNSO

ANCNCCM ANRGVOM

ANCNOP
ANRGVOSM

	
	ANCNNS

GRN Network
	ANETCCM

ANCNNSO

ANCNCCM
ANRGNSOM
ENGNCCA
	ANETCCM

ANCNNSO

ANCNCCM
ANRGNSOM
ANRGOPM
ENGNCCA
	ANETCCM

ANCNNSO

ANCNCCM

ANCNOPM
ANRGNSOM
ANRGNSO
ENGNCCA

	
	ANCNWI – Wintel

ANCNAD – Appl Deployment
	ANETCCM

ANCNDCM

ANCNCCM
	ANETCCM

ANCNDCM

ANCNCCM

ANRGOPM
	ANETCCM

ANCNDCM

ANCNCCM

ANCNOPM

	
	ANCNMT

Minor Project - Network
	ANETCCM

ANCNNSO

ANCNCCM

ANRGDTM
	ANETCCM

ANCNNSO

ANCNCCM

ANRGOPM
	ANETCCM

ANCNNSO

ANCNCCM

ANCNOPM

ANRGNSO

	
	ANCNMT

Minor Project - Voice
	ANETCCM

ANCNNSO

ANCNCCM

ANRGDTM

ANRGVOM
	ANETCCM

ANCNNSO

ANCNCCM

ANRGOPM

ANRGVOM
	ANETCCM

ANCNNSO

ANCNCCM

ANCNOPM

ANRGNSO

ANRGVOM

	
	ANCNMT

Minor Project - Wintel
	ANETCCM

ANCNCCM
ANCNDCM
ANRGDTM
	ANETCCM

ANCNNSO

ANCNCCM

ANRGOPM
	ANETCCM

ANCNNSO

ANCNCCM

ANCNOPM

ANRGNSO

	
	
	
	
	

	Guam
	ANGUNS

GRN Network


	ANETCCM

ANGUNSO
ANRGNSOM
ENGNCCA

	ANETCCM

ANGUNSO
ANRGNSOM
ANRGOPM
ENGNCCA
	ANETCCM

ANGUNSO

ANRGNSO
ANRGNSOM
ENGNCCA

	
	ANGUMT

Minor Project 
	ANETCCM

ANRGNRM
ANGUNSO
ANRGDTM
	ANETCCM

ANRGNRM
ANGUNSO
ANRGOPM
	ANETCCM

ANRGNRM
ANGUNSO

ANRGNSO

	
	
	
	
	

	Hong Kong
	Facility Management

ANHKFM
	ANETCCM

ANHKADM

ANHKCCM

ANHKOM
	ANETCCM

ANHKADM

ANHKCCM

ANHKOM

ANRGOPM
	ANETCCM

ANHKADM

ANHKCCM

ANHKOM

	
	Internet Operations

ANHKIN
	ANETCCM

ANHKNSO

ANHKCCM
	ANETCCM

ANHKNSO

ANHKCCM

ANHKOM

ANRGOPM
	ANETCCM

ANHKNSO

ANHKCCM

ANHKOM

ANRGSOM

	
	ANHKNS

GRN Network


	ANETCCM

ANHKNSO

ANHKCCM
ANRGNSOM
ENGNCCA

	ANETCCM

ANHKNSO

ANHKCCM

ANHKOM
ANRGNSOM
ANRGOPM
ENGNCCA
	ANETCCM

ANHKNSO

ANHKCCM

ANHKOM

ANRGNSO
ANRGNSOM
ENGNCCA

	
	Unix

ANHKUN
	ANETCCM

ANHKADM

ANHKCCM
	ANETCCM

ANHKADM

ANHKCCM

ANHKOM

ANRGOPM
	ANETCCM

ANHKADM

ANHKCCM

ANHKOM

	
	Voice

ANHKVO
	ANETCCM

ANHKNSO

ANHKCCM

ANRGVOM
ANRGVOSM
	ANETCCM

ANHKNSO

ANHKCCM

ANRGVOM

ANHKOM

ANRGOPM
ANRGVOSM
	ANETCCM

ANHKNSO

ANHKCCM

ANRGVOM

ANHKO
ANRGVOSM

	
	Wintel

ANHKWI
	ANETCCM

ANHKWIM

ANHKCCM
	ANETCCM

ANHKWIM

ANHKCCM

ANHKOM

ANRGOPM
	ANETCCM

ANHKWIM

ANHKCCM

ANHKOM

	
	Wintel Deployment

ANHKWD
	ANETCCM

ANHKWIM

ANHKCCM
	ANETCCM

ANHKWIM

ANHKCCM

ANHKOM

ANRGOPM
	ANETCCM

ANHKWIM

ANHKCCM

ANHKOM

	
	Netware Deployment

ANHKND
	ANETCCM

ANHKADM

ANHKCCM
	ANETCCM

ANHKADM ANHKCCM

ANHKOM

ANRGOPM
	ANETCCM

ANHKADM

ANHKCCM

ANHKOM

	
	Unix Deployment

ANHKUD
	ANETCCM

ANHKADM

ANHKCCM
	ANETCCM

ANHKADM

ANHKCCM

ANHKOM

ANRGOPM
	ANETCCM

ANHKADM

ANHKCCM

ANHKOM

ANHKOM

	
	Application Deployment

ANHKAD
	ANETCCM

ANHKADM

ANHKCCM
	ANETCCM

ANHKADM

ANHKCCM

ANRGOPM
	ANETCCM

ANHKADM

ANHKCCM

ANHKOM

	
	CIR Application Deployment

ANCIRWD
	ANETCCM

ANRGWIM
	ANETCCM

ANRGWIM

ANRGOM

ANRGOPM
	ANETCCM

ANRGWIM

ANRGOM
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AIBHKWI
	ANETCCM

AIBHKWIM

ANHKCCM
	ANETCCM

AIBHKWIM

ANHKCCM

ACMOPM
ANRGOPM
	ANETCCM

ANHKWIM

ANHKCCM

ACMOPM

	
	CIB Hong Kong Wintel Development
AIBHKWD
	ANETCCM

AIBHKWDM

ANHKCCM
	ANETCCM

AIBHKWDM

ANHKCCM

ACMOPM

ANRGOPM
	ANETCCM

AIBHKWDM

ANHKCCM

ACMOPM

	
	Distributed Systems

ANHKDS
	ANETCCM

ANHKADM

ANHKDSM

ANHKCCM
	ANETCCM

ANHKADM

ANHKDSM

ANHKCCM

ANHKOM

ANRGOPM
	ANETCCM

ANHKADM

ANHKDSM

ANHKCCM

ANHKOM

	
	Integrated Workstation

ANHKIW
	ANETCCM

ANHKADM

ANHKIWM ANHKCCM


	ANETCCM

ANHKADM

ANHKIWM ANHKCCM

ANHKOM

ANRGOPM
	ANETCCM

ANHKADM

ANHKIWM ANHKCCM

ANHKOM

	
	ANHKMT

Minor Project - Network
	ANETCCM

ANHKNSO
ANHKCCM
ANRGDTM
	ANETCCM

ANHKNSO
ANHKCCM

ANHKOM
ANRGOPM
	ANETCCM

ANHKNSO
ANHKCCM
ANHKOM

ANRGNSO

	
	ANHKMT

Minor Project - Voice
	ANETCCM

ANHKNSO

ANHKCCM

ANRGDTM

ANRGVOM
	ANETCCM

ANHKNSO

ANHKCCM

ANHKOM

ANRGVOM

ANRGOPM
	ANETCCM

ANHKNSO

ANHKCCM

ANHKOM

ANRGNSO

ANRGVOM

	
	ANHKMT

Minor Project - Wintel
	ANETCCM

ANHKWIM

ANHKCCM

ANRGDTM
	ANETCCM

ANHKWIM
ANHKCCM

ANHKOM

ANRGOPM
	ANETCCM

ANHKWIM
ANHKCCM

ANHKOM



	
	
	
	
	

	India
	Facility Management

ANINFM
	ANETCCM

ANINCCM
	ANETCCM

ANINCCM

ANINOPM

ANRGOPM
	ANETCCM

ANINCCM

ANINOPM

	
	Network

ANINNS
	ANETCCM

ANINCCM

ENGNCCA
ANRGNSOM
	ANETCCM

ANINCCM

ANRGOPM
ANRGNSOM
ENGNCCA
	ANETCCM

ANINCCM

ANRGNSO

ANRGNSOM
ENGNCCA

	
	Voice

ANINVO
	ANETCCM

ANINCCM

ANRGVOM
ANRGVOSM
	ANETCCM

ANINCCM

ANRGVOM

ANINOPM

ANRGOPM
ANRGVOSM
	ANETCCM

ANINCCM

ANRGVOM

ANINOPM
ANRGVOSM
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ANINWI
	ANETCCM

ANINCCM
	ANETCCM

ANINCCM

ANINOPM

ANRGOPM
	ANETCCM

ANINCCM

ANINOPM



	
	Unix

ANINUN
	ANETCCM

ANINCCM
	ANETCCM

ANINCCM

ANINOPM

ANRGOPM
	ANETCCM

ANINCCM

ANINOPM



	
	Netware

ANINND
	ANETCCM

ANINCCM
	ANETCCM

ANINCCM

ANINOPM

ANRGOPM
	ANETCCM

ANINCCM

ANINOPM



	
	Unix Deployment

ANINUD
	ANETCCM

ANINCCM
	ANETCCM

ANINCCM

ANINOPM

ANRGOPM
	ANETCCM

ANINCCM

ANINOPM



	
	Wintel Deployment

ANINWD
	ANETCCM

ANINCCM
	ANETCCM

ANINCCM

ANINOPM

ANRGOPM
	ANETCCM

ANINCCM

ANINOPM



	
	Distributed Integration Network

ANINNT
	ANETCCM

ANINTM

ANINCCM
ENGNCCA
ANRGDTM
	ANETCCM

ANINNTM
ANINCCM
ENGNCCA
ANINOPM

ANRGOPM
	ANETCCM

ANINNTM

AHINCCM
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ANRGNSO

	
	Distributed Integration Voice

ANINVT
	ANETCCM

ANINVTM

ANINCCM
ANRGVOM
ANRGDTM

	ANETCCM

ANINVTM

ANINCCM

ANINOPM
ANRGVOM
ANRGOPM
	ANETCCM

ANINVTM

AHINCCM

ANINOPM

ANRGVOM

	
	Distributed Integration Wintel 

ANINWT
	ANETCCM

ANINWTM

ANINCCM
	ANETCCM

ANINWTM

ANINCCM

ANINOPM

ANRGOPM
	ANETCCM

ANINWTM

ANINCCM

ANINOPM

	
	Distributed Integration Unix

ANINUT
	ANETCCM

ANINUTM

ANINCCM

ANRGDTM
	ANETCCM

ANINUTM

ANINCCM

ANINOPM

ANRGOPM
	ANETCCM

ANINUTM

AHINCCM

ANINOPM



	
	Distributed Integration Minor Project
ANINMT
	ANETCCM

ANINMTM

ANINCCM

ANRGDTM
	ANETCCM

ANINMTM

ANINCCM

ANINOPM

ANRGOPM
	ANETCCM

ANINMTM

AHINCCM

ANINOPM



	
	
	
	
	

	India E-Serve
	Facility Management

AEINFM
	ANETCCM

ANINCCM

AEINNSM


	ANETCCM

ANINCCM

AEINNSM

ANINOPM

ANRGOPM
	ANETCCM

ANINCCM

AEINNSM

ANINOPM

	
	Network

AEINNS
	ANETCCM

ANINCCM

AEINNSM

ENGNCCA
ANRGNSOM

	ANETCCM

ANINCCM

AEINNSM

ENGNCCA

ANINOPM
ANRGNSOM
ANRGOPM
	ANETCCM

ANINCCM

AEINNSM

ENGNCCA

ANRGNSM

ANINOPM
ANRGNSOM

	
	Voice

AEINVO
	ANETCCM

ANINCCM

AEINNSM

ANRGVOM
ANRGVOSM
	ANETCCM

ANINCCM

AEINNSM

ANRGVOM

ANINOPM

ANRGOPM
ANRGVOSM
	ANETCCM

ANINCCM

AEINNSM

ANRGVOM

ANINOPM
ANRGVOSM

	
	Wintel

AEINWI
	ANETCCM

ANINCCM

AEINNSM
	ANETCCM

ANINCCM

AEINNSM

ANINOPM

ANRGOPM
	ANETCCM

ANINCCM

AEINNSM

ANINOPM

	
	Unix

AEINUN
	ANETCCM

ANINCCM

AEINNSM
	ANETCCM

ANINCCM

AEINNSM

ANINOPM

ANRGOPM
	ANETCCM

ANINCCM

AEINNSM

ANINOPM

	
	
	
	
	

	Indonesia
	Facility Management

ANIDFM
	ANETCCM

ANIDNSO

ANIDCCM
	ANETCCM

ANIDNSO

ANIDCCM ANIDOPM

ANRGOPM
	ANETCCM

ANIDNSO

ANIDCCM ANIDOPM

	
	Internet Operations

ANIDIN
	ANETCCM

ANIDNSO

ANIDCCM
	ANETCCM

ANIDNSO

ANIDCCM

ANIDOPM

ANRGOPM
	ANETCCM

ANIDNSO

ANIDCCM

ANIDOPM

ANRGSOM

	
	ANIDNS

GRN Network


	ANETCCM

ANIDNSO

ANIDCCM
ANRGNSOM
ENGNCCA

	ANETCCM

ANIDNSO

ANIDCCM

ANIDOPM
ANRGNSOM
ANRGOPM
ENGNCCA
	ANETCCM

ANIDNSO

ANIDCCM

ANIDOPM

ANRGNSO
ANRGNSOM
ENGNCCA

	
	Voice

ANIDVO
	ANETCCM

ANIDNSO

ANIDCCM

ANRGVOM
ANRGVOSM
	ANETCCM

ANIDNSO ANIDCCM

ANRGVOM

ANIDOPM

ANRGOPM
ANRGVOSM
	ANETCCM

ANIDNSO

ANIDCCM

ANRGVOM

ANIDOPM
ANRGVOSM

	
	Wintel

ANIDWI
	ANETCCM

ANIDDCM

ANIDCCM
	ANETCCM

ANIDDCM

ANIDCCM

ANRGOPM
	ANETCCM

ANIDDCM

ANIDCCM

ANIDOPM

	
	Netware Deployment

ANIDND
	ANETCCM

ANIDDCM

ANIDCCM
	ANETCCM

ANIDDCM

ANIDCCM

ANIDOPM

ANRGOPM
	ANETCCM

ANIDDCM

ANIDCCM

ANIDOPM

	
	Wintel Deployment

ANIDWD
	ANETCCM

ANIDDCM

ANIDCCM
	ANETCCM

ANIDDCM

ANIDCCM

ANIDOPM

ANRGOPM
	ANETCCM

ANIDDCM

ANIDCCM

ANIDOPM



	
	Unix Deployment

ANIDUD
	ANETCCM

ANIDDCM

ANIDCCM
	ANETCCM

ANIDDCM

ANIDCCM

ANIDOPM

ANRGOPM
	ANETCCM

ANIDDCM

ANIDCCM

ANIDOPM

	
	GCG In-Country Technology

ANIDGCG
	ANETCCM

ANIDGCGM

ANIDGCGS


	ANETCCM

ANIDGCGM

ANIDGCGS

APCHGSM
	ANETCCM

ANIDGCGM

ANIDGCGS



	
	CIB In-Country Technology

ANIDCIB
	ANETCCM

ANIDCIBM

ANIDCIBS


	ANETCCM

ANIDCIBM

ANIDCIBS

APCHGSM
	ANETCCM

ANIDCIBM

ANIDCIBS



	
	ANIDMT

Minor Project - Network
	ANETCCM

ANIDNSO

ANIDCCM

ANRGDTM
	ANETCCM

ANIDNSO

ANIDCCM

ANIDOPM

ANRGOPM
	ANETCCM

ANIDNSO

ANIDCCM

ANIDOPM

ANRGNSO

	
	ANIDMT

Minor Project - Voice
	ANETCCM

ANIDNSO

ANIDKCCM

ANRGDTM

ANRGVOM
	ANETCCM

ANIDNSO

ANIDCCM

ANIDOPM

ANRGVOM

ANRGOPM
	ANETCCM

ANIDNSO

ANIDCCM

ANIDOPM

ANRGVOM

	
	ANIDMT

Minor Project - Wintel
	ANETCCM

ANIDWIM

ANIDCCM

ANRGDTM
	ANETCCM

ANIDCCM

ANIDDCM
ANRGOPM
	ANETCCM

ANIDDCM
ANIDCCM

ANIDOPM



	
	
	
	
	

	Japan
	ANJPNS

GRN Network
	CHGCSJ

JNNETM
	CHGCSJ

JNNETM
	CHGCSJ

JNNETM

	
	
	
	
	

	Korea
	Facility Management

ANKRFM
	ANETCCM

ANKRNSO

ANKRCCM
	ANETCCM

ANKRNSO

ANKRCCM

ANKROPM

ANRGOPM
	ANETCCM

ANKRNSO

ANKRCCM

ANKROPM

	
	Internet Operations

ANKRIN
	ANETCCM

ANKRNSO

ANKRCCM
	ANETCCM

ANKRNSO

ANKRCCM

ANKRCCM

ANRGOPM
	ANETCCM

ANKRNSO

ANKRCCM

ANKRCCM



	
	ANKRNS

GRN Network


	ANETCCM

ANKRNSO

ANKRCCM
ANRGNSOM
ENGNCCA

	ANETCCM

ANKRNSO

ANKRCCM

ANKROPM
ANRGNSOM
ANRGOPM
ENGNCCA
	ANETCCM

ANKRNSO

ANKRCCM

ANKROPM

ANRGNSO
ANRGNSOM
ENGNCCA

	
	Voice

ANKRVO
	ANETCCM

ANKRVOM

ANKRCCM

ANRGVOM
ANRGVOSM

	ANETCCM

ANKRVOM

ANKRCCM

ANRGVOM

ANKROPM

ANRGOPM
ANRGVOSM
	ANETCCM

ANKRVOM

ANKRCCM

ANRGVOM

ANKROPM
ANRGVOSM

	
	Wintel

ANKRWI
	ANETCCM

ANKRDCM

ANKRCCM
	ANETCCM

ANKRDCM

ANKRCCM

ANKROPM

ANRGOPM
	ANETCCM

ANKRDCM

ANKRCCM

ANKROPM

	
	Netware Deployment

ANKRND
	ANETCCM

ANKRDCM

ANKRCCM
	ANETCCM

ANKRDCM

ANKRCCM

ANKROPM

ANRGOPM
	ANETCCM

ANKRDCM

ANKRCCM

ANKROPM

	
	Unix Deployment

ANKRUD
	ANETCCM

ANKRDCM

ANKRCCM
	ANETCCM

ANKRDCM

ANKRCCM

ANRGOPM
	ANETCCM

ANKRDCM

ANKRCCM

ANKROPM

	
	Wintel Deployment

ANKRWD
	ANETCCM

ANKRDCM

ANKRCCM
	ANETCCM

ANKRDCM

ANKRCCM

ANKROPM

ANRGOPM
	ANETCCM

ANKRDCM

ANKRCCM

ANKROPM

	
	ANKRMT

Minor Project - Network
	ANETCCM

ANKRNSO

ANKRCCM

ANRGDTM
	ANETCCM

ANKRNSO

ANKRCCM

ANKROPM

ANRGOPM
	ANETCCM

ANKRNSO

ANKRCCM

ANKROPM

ANRGNSO

	
	ANKRMT

Minor Project - Voice
	ANETCCM

ANKRCCM

ANRGDTM

ANRGVOM
	ANETCCM

ANKRVOM

ANKRCCM

ANKROPM

ANRGVOM

ANRGOPM
	ANETCCM

ANKRVOM
ANKRCCM

ANKROPM

ANRGVOM

	
	ANKRMT

Minor Project - Wintel
	ANETCCM

ANKRDCM
ANKRCCM

ANRGDTM
	ANETCCM

ANKRDCM
ANKRCCM

ANKROPM

ANRGOPM
	ANETCCM

ANKRDCM
ANKRCCM

ANKROPM



	
	
	
	
	

	Malaysia
	Facility Management

ANMYFM
	ANETCCM

ANMYOPM

ANMYCCM
	ANETCCM

ANMYOPM

ANMYCCM

ANRGOPM
	ANETCCM

ANMYCCM

ANMYOPM 

	
	Internet Operations

ANMYIN
	ANETCCM

ANMYDCM

ANMYCCM
	ANETCCM

ANMYDCM

ANMYCCM

ANMYOPM

ANRGOPM
	ANETCCM

ANMYDCM

ANMYCCM

ANMYOPM

ANRGSOM

	
	ANMYNS

GRN Network


	ANETCCM

ANMYNSO

ANMYCCM
ANRGNSOM
ENGNCCA

	ANETCCM

ANMYNSO

ANMYCCM

ANMYOPM
ANRGNSOM
ANRGOPM
ENGNCCA
	ANETCCM

ANMYNSO

ANMYCCM

ANMYOPM

ANRGNSO
ANRGNSOM
ENGNCCA

	
	Voice

ANMYVO
	ANETCCM

ANMYVOM

ANMYCCM

ANRGVOM
ANRGVOSM
	ANETCCM

ANMYVOM

ANMYCCM

ANRGVOM

ANMYOPM

ANRGOPM
ANRGVOSM
	ANETCCM

ANMYVOM

ANMYCCM

ANRGVOM

ANMYOPM
ANRGVOSM

	
	Wintel

ANMYWI
	ANETCCM

ANMYDCM

ANMYCCM


	ANETCCM

ANMYDCM

ANMYCCM

ANMYOPM

ANRGOPM
	ANETCCM

ANMYDCM

ANMYCCM

ANMYOPM

	
	Netware Deployment

ANMYND
	ANETCCM

ANMYDCM

ANMYCCM
	ANETCCM

ANMYDCM

ANMYCCM

ANMYOPM

ANRGOPM
	ANETCCM

ANMYDCM

ANMYCCM

ANMYOPM

	
	Unix Deployment

ANMYUD
	ANETCCM

ANMYDCM

ANMYCCM
	ANETCCM

ANMYDCM

ANMYCCM

ANMYOPM

ANRGOPM
	ANETCCM

ANMYDCM

ANMYCCM

ANMYOPM

	
	Wintel Deployment

ANMYWD
	ANETCCM

ANMYDCM

ANMYCCM
	ANETCCM

ANMYDCM

ANMYCCM

ANMYOPM

ANRGOPM
	ANETCCM

ANMYDCM

ANMYCCM

ANMYOPM

	
	GCG In-Country Technology

ANMYGCG
	ANETCCM

ANMYGCGM

ANMYGCGS


	ANETCCM

ANMYGCGM

ANMYGCGS

APCHGSM
	ANETCCM

ANMYGCGM

ANMYGCGS



	
	CIB In-Country Technology

ANMYCIB
	ANETCCM

ANMYCIBM

ANMYCIBS


	ANETCCM

ANMYCIBM

ANMYCIBS

APCHGSM
	ANETCCM

ANMYCIBM

ANMYCIBS



	
	ANMYMT

Minor Project - Network
	ANETCCM

ANMYNSO

ANMYCCM

ANRGDTM
	ANETCCM

ANMYNSO

ANMYCCM

ANMYOPM

ANRGOPM
	ANETCCM

ANMYNSO

ANMYCCM

ANMYOPM

ANRGNSO

	
	ANMYMT

Minor Project - Voice
	ANETCCM
ANMYVOM
ANMYCCM

ANRGDTM

ANRGVOM
	ANETCCM

ANMYVOM

ANMYCCM

ANMYOPM

ANRGVOM

ANRGOPM
	ANETCCM

ANMYVOM

ANMYCCM

ANMYOPM

ANRGVOM

	
	ANMYMT
Minor Project - Wintel
	ANETCCM

ANMYDCM

ANMYCCM

ANRGDTM
	ANETCCM

ANMYDCM

ANMYCCM

ANMYOPM

ANRGOPM
	ANETCCM

ANMYDCM

ANMYCCM

ANMYOPM



	
	
	
	
	

	Philippines
	Facility Management

ANPHFM
	ANETCCM

ANPHOPM

ANPHCCM
	ANETCCM

ANPHOPM

ANPHCCM

ANPHOPM

ANRGOPM
	ANETCCM

ANPHOPM

ANPHCCM

ANPHOPM

	
	Internet Operations

ANPHIN
	ANETCCM

ANPHNSO

ANPHCCM
	ANETCCM

ANPHNSO

ANPHCCM

ANPHOPM

ANRGOPM
	ANETCCM

ANPHNSO

ANPHCCM

ANPHOPM

ANRGSOM

	
	ANPHNS

GRN Network


	ANETCCM

ANPHNSO ANPHCCM
ANRGNSOM
ENGNCCA

	ANETCCM

ANPHNSO

ANPHCCM

ANPHOPM
ANRGNSOM
ANRGOPM
ENGNCCA
	ANETCCM

ANPHNSO

ANPHCCM

ANPHOPM

ANRGNSO
ANRGNSOM
ENGNCCA

	
	Voice

ANPHVO
	ANETCCM

ANPHNSO

ANPHCCM

ANRGVOM
ANRGVOSM
	ANETCCM

ANPHNSO

ANPHCCM ANRGVOM

ANPHOPM

ANRGOPM
ANRGVOSM
	ANETCCM

ANPHNSO

ANPHCCM

ANRGVOM

ANPHOPM
ANRGVOSM
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ANPHWI
	ANETCCM

ANPHDCM

ANPHCCM
	ANETCCM

ANPHDCM

ANPHCCM

ANPHOPM

ANRGOPM
	ANETCCM

ANPHDCM

ANPHCCM

ANPHOPM

	
	Netware Deployment

ANPHND
	ANETCCM

ANPHDCM

ANPHCCM
	ANETCCM

ANPHDCM

ANPHCCM

ANPHOPM

ANRGOPM
	ANETCCM

ANPHDCM

ANPHCCM

ANPHOPM

	
	Unix Deployment

ANPHUD
	ANETCCM

ANPHDCM ANPHCCM


	ANETCCM

ANPHDCM

ANPHCCM

ANPHOPM

ANRGOPM
	ANETCCM

ANPHDCM

ANPHCCM

ANPHOPM

	
	Wintel Deployment

ANPHWD
	ANETCCM

ANPHDCM

ANPHCCM
	ANETCCM

ANPHDCM

ANPHCCM

ANPHOPM

ANRGOPM
	ANETCCM

ANPHDCM

ANPHCCM

ANPHOPM



	
	GCG In-Country Technology
ANPHGCG
	ANETCCM

ANPHGCGM
ANPHGCGS


	ANETCCM

ANPHGCGM

ANPHGCGS

APCHGSM
	ANETCCM

ANPHGCGM

ANPHGCGS


	
	CIB In-Country Technology

ANPHCIB
	ANETCCM

ANPHCIBM

ANPHCIBS


	ANETCCM

ANPHCIBM

ANPHCIBS

APCHGSM
	ANETCCM

ANPHCIBM

ANPHCIBS



	
	ANPHMT

Minor Project - Network
	ANETCCM

ANPHNSO

ANPHCCM

ANRGDTM
	ANETCCM

ANPHNSO

ANPHCCM

ANPHOPM

ANRGOPM
	ANETCCM

ANPHNSO

ANPHCCM

ANPHOPM

ANRGNSO

	
	ANPHMT

Minor Project - Voice
	ANETCCM

ANPHNSO
ANPHCCM

ANRGDTM

ANRGVOM
	ANETCCM

ANPHNSO
ANPHCCM

ANPHOPM

ANRGVOM

ANRGOPM
	ANETCCM

ANPHNSO
ANPHCCM

ANPHOPM

ANRGVOM

	
	ANPHMT

Minor Project - Wintel
	ANETCCM

ANPHDCM

ANPHCCM

ANRGDTM
	ANETCCM

ANPHDCM

ANPHCCM

ANPHOPM

ANRGOPM
	ANETCCM

ANPHDCM

ANPHCCM

ANPHOPM



	
	
	
	
	

	Singapore
	Facility Management

ANSGFM
	ANETCCM

ANSGFMM
	ANETCCM

ANSGFMM

ANRGOPM
	ANETCCM

ANSGFMM

ANSGOPM

	
	ANSGNS

GRN Network


	ANETCCM

ANRGNSO

ANSGNSO
ANRGNSOM
ENGNCCA
	ANETCCM

ANRGNSO

ANSGNSO
ANRGNSOM
ANRGOPM
ENGNCCA
	ANETCCM

ANRGNSO

ANSGNSO

ANSGOPM
ANRGNSOM
ENGNCCA

	
	Voice

ANSGVO
	ANETCCM

ANRGVOM
ANRGVOSM
	ANETCCM

ANRGVOM

ANRGOPM
ANRGVOSM
	ANETCCM

ANRGVOM

ANSGOPM
ANRGVOSM

	
	Wintel

ANSGWI
	ANETCCM

ANSGWIM


	ANETCCM

ANSGWIM

ACMOPM

ANRGOPM
	ANETCCM

ANSGWIM

ACMOPM

ANSGOPM

	
	Unix Deployment

ANSGUD
	ANETCCM

ANSGUNM


	ANETCCM

ANSGUNM

ACMOPM

ANRGOPM
	ANETCCM

ANSGUNM

ACMOPM

ANSGOPM

	
	Wintel Deployment

ANSGWD
	ANETCCM

ANSGWDM


	ANETCCM

ANSGWDM

ACMOPM

ANRGOPM
	ANETCCM

ANSGWDM

ACMOPM

ANSGOPM

	
	CIB Singapore Wintel Production
AIBSGWI
	ANETCCM

AIBSGWIM

ANHKCCM
	ANETCCM

AIBSGWIM

ANHKCCM

ACMOPM

ANRGOPM
	ANETCCM

AIBSGWIM

ANHKCCM

ACMOPM



	
	CIB Singapore Wintel Development

AIBSGWD
	ANETCCM

AIBSGWDM

ANHKCCM
	ANETCCM

AIBSGWDM

ANHKCCM

ACMOPM

ANRGOPM
	ANETCCM

AIBSGWDM

ANHKCCM

ACMOPM



	
	
	
	
	

	Taiwan
	Facility Management

ANTWFM
	ANETCCM

ANTWOPM

ANTWCCM
	ANETCCM

ANTWOPM

ANTWCCM

ANRGOPM
	ANETCCM

ANTWOPM

ANTWCCM

	
	Internet Operations

ANTWIN
	ANETCCM

ANTWNSO

ANTWCCM
	ANETCCM

ANTWNSO

ANTWCCM

ANRGOPM
	ANETCCM

ANTWNSO

ANTWCCM

ANTWOPM

ANRGSOM

	
	ANTWNS

GRN Network


	ANETCCM

ANTWNSO

ANTWCCM
ANRGNSOM
ENGNCCA

	ANETCCM

ANTWNSO

ANTWCCM

ANTWOPM
ANRGNSOM
ANRGOPM
ENGNCCA
	ANETCCM

ANTWNSO

ANTWCCM

ANTWOPM

ANRGNSO
ANRGNSOM
ENGNCCA

	
	Voice

ANTWVO
	ANETCCM

ANTWNSO

ANRGVOM
ANRGVOSM
	ANETCCM

ANTWNSO

ANRGVOM

ANRGOPM
ANRGVOSM
	ANETCCM

ANTWNSO ANRGVOM

ANTWOPM
ANRGVOSM

	
	Wintel

ANTWWI
	ANETCCM

ANTWWIM

ANTWCCM
	ANETCCM

ANTWWIM

ANTWCCM

ANTWOPM

ANRGOPM
	ANETCCM

ANTWWIM

ANTWCCM

ANTWOPM

	
	Netware Deployment

ANTWND
	ANETCCM

ANTWDCM

ANTWCCM
	ANETCCM

ANTWDCM

ANRGOPM
	ANETCCM

ANTWDCM

ANTWCCM

ANTWOPM

	
	Unix Deployment

ANTWUD
	ANETCCM

ANTWDCM

ANTWCCM
	ANETCCM

ANTWDCM

ANTWCCM

ANRGOPM
	ANETCCM

ANTWDCM

ANTWCCM

ANTWOPM

	
	Wintel Deployment

ANTWWD
	ANETCCM

ANTWDCM

ANTWCCM
	ANETCCM

ANTWDCM

ANTWCCM

ANTWOPM

ANRGOPM
	ANETCCM

ANTWDCM

ANTWCCM

ANTWOPM



	
	ANTWMT

Minor Project - Network
	ANETCCM

ANTWNSO

ANTWCCM

ANRGDTM
	ANETCCM

ANTWNSO

ANTWCCM

ANTWOPM

ANRGOPM
	ANETCCM

ANTWNSO

ANTWCCM

ANTWOPM

ANRGNSO

	
	ANTWMT

Minor Project - Voice
	ANETCCM

ANTWNSO
ANTWCCM

ANRGDTM

ANRGVOM
	ANETCCM

ANTWNSO
ANTWCCM

ANRGVOM

ANRGOPM
	ANETCCM

ANTWNSO
ANTWCCM

ANTWOPM

ANRGVOM

	
	ANTWMT

Minor Project - Wintel
	ANETCCM

ANTWWIM

ANTWCCM

ANRGDTM
	ANETCCM

ANTWWIM
ANTWCCM

ANTWOPM

ANRGOPM
	ANETCCM

ANTWWIM
ANTWCCM

ANTWOPM



	
	
	
	
	

	Thailand
	Facility Management

ANTHFM
	ANETCCM

ANTHOPM

ANTHCCM
	ANETCCM

ANTHCCM

ANTHCCM

ANRGOPM
	ANETCCM

ANTHCCM

ANTHOPM

	
	ANTHNS

GRN Network


	ANETCCM

ANTHNSO

ANTHCCM
ANRGNSOM
ENGNCCA

	ANETCCM

ANTHNSO

ANTHCCM

ANTHOPM
ANRGNSOM
ANRGOPM
ENGNCCA
	ANETCCM

ANTHNSO

ANTHCCM

ANTHOPM

ANRGNSO
ANRGNSOM
ENGNCCA

	
	Voice

ANTHVO
	ANETCCM

ANTHNSO

ANTHCCM

ANRGVOM
ANRGVOSM
	ANETCCM

ANTHNSO

ANTHCCM

ANRGVOM

ANTHOPM

ANRGOPM
ANRGVOSM
	ANETCCM

ANTHNSO

ANTHCCM

ANRGVOM

ANTHOPM
ANRGVOSM

	
	Wintel

ANTHWI
	ANETCCM

ANTHWIM

ANTHCCM
	ANETCCM

ANTHWIM

ANTHCCM

ANRGOPM
	ANETCCM

ANTHWIM

ANTHCCM

ANTHOPM

	
	Wintel Deployment

ANTHWD
	ANETCCM

ANTHOPM

ANTHCCM
	ANETCCM

ANTHOPM

ANTHCCM

ANRGOPM
	ANETCCM

ANTHOPM

ANTHCCM

	
	GCG In-Country Technology

ANTHGCG
	ANETCCM

ANTHGCGM

ANTHGCGS


	ANETCCM

ANTHGCGM

ANTHGCGS
APCHGSM
	ANETCCM

ANTHGCGM

ANTHGCGS


	
	CIB In-Country Technology

ANTHCIB
	ANETCCM

ANTHCIBM

ANTHCIBS


	ANETCCM

ANTHCIBM

ANTHCIBS
APCHGSM
	ANETCCM

ANTHCIBM

ANTHCIBS


	
	ANTHMT

Minor Project - Network
	ANETCCM

ANTHNSO

ANTHCCM

ANRGDTM
	ANETCCM

ANTHNSO

ANTHCCM

ANTHOPM

ANRGOPM
	ANETCCM

ANTHNSO

ANTHCCM

ANTHOPM

ANRGNSO

	
	ANTHMT

Minor Project - Voice
	ANETCCM

ANTHNSO
ANTHCCM

ANRGDTM

ANRGVOM
	ANETCCM

ANTHNSO
ANTHCCM

ANTHOPM

ANRGVOM

ANRGOPM
	ANETCCM

ANTHNSO
ANTHCCM

ANTHOPM

ANRGVOM

	
	ANTHMT

Minor Project - Wintel
	ANETCCM

ANTHWIM

ANTHCCM

ANRGDTM
	ANETCCM

ANTHWIM

ANTHCCM

ANTHOPM

ANRGOPM
	ANETCCM

ANTHWIM

ANTHCCM

ANTHOPM



	
	
	
	
	

	Vietnam
	ANVNNS

GRN Network


	ANETCCM

ANVNNSO
ANRGNSOM
ENGNCCA

	ANETCCM

ANVNNSO
ANRGNSOM
ANRGOPM
ENGNCCA
	ANETCCM

ANVNNSO

ANVNOPM

ANRGNSO
ANRGNSOM
ENGNCCA

	
	
	
	
	

	Regional Operations
	Facility Management

ANRGFM
	ANETCCM

ANRGNSO
	ANETCCM

ANRGNSO

ANRGOPM
	ANETCCM

ANRGNSO

ANRGOPM

	
	ANRGNS

GRN Network


	ANETCCM

ANRGNSO
ANRGNSOM
ENGNCCA

	ANETCCM

ANRGNSO
ANRGNSOM
ANRGOPM
ENGNCCA
	ANETCCM

ANRGNSO
ANRGNSOM
ENGNCCA


	
	Internet Operations

ANRGIN
	ANETCCM

ANRGINM
	ANETCCM

ANRGINM

ANRGOPM
	ANETCCM

ANRGINM

	
	Security Operations

ANRGSO
	ANETCCM

ANRGSOM
	ANETCCM

ANRGSOM

ANRGOPM
	ANETCCM

ANRGSOM

	
	Topaz Deployment

ANRGTD
	ANETCCM

ANRGINM
	ANETCCM

ANRGINM

ANRGOPM
	ANETCCM

ANRGINM

	
	Messaging

ANRGMO
	ANETCCM

ANRGMOM


	ANETCCM

ANRGMOM ACMOPM

ANRGOPM
	ANETCCM

ANRGMOM 

ACMOPM

	
	Unix

ANRGUN
	ANETCCM

ANRGUNM


	ANETCCM

ANRGUNM ANHKCCM

ACMOPM

ANRGOPM
	ANETCCM

ANRGUNM ANHKCCM

ACMOPM

	
	Voice

ANRGVO
	ANETCCM

ANRGVOM

ANRGVOSM
	ANETCCM

ANRGVOM

ANRGOPM
ANRGVOSM
	ANETCCM

ANRGVOM

ANRGVOSM

	
	Cabling Operations
ANRGCO
	ANETCCM

ANRGCOM


	ANETCCM

ANRGCOM
ANRGCOPM
ANRGOPM
	ANETCCM

ANRGCOM
ANRGCOPM

	Regional Distributed Integration Services
	ANRGNI

GRN Network


	ANETCCM

ANRGNSI

ANxxNSO
ANRGDTM

	ANETCCM

ANRGNSI

ANxxNSO
ANRGDTM
ANRGOPM
	ANETCCM

ANRGNSI

ANRGNSO

ANRGDTM

	
	Wintel Integration Services

ANRGWT
	ANETCCM

ANRGWTM

ANxxWIM
ANRGDTM
	ANETCCM

ANRGWTM

ANxxWIM
ANRGOPM
	ANETCCM

ANRGWTM

ANxxWIM


	
	Voice Integration Services

ANRGVT
	ANETCCM

ANRGVTM

ANxxNSO
ANRGVOM

ANRGDTM
	ANETCCM

ANRGVTM

ANxxNSO

ANRGOPM
	ANETCCM

ANRGVTM

ANxxNSO

	
	Unix Integration Services

ANRGUT
	ANETCCM

ANRGUTM

ANxxUNM
	ANETCCM

ANRGUTM

ANxxUNM

ANRGOPM
	ANETCCM

ANRGUTM

ANxxUNM

	
	NSR 

ANRGNR
	ANETCCM

ANRGNRM
ANRGDTM
	ANETCCM

ANRGNRM

ANRGOPM
	ANETCCM

ANRGNRM

ANRGNSO

	
	WIS Integration Services

ANRGIT
	ANETCCM

ANRGITM

ANRGINM
	ANETCCM

ANRGITM

ANRGINM

ANRGOPM
	ANETCCM

ANRGITM

ANRGINM

	
	
	
	
	

	Regional Engineering
	ANRGNE

GRN Network


	ANETCCM

ANRGNSM

ANxxNSO


	ANETCCM

ANRGNSM

ANxxNSO

ANRGOPM
	ANETCCM

ANRGNSM

ANRGNSO



	
	Wintel Engineering

ANRGWE
	ANETCCM

ANRGWEM

ANxxWIM
	ANETCCM

ANRGWEM

ANxxWIM

ANRGOPM
	ANETCCM

ANRGWEM

ANxxWIM

	
	Voice Engineering

ANRGVE
	ANETCCM

ANRGVEM

ANRGVOM


	ANETCCM

ANRGVEM

ANRGVOM

ANRGOPM
	ANETCCM

ANRGVEM

ANRGVOM



	
	Unix Engineering

ANRGUE
	ANETCCM

ANRGUEM

ANxxUNM
	ANETCCM

ANRGUEM

ANxxUNM

ANRGOPM
	ANETCCM

ANRGUEM

ANxxUNM

	
	WISE Engineering

ANRGIS
	ANETCCM

ANRGISM

ANRGINM
	ANETCCM

ANRGISM

ANRGINM

ANRGOPM
	ANETCCM

ANRGISM

ANRGINM

ANRGNSO


Note: XX – two digits ISO Country Code. For Regional office, RG is used as code.
· CTI Australia Approval Class
Australia CTI Approval Class

	CHANGE TYPE/ APPLICATION ID
	DEFAULT APPROVAL CODE

	
	SCHEDULED
	UNSCHEDULED
	EMERGENCY

	AUBRG
	Business Response Group
	AUBRGM 

CHGAUS
	AUBRGM 

AUCTIES

CHGAUS
	AUBRGM 

AUCTIES

CHGAUS

	AUCOBM
	Cob Admin
	AUCOBM 

CHGAUS
	AUCOBM 

AUCTIES

CHGAUS
	AUCOBM 

AUCTIES

CHGAUS

	AUDBAM
	Database Admin
	AUDBAM 

CHGAUS
	AUDBAM 

AUCTIES

CHGAUS
	AUDBAM 

AUCTIES

CHGAUS

	AUDCTRM
	Data Centre
	AUDCTRM 

CHGAUS
	AUDCTRM 

AUCTIES

CHGAUS
	AUDCTRM 

AUCTIES 

CHGAUS

	AUFWLM
	Firewall
	AUFWLM 

CHGAUS
	AUFWLM 

AUCTIES

CHGAUS
	AUFWLM 

AUCTIES

CHGAUS

	AUMBSUPM
	Melbourne Site Support
	AUMBSUPM 

CHGAUS
	AUMBSUPM 

AUCTIES

CHGAUS
	AUMBSUPM 

AUCTIES

CHGAUS

	AUMRKTDM
	Market Data
	AUMRKTDM 

CHGAUS
	AUMRKTDM 

AUCTIES

CHGAUS
	AUMRKTDM 

AUCTIES

CHGAUS

	AUNETM
	Network
	AUNETM 

CHGAUS
	AUNETM 

AUCTIES

CHGAUS
	AUNETM 

AUCTIES

CHGAUS

	AUSECADM
	Security Admin
	AUSECADM 

CHGAUS
	AUSECADM 

AUCTIES

CHGAUS
	AUSECADM 

AUCTIES

CHGAUS

	AUSYDNTM
	Sydney Non Trade Desktop
	AUSYDNTM

CHGAUS
	AUSYDNTM 

AUCTIES

CHGAUS
	AUSYDNTM

AUCTIES

CHGAUS

	AUSYDTM
	Sydney Trade Floor Desktop
	AUSYDTM 

CHGAUS
	AUSYDTM 

AUCTIES

CHGAUS
	AUSYDTM 

AUCTIES

CHGAUS

	AUUNIXM
	Unix
	AUUNIXM 

CHGAUS
	AUUNIXM 

AUCTIES

CHGAUS
	AUUNIXM 

AUCTIES

CHGAUS

	AUVOICM
	Voice
	AUVOICM 

CHGAUS
	AUVOICM 

AUCTIES

CHGAUS
	AUVOICM 

AUCTIES

CHGAUS

	AUWEBSM
	Web Support
	AUWEBSM 

CHGAUS
	AUWEBSM 

AUCTIES

CHGAUS
	AUWEBSM 

AUCTIES

CHGAUS

	AUWINTLM
	Wintel
	AUWINTLM 

CHGAUS
	AUWINTLM 

AUCTIES

CHGAUS
	AUWINTLM 

AUCTIES

CHGAUS


Australia CIBTech Approval Class

	CHANGE TYPE/ APPLICATION ID
	DEFAULT APPROVAL CODE

	
	SCHEDULED
	UNSCHEDULED
	EMERGENCY

	AUEQTYM
	Equities
	AUEQTYM

(AUPROFOM)

CHGAUS
	AUEQTYM 

AUCIBES

(AUPROFOM)

CHGAUS
	AUEQTYM 

AUCIBES

(AUPROFOM)

CHGAUS

	AUFIXINM
	Fixed Income
	AUFIXINM

(AUPROFOM)

CHGAUS
	AUFIXINM 

AUCIBES

(AUPROFOM)

CHGAUS
	AUFIXINM 

AUCIBES

(AUPROFOM)

CHGAUS

	AUFNTRM
	Fin Shared Services
	AUFNTRM

(AUPROFOM)

CHGAUS
	AUFNTRM 

AUCIBES

(AUPROFOM)

CHGAUS
	AUFNTRM 

AUCIBES

(AUPROFOM)

CHGAUS

	AUCIBDVM
	CIB Development
	AUCIBDVM

(AUPROFOM)

CHGAUS
	AUCIBDVM 

AUCIBES

(AUPROFOM)

CHGAUS
	AUCIBDVM 

AUCIBES

(AUPROFOM)

CHGAUS

	AUEQRESM
	Equities Research
	AUEQRESM

(AUPROFOM)

CHGAUS
	AUEQRESM

AUCIBES

(AUPROFOM)

CHGAUS
	AUEQRESM

AUCIBES

(AUPROFOM)

CHGAUS


Australia GCG Approval Class
	CHANGE TYPE/ APPLICATION ID
	DEFAULT APPROVAL CODE

	
	SCHEDULED
	UNSCHEDULED
	EMERGENCY

	AUBANKM
	Banking/shared Systems
	AUBANKM

(AUPROFOM)

CHGAUS
	AUBANKM

AUGCGES

(AUPROFOM)

CHGAUS
	AUBANKM 

AUGCGES

(AUPROFOM)

CHGAUS

	AULOCALM
	Local Shared Applications
	AULOCALM

(AUPROFOM)

CHGAUS
	AULOCALM 

AUGCGES

(AUPROFOM)

CHGAUS
	AULOCALM 

AUGCGES

(AUPROFOM)

CHGAUS

	AUINSM
	Metlife
	AUINSM

(AUPROFOM)

CHGAUS
	AUINSM 

AUGCGES

(AUPROFOM)

CHGAUS
	AUINSM 

AUGCGES

(AUPROFOM)

CHGAUS

	AUREGNM
	Regional Shared Applications
	AUREGNM

(AUPROFOM)

CHGAUS
	AUREGNM 

AUGCGES

(AUPROFOM)

CHGAUS
	AUREGNM 

AUGCGES

(AUPROFOM)

CHGAUS

	AUPYPRDM
	Payment Products
	AUPYPRDM

(AUPROFOM)

CHGAUS
	AUPYPRDM 

AUGCGES

(AUPROFOM)

CHGAUS
	AUPYPRDM 

AUGCGES

(AUPROFOM)

CHGAUS


Note: AUPROFOM approval is only required for application releases.

Australia CWA Approval Class
	CHANGE TYPE/ APPLICATION ID
	DEFAULT APPROVAL CODE

	
	SCHEDULED
	UNSCHEDULED
	EMERGENCY

	AUPRVCLM
	Private Client/CWA
	AUPRVCLM

(AUPROFOM)

CHGAUS
	AUPRVCLM 

AUCWAES

(AUPROFOM)

CHGAUS
	AUPRVCLM 

AUCWAES

(AUPROFOM)

CHGAUS


Australia DINERS Approval Class
	CHANGE TYPE/ APPLICATION ID
	DEFAULT APPROVAL CODE

	
	SCHEDULED
	UNSCHEDULED
	EMERGENCY

	AUDINERM
	Diners
	AUDINERM

(AUPROFOM)

CHGAUS
	AUDINERM 

(AUPROFOM)

CHGAUS
	AUDINERM 

(AUPROFOM)

CHGAUS


Australia Other Approval Class

	CHANGE TYPE/ APPLICATION ID
	DEFAULT APPROVAL CODE

	
	SCHEDULED
	UNSCHEDULED
	EMERGENCY

	AUPROFOM
	Business (pro-forma)
	AUPROFOM
	AUPROFOM
	AUPROFOM

	AUSECM
	Information Security
	AUSECM
	AUSECM
	AUSECM

	CHGAUS
	Change Control Approval
	CHGAUS
	CHGAUS
	CHGAUS


· CTI Korea Approval Class
	CHANGE TYPE/ APPLICATION ID
	DEFAULT APPROVAL CODE


	
	SCHEDULED
	UNSCHEDULED
	EMERGENCY

	AKNETW
	Network Support
	AKNETWM

ANKROPM

AKDCOM

CHGAKCA
	AKNETWM
ANKROPM

AKDCOM

CHGAKCA
	AKNETWM

ANKROPM

AKDCOM

CHGAKCA

	AKUNSTR
	Unix & Storage support
	AKNETWM

ANKROPM

AKDCOM

CHGAKCA
	AKNETWM

ANKROPM

AKDCOM

CHGAKCA
	AKNETWM

ANKROPM

AKDCOM

CHGAKCA

	AKMFDB
	Mainframe & DataBase Support
	AKNETWM

ANKROPM

AKDCOM

CHGAKCA
	AKNETWM

ANKROPM

AKDCOM

CHGAKCA
	AKNETWM

ANKROPM

AKDCOM

CHGAKCA

	AKWINT
	Wintel Support
	AKNETWM

ANKROPM

AKDCOM

CHGAKCA
	AKNETWM

ANKROPM

AKDCOM

CHGAKCA
	AKNETWM

ANKROPM

AKDCOM

CHGAKCA

	AKVOICE
	Voice Support
	AKNETWM

ANKROPM

AKDCOM

CHGAKCA
	AKNETWM

ANKROPM

AKDCOM

CHGAKCA
	AKNETWM

ANKROPM

AKDCOM

CHGAKCA


· CTI India Data Center Approval Class
	Change Type/ Application ID
	Default Approval Code


	
	Scheduled
	Unscheduled
	Emergency

	AMSENG
	System Software
	AMSENGM

AMDCSM

CHGAMCA
	AMSENGM

AMDCSM

CHGAMCA

AMDCHM
	AMSENGM

AMDCSM

CHGAMCA

AMDCHM

	AMDBA
	Database Changes
	AMDBAM

AMDCSM

CHGAMCA
	AMDBAM

AMDCSM

CHGAMCA

AMDCHM
	AMDBAM

AMDCSM

CHGAMCA

AMDCHM

	AMHWARE
	Infrastructure Changes
	AMHWAREM

AMDCSM

CHGAMCA
	AMHWAREM

AMDCSM

CHGAMCA

AMDCHM
	AMHWAREM

AMDCSM

CHGAMCA

AMDCHM

	AMDCS
	Application Changes
	AMDCSM

CHGAMCA
	AMDCSM

CHGAMCA
	AMDCSM

CHGAMCA

AMDCHM

	AMCFO
	CitiFinancial Changes
	AMCFOM

AMDCSM

CHGAMCA
	AMCFOM

AMDCSM

CHGAMCA

AMDCHM
	AMCFOM

AMDCSM

CHGAMCA

AMDCHM


23. Roles and Responsibilities

CHANGE MANAGEMENT TEAM
The Change Management Team consists of Manager and Coordinators/Analysts.  Their responsibilities are:

· Perform quality assurance of submitted change records.

· Check and lock change requests
· Perform scheduling of change requests and publication of change calendar.
· Convene, chair and minute change control board meetings.

· Participate in weekly and monthly Global Change Calendar review meetings for High/Medium risks and impacting across regional changes.

· Housekeep of change records
· Develop, revise and communicate of the change management document. 
CHANGE REQUESTOR (SPONSOR)
The Change Requestor (also known as change sponsor) consists of members within CTI or applications teams who raise change requests. Their responsibilities are:

· Coordinate and manage their change requests.

· Ensure that all approvers for their change request consider the change request for approval.

· Attend change control board meetings and explain change requests.

· Verify that change requests have been actioned correctly and close.

· Obtain Business approval

CHANGE APPROVER
Change Approvers consists of CTI and applications team members who are authorized to approve change requests: Their responsibilities are:

· Check Virtual Change queues regularly for change requests awaiting their approval. 

· Approve or reject change requests. 
CONTACT LIST
CTI Asia Regional Operations

	FUNCTION
	NAME
	EXCHANGE MAIL ID
	CONTACT NO.

	Change Officer
	Ganesan Kandasamy

Edgar Ramos
Louis Lopez

Jean Labay

Patricia Teo
	APCCM
APCCM_DC
Teo, Patricia
	65-6426-2977 (O)

65-6426-2755 (O)
65-6426-2837 (O)

65-6426-2603 (O)
65-6426-2680 (O)

	Change Manager


	Jeffrey  Goh
	Goh, Jeffrey
	65-6426-2013 (O)

65-9639-4013 (HP)

	Director Regional Operations
	Anthony KC Lee
	Anthony KC Lee
	65-6426-2001 (O)

65-9732-5362 (HP)


CTI Asia Countries

	COUNTRY
	NAME
	MAIL ID
	CONTACT NO.

	Australia
	Thillaivanan Kohulan
Saadet Yilmaz
	Thillaivanan Kohulan
Saadet Yilmaz
	61-2-8225-4537
61-2-8225-1185 (O)

	China

Primary

Backup
	Sean Shen
Jenny Hao
	Sean, Shen
Jenny Hao
	86-21-2896-6878
8621-5839-1200

	Brunei
	Dang Thai Hong
	Dang Thai-Hong
	844-825-1950

	Guam
	Victor Chua
	Chua, Victor
	

	Hong Kong/TI Capital Markets Operations

Primary
	Minah Leung
	Minah Leung
	852-2962-7260

	Indonesia
	Manto Sudi
	Manto Sudi
	62-21-2529895

	India
	Dev Srivastava

J Mukund
	Dev Srivastava

J Mukund
	914442226366
91-44-5222-6331

	Korea (Infrastructure)
	Hye-Jin Lee
Hyun-Yung Shin
	Hye-Jin Lee
Hyun-Yung Shin
	822-2004-1135
82-32-420-5235

	Korea (Application)
	Seon-Gyu Lee
	Seon-Gyu Lee
	82-32-420-5223

	Korea (Citifinance)
	Gi Young Lee
	Gi Young Lee
	822-317-5340

	Malaysia

Primary

Backup
	Lee Teck Onn

Wong Chee Ying
	Lee Teck Onn

Wong Chee Ying
	603-23834301

603-23834312

	Philippines
	Pascual Cesar
	Pascual Cesar
	632-995-9140

	Taiwan
	Lee Jj
	Lee, Jj
	886-2-2777-7770

	Thailand


	Sukawut Triongthavorn
	Triongthavorn, Sukawut

	66-2232-3111
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· 
aPPENDIX a - DEPARTMENTAL CONTROL FUNCTIONAL CHECKLIST
	S NO
	TASK TITLE
	FREQUENCY
	PERFORMER

	1
	GMRS Change Metrics Input (Change Co-ordinator) – Monday 
	Weekly
	

	2
	Locking Change Control Record (Change Co-ordinator) 
	Daily
	

	3
	Weekly Change Management Metrics - Monday
	Weekly
	

	4
	Country Change Control Review Meeting 
	Weekly
	

	5
	Ensure All Change Approved by end of business day (Change Co-ordinator) - 
	Daily
	

	6
	Regional Change Control Review Meeting (All team) – 
	Weekly
	

	7
	Update the Metrics report for Change Control 
	Monthly
	

	8 
	VIRTUAL CHANGE record housekeeping
	Annual
	

	9 
	RCSA Change Management  Assessment
	Quarterly
	


APPENDIX B – MANAGEMENT REPORT 








	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	



	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	





MONTHLY CHANGE METRICS

MONTHLY CHANGE STATISTICS REPORT

Change Statistics sample

	Platform
	Scheduled
	Unscheduled
	Emergency
	Backout
	Total

	Facility Management
	
	
	
	
	

	Network
	
	
	
	
	

	Unix
	
	
	
	
	

	Voice
	
	
	
	
	

	Wintel
	
	
	
	
	

	Application Deployment
	
	
	
	
	

	Internet
	
	
	
	
	

	Exchange Messaging
	
	
	
	
	

	Market Data
	
	
	
	
	


APPENDIX C – SYSTEM ACTIVITIES LIST
LIST OF APPC DATA CENTER SYSTEM ACTIVITIES LIST




LIST OF DISTRIBUTED OPERATIONS REBOOT ACTIVITIES

	Sample Of Reboot Activities Not Required Change 

	Platform
	Activities
	Virtual Tech
	Virtual Change

	Wintel
	If the server was not responding (hang state) need to be rebooted.
	
	NA

	 
	 
	 
	 

	 
	User cannot access the application, Application hanged and requires reboot to reset application
	
	NA

	 
	 
	 
	 

	 
	Reboot the server to re-initialize tape drive that has gone off-line
	
	NA

	 
	 
	 
	 

	 
	User session stop responding to all terminal clients, restart the server to be taken in order to resume normal operations
	
	NA

	 
	 
	 
	 

	 
	Problem access to Application server, restart the services for Application interface and reboot the server to resolve problem.
	
	NA

	 
	 
	 
	 

	 
	Required reboot to check VNC connectivity for server that cannot connect remotely
	
	NA

	 
	 
	 
	 

	 
	Server that cannot access console locally. Screen hanged. Keyboard and trackball not working although file sharing is up.
	
	NA

	 
	 
	 
	 

	Voice
	If there is an alarm on nice logger and need to reboot to avoid date loss.
	
	NA

	 
	 
	 
	 

	 
	Logger recording stop, to re-boot Logger to restore recording.
	
	NA

	 
	 
	 
	 

	 
	Server is required to reboot due to the users are unable to retrieve voicemail.
	
	NA

	 
	 
	 
	 

	Messaging
	Server is required to reboot due to the users are unable to access mailboxes and retrieve e-mails.
	
	NA

	 
	 
	 
	 

	Network
	For all network devices that required hard reboot to restore network failure that causes production impact.
	
	NA

	 
	 
	 
	 


APPENDIX D – SPECIFIC CHANGE CONTROL PROCEDURE REQUIREMENT
D.1
CHANGE CONTROL PROCEDURE SPECIFIC TO EMEA GCG REQUIREMENT
This procedure was introduced to further strengthen the changes for and on behalf of EMEA Consumer. All time stated in the procedure in UK local. 
	 EMEA Consumer Exception Change Handling


Restrictions

Technology changes for systems, applications and infrastructure hosting services for Consumer Group International in EMEA have the following restrictions and apply to all TI and Consumer groups raising changes.

Each consumer business has a defined Change Advisory Board (CAB) to review all changes due for implementation into or affecting their business.  Please see table below. Weekend install windows are preferred and weekday install windows will be approved at the CAB manager’s discretion. 

Scheduled changes will be permitted under MAINTENANCE or RELEASE change categories only.

The default for any scheduled change will be minimum 5 working days to implementation (i.e. The MAINT change category should be used.) 

Ideally, changes affecting multiple country businesses should be planned for implementation as RELEASE category changes (i.e. min. 10 working days).  

MAINT category may be used for multi-business changes BUT must observe the following:

Allow a minimum 5 working days to implementation.

Be submitted by the cut-off Friday 12:00pm (to be reviewed on Monday 10:00am in the regional CAB Review) with an earliest implementation date of the Saturday following CAB review.   If this condition is not met the change may have to wait to pass through review the following week.

Each business CAB will reserve the right to reject changes if they feel 5 working days is insufficient time to scrutinize risk/impacts, and justify the change. 

Submitters must at all times ensure the appropriate CAB Approval Group, for each country business impacted, is included on the change parent submitted.  It should be clear from the description text which consumer business is impacted.

TI Change Control if possible will ensure the related CAB approvals have been included, before a change is locked for review.

3-Day Changes & INFORM changes will NOT be permitted for use with EMEA Consumer businesses.


Emergency Break Fix changes will follow existing defined procedures.

Unscheduled Change Category (for Business/Time Critical issues) - to be used for ALL changes of less than 5 working days to implementation. These will follow standard unscheduled procedure however rather than the change requestor, the sponsoring business CAB Change Manager will vet the change first, and obtain Senior Management approval (EUJFSA). The submitter must have completed the template questions fully before presenting to Change Control/ Change Manager concerned.

Template Questions to be added and answered to VIRTUAL CHANGE Change Parent:

DESCRIPTION TEXT field 

1) Description of Change: -

a) Which business required this change?

b) What is the change, in simple terms?

c) Is the change to fix a problem from a prior change?     
d) Please provide a list of teams involved in this change, and a summary of activities planned. (Ensure activity records are created, as appropriate)  

2) Impact of Change: -

a) Explain why you assigned the risks and impact category (L, M or H) chosen.

b) If applicable, please supply justification for the change being scheduled for during the production day.
c) What is the outage to the business (Detail any functionality or unavailability, as a result of this change)?
d) When does the outage commence, and for long?
f) Will there be any delays to Batch, or Online’s SLA?
g) List systems and components that will be changed (provide list)?

h) What is the impact to the business if this change should fail?

i) What risk mitigation will be in place to minimize adverse impact of this change?

3) Enter technical details of the change or implementation information/plan.

TEST PLAN field

a) Has this change be tested and signed off in UAT – if so when?
b) Embed email evidence, or provide UAT Change Parent reference, if applicable.
BACKOUT PLAN TEXT field

a) What steps need to be followed to remove the change(s)? 

b) Who will perform this rollback?

c) Who should be contacted from the requesting team, in the event of an incident relating to this change post-implementation, if different to above?

Guidelines To Answering the Questions
Always provide a summary description in plain English, before going on to explain the detailed implementation for the change in technical terms.

DESCRIPTION TEXT field

1) Description of Change: -

a) Which business requested this change?

Provide details of which business requested or related to this change. A typical answer would be: “This change is at the request of the EMEA Consumer UK Retail Business.”

b) What is this change, in simple business terms?

Explain in brief what is being done, or undertaken, by this change. Avoid using acronyms, abbreviations or machine/server names as this change may have an audience of people that are not familiar with the technical area relating to this change. 

c) Is this change to fix a problem from a prior change?

If yes, please give the prior change reference, and brief summary of the change and why it has resulted in the new one being raised.

d) Please provide a list of teams involved in this change, and a summary of activities planned. (Ensure activity records are created, as appropriate.)

Please provide a list of teams involved in the change, along with a summary of activities planned for each.

2) Impact of Change: -

a) Explain why you assigned the risks and impact category (L, M or H) chosen.

High/Medium/Low?  Provide an explanation as to why you have selected High/Medium or Low for the risk and technical impact of this change. This must be more detailed than e.g. “LOW/LOW – no outage involved.” – such a response is not acceptable.

b) If applicable, please supply justification for the change being scheduled during the production day.

If your change will not impact production or online services and can therefore take place during the working day, one of the below statements MUST be added to the freeform description text: -

· No impact to online services as the change is batch related

· No impact to Production systems

· Change is scheduled during the application/system green zone. Documentation

Supporting this is available on request

c) What is the outage to the business (-detail any functionality or unavailability, as a result of this change)?

List affected business activities that will be disrupted as a result.

d) When does the outage commence, and for how long?

If there is any outage, please detail the start and end times of all instances. 

e) Is there any outage either inside or outside of the green zone for the systems involved?

Please detail outage for all systems affected or related to this change.

f) Will there be any delays to Batch, or Online SLA?

Please provide details of any delays to Batch processing or Online SLA’s. Please include details even if Business have approved, but make a statement to clarify.

g) List systems and components that will be changed (-provide list)?

Please list all systems and components associated with this change, regardless of any outage. A typical example: ECS – CICS on Mainframe: z990 2084

h)  What is the impact to the business if this change should fail?

Please detail the worst-case scenario for this change. Clearly detail what will be affected and how.

i) What risk mitigation will be in place to minimise adverse impact of this change?

Please describe in detail, what has been done to ensure any risks have been minimised, not forgetting preparation in the event of an issue.

 3) Enter technical details of the change or implementation information/plan.

Now provide the detailed technical information required to implement this change. Please provide any references of the location/owner of any plans/details that cannot be included here. Please provide contact name & number of the owner of this information if appropriate.

 TEST PLAN field

a) Has this change be tested and signed off in UAT - if so when?

Please confirm testing has taken place and when. Detail if UAT and PAT has happened and if this was successful. 

b) Provide any related UAT Change Parent references.

If evidence of UAT testing/signoff is not provided here, as a minimum provide evidence of the UAT testing, signoff and where one can find details of test-scripts, and test results that support this production change request. If UAT is not being undertaken for whatever reason state this clearly under risks, and explain why not.

BACKOUT PLAN Field 

a) What steps need to be followed to remove/undo the change? 

Provide list of resources required, at each stage of the rollback, consider who needs to be notified or take action(s) at each stage.

b) Who will perform this rollback?

Provide primary and secondary contact details.

c) Who should be contacted from the requesting team, in the event of an incident relating to this change, post-implementation?

Provide primary and secondary contact details if different to above.

After answering the above questions go onto detail the implementation steps required to put this change live along with timelines, resources involved, etc - as appropriate.
NOTES:

(I) Where a change parent is raised as a “place-holder” to cover multiple changes in a green-zone.  Every change should ideally appear as a Change Activity Record under the common Change Parent, and an assessment of each Activity should answer questions above, with respect to that change.  (The Risk and Impact categories assigned to such Change Parents should NOT be Low Risk/Low Impact, by definition.)

(II) For “Unscheduled” Changes (i.e., time/business critical changes of less than 5 days to implementation), copy and complete template questions-

DESCRIPTION TEXT field (Template for Unscheduled Changes only.)

1) A clear description of the change.

2) The impact on the business if the change does not happen.

3) Why the change was not raised in time to go through as a scheduled change.

4) What other changes if any are scheduled during the same time frame for the same   environment and will this change impact them.

5) Has the change been fully tested and signed off by users?

6) If this change is to be implemented by a supporting group, do you have their agreement that the request can be accommodated?

7) Is this change required as result of previous change? Y/N #

Approval and Submission Matrix

Note: All time is UK local. Applies to ALL changes for and on behalf of EMEA Consumer.

Scheduled (MAINT) changes – will need minimum 5 working days to implement. (Minimum approval required – in country business CAB.)

	Change Submitted on
	Earliest Install date
	Full approval by

	Monday before 23:59
	Following Monday 

(Min. 5 working days)
	Friday 12:00

	Tuesday before 23:59
	Following Tuesday 

(Min. 5 working days)
	Monday 12:00

	Wednesday before 23:59
	Following Wednesday 

(Min. 5 working days)
	Tuesday 12:00

	Thursday before 23:59
	Following Thursday 

(Min. 5 working days)
	Wednesday 12:00

	Friday before 23:59 (if single business affected) 
	Following Friday 

(Min. 5 working days)
	Thursday 12:00

	Friday before 12:00 (if multi-business) **
	Following Friday 

(Min. 5 working days)
	Thursday 12:00

	Sat 00:00 – Sunday 23:59
	Following Friday *
	Thursday 12:00


Note – The change must be fully approved 24 hours before implementation.

Scheduled (RELEASE) changes have 10 working days to implementation.  (Minimum approval required – each country affected business CAB.)

	Change Submitted on
	Earliest Install date
	Full approval by

	Monday before 23:59
	Following Monday Week 

(Min. 10 working days)
	Friday 12:00

	Tuesday before 23:59
	Following Tuesday Week 

(Min. 10 working days)
	Monday 12:00

	Wednesday before 23:59
	Following Wednesday Week 

(Min. 10 working days)
	Tuesday 12:00

	Thursday before 23:59
	Following Thursday Week 

(Min. 10 working days)
	Wednesday 12:00

	Friday before 23:59
	Following Friday Week 

(Min. 10 working days)
	Thursday 12:00

	Saturday 00:00 – Sunday 23:59
	Following Friday Week *
	Thursday 12:00


*   Weekend submissions will only be considered for install following Friday at the discretion of the Business CAB Chairperson/Change Manager. The submitter must appeal to CAB Change Manager directly and depending on the timing of the forthcoming CAB review the manager MAY choose to include the late submission. If request is rejected change must observe required minimum days.

** For a Multi-country/business change submitted under the MAINT category – it must be submitted prior to the cut-off time Friday 12:00 (noon) to be reviewed on Monday 10:00am at the regional CAB review and earliest implementation following Saturday.  Failure to do so may mean the change will have to be rescheduled for following week.

EMEA Business CAB Approval Groups
	Country
	CAB CODE
	Change Manager
	Deputy

	Egypt
	CGEGCABA
	Isaac, Maged
	Rashwan, Taher

	Turkey
	CGTRCABA
	Bozgaca, Ali
	Bengu, Dilek

	UAE
	CGAECABA
	Chandran, Dhinakar
	Subramanian, Lyappan

	Bahrain
	CGBHCABA
	Rao, Srinivas N
	Nasir, Abdul

	Belgium
	EDABBERA
	Miotto, Paolo
	Collignon, Pascal

	UK Retail
	EDABUKRA
	Bradshaw, Andrew
	Thatcher, David

	UK Citifin
	EDABUKFA
	Perez, Jay
	Chikhliwala, Kamlesh

	UK CitiCards
	EDABUKCA
	Lloyd, Owen
	Cheung, Kam

	CKS Cards Acceptance
	EDABDEAA
	Lohl, Renate
	Lindner, Michael Peter

	France
	EDABFRRA
	Martinez, Ruth V
	.

	Germany
	EDABDERA
	Roessler, Peter
	Szymanski, Andrea

	Switzerland
	EDABSZRA
	Crimi, Walter
	Casalini, Dario

	Greece
	EDABGRRA
	Papadopoulou, Fotini
	Kantemiri, Mima

	Nordics
	EDABNORA
	Kaihola, Joachim
	Santos, Sofia

	Italy
	EDABITRA
	Lucchiari, Valerio
	Schiocchet, Claudio

	CIWM
	EDABUKRA
	Bradshaw, Andrew
	Thatcher, David

	Spain
	EDABESRA
	Vime, Manuel
	Letrado, Jose Luis

	BARCELONA S.C.
	EDABBSCA
	Gueuse, Marta
	Lopezpaspatty, Mar

	Portugal
	EDABPTRA
	Gueuse, Marta
	Lopezpaspatty, Mar

	Czech Rep
	CGCZCABA
	Simek, Jan
	Stusek, Petr

	Hungary
	CGHUCABA
	Guthy, Istvan
	Reinisch, Krisztina

	Pakistan
	CGPKCABA
	Younus, Naveed
	Khan, Ayesha

	Poland
	CGPLCABA
	Berlinski, Pawel
	Kisiel, Maciej

	Romania
	CGROCABA
	Diamandescu, Radu
	Marin, Cristian

	Russia
	CGRUCABA
	Kogan, Svetlana
	Danilin, Sergey

	Slovakia
	CGSKCABA
	Pieruzek, Marcel [IT]
	Harmady, Peter [IT]


For the most up to date version of this list  please visit:-

http://www.citigroup.net/emeaconsumer/technology/service-management/Change_Management_CAB.htm
Exceptions

The following standards and exceptions for TI groups raising changes will be permitted:

Scheduling

Changes will be permitted on weekdays subject to CAB approval

1. Changes raised by TI groups where the request has come direct from the Consumer business (or consumer O&T) will be raised as MAINT/RELEASE with a minimum 5 business days* notice regardless of whether shared infrastructure or not.

2. On shared infrastructure where the request has come from the Consumer business (or consumer O&T) the change will be raised as MAINT/RELEASE with a minimum 5 business days notice.

3. On shared infrastructure where the change is raised as BAU maintenance by TI with no request from any business and where the change impacts devices/systems carrying Consumer traffic the change will be raised as MAINT/RELEASE with a minimum 5 business days notice.

4. On shared infrastructure where the request has come from a business other than Consumer the restrictions do not apply and the change can be installed as 3DAY or INFORM assuming normal criteria are met.

CAB Approvals

Where from impact analysis it is clear which consumer business could potentially be impacted, the requesting group will add the CAB manager approval class/es for that business.

On shared infrastructure where impact analysis does not determine specific consumer business impact CAB manager approval is not required.

Templates

Network and Firewall groups who currently utilise standard templates will not need to complete the consumer template

* Business days are classed as Monday through to Friday and do not include weekends

D.2
CHANGE CONTROL PROCEDURE SPECIFIC TO JAPAN REQUIREMENT
This procedure was introduced to further strengthen the changes impacting Japan Consumer & Corporate Banking Services. The procedure is applicable to:

1. All Production changes that affect the Japan Citibank Banking Services, which include System            software and hardware, Network, Applications, Facilities, and Batch Scheduling.

2. All Security Admin requests (e.g: ID & Password maintenance, NDM change, etc) that may

          directly / indirectly impact Japan services handlle by ISA.

It does not apply to BankCards/Diners Cards (i.e. ICC changes), CitiFinancial, Nikko CitiTrust & Citigroup Securities Japan Limited. ICC changes (BankCard) is not subject to this stringent control, however, the following questions are required to be incorporate in the change description field of the Change record:

1. Does this change has any potential impact to Japan Banking services? If yes, please expand on the impact information. 

    Procedure – Application Change (Scheduled / Unscheduled)
	Roles
	Process
	Remarks

	Requestor
	


	1. Send request with adequate justification for approval via email to following additional approvers:

· Technology Office Director

· Japan O & T Head

      Copy mail APCCM_DC (for Data Centre change)

2. Update following 4 questions (be explicit) in Virtual Change Description/Justification field:

a) A clear description of the change.

b) What is the impact to business if change does not happen?

c) Brief description of the impact &/or risk during the change?

d) What’s the Online/Batch impact, provide information.



	Technology Office Director
	


Approve?


                                                  No


    Yes

 
	3. Review request, Approve or Reject request.
Corporate Banking
Consumer Banking
· Technology Office Director –

· Nemoto Akiyoshi (Japan CIB Tech)
· Ng Peng Khim 

(AP CIB Tech)

Approve/Reject via mail
· Technology Office Director – 

· Goh Soon Cheng /  Phillip Chow (IBS)

· Anup Das (IDT)

Approve/Reject via  mail


	Japan O&T Head 
	


Approve?

                                                  No

    Yes


	4. Review request, Approve or Reject request.
Corporate Banking
Consumer Banking
· Japan O&T Head – Nemoto Akiyoshi Approve/Reject via mail
· Japan O&T Head – Leong Soon Peng or designate 
* (Kogure Hiromichi Approve/Reject via Virtual Change group APIBSJPU)



	Requestor
	


	5. Verify and ensure all approvals were obtained.

6. Ensure copy mail to APCCM_DC.

	Change Control
	
	7. Review request for justification and impact analysis. 

8. If need to, initiate meeting with each individual TI Streams (subject matter experts (SMEs)) for impact analysis and discussion. 

9. May request additional information from Requestor if details were inadequate.

10. Forward justification and assessment to CTI Director for approval.



	CTI Director
	


                                   No

Approve?


     Yes


	11. Review request for justification

12. Approve/Reject request via mail



	Change Control
	

	13. Approve and ensure all approvals were obtained. Inform support team to process record & copy mail to the appropriate seniors and parties.




Procedure – Infrastructure Change (Scheduled / Unscheduled)
	Roles
	Process
	Remarks

	Requestor
	


	1. Send request with adequate justification for approval via email to following approvers; Copy mail APCCM

APPC Data Center
Distributed Operations
· Group Head

· Country Head

2. Update following 4 questions (be explicit) in Virtual Change Description/Justification field:

a) A clear description of the change.

b) What is the impact to business if change does not happen?

c) Description of the impact &/or risk during the change?

d) What’s the Online/Batch impact, provide information.



	APPC Group Head / Distributed Operations Country Head
	


Approve?


                                                  No


    Yes

 
	3. Review request, Approve or Reject request via mail, copy APCCM


	Requestor 
	


	4. Verify and ensure all approvals were obtained. Submit request for Change Control Board meeting 
APPC Data Center
Distributed Operations
· Submission By Tuesday, 4pm
· Review in Change Control Board meeting on Wednesday
· Submission by Monday EOD
· Review in Change Control Board meeting on Tuesday.


	Change Control
	
	5. Review request for justification and impact analysis.

6. May request additional information from Requestor if details were inadequate.

7. Compile requests & forward justification and assessment to CTI Director for approval.
APPC Data Center
Distributed Operations
· Solicit APPC Data Center Director for approval. 

· Solicit Regional Operations Director for approval 



	CTI Director
	


                                   No

Approve?


     Yes


	8. Review request for justification.

APPC Data Center
Distributed Operations
· Ramon Karingal 

* Backup: Ian Le

· Anthony Lee

9. Approve/Reject request via mail



	Change Control
	
	10. Consolidate requests for both Data Center and Distributed Operations & update ‘approval by xx’ in “Approval Obtained’ column in the report.

11. Forward report to Japan TI Control for his approval and review meeting with Group Head / Requestor to discuss the changes. 



	Change Control / Group Head / Japan TI Control
	
	12. Change Control coordinate meeting with appropriate Group Head and Japan TI Change Control to review and discuss for the coming weekend changes.

	Japan TI Control
	


                                   No

Approve?


     Yes


	13. Review request, Approve or Reject request via mail.

· Nakauchi Ichiro



	Change Control
	



	14. Approve and ensure all approvals were obtained. Update the approval outcome in the report.

15. Forward report to APPC Command Center, Senior Management and Japan Command Center.




Emergency Procedure – Infrastructure & Application Change 

· The standard emergency process shall be applicable (see approval matrix). 

· A report will be generated and distributed to management daily for after hours activities. 

· Any required during the business hours, information will be provided as soon as information is provided (prior, during or after the change).

D.3
CHANGE CONTROL PROCEDURE SPECIFIC TO ASPAC GCG REQUIREMENT

This procedure was introduced to rollout additional approval from Country Technology Head on all Unscheduled Changes that is Business Critical and is not able to conform to the stipulated lead-time of change scheduling criteria and Changes without UAT going into Production, raised by ASPAC GCG Application. 

Urgent Break Fixes changes with Severity 1 & 2 ticket raised within 24 hours and changes to resolve batch processing problem does not required the additional approval.
For changes that affect many countries, approval from Regional Tech Head must be obtained for affected countries.

This is in addition to the existing Senior Manager & Country Business User’s approval required in Virtual Change record.
Procedure 

	Roles
	Process
	Remarks

	Requestor
	


	1. Send request with adequate justification for approval via email to following additional approvers:

· Country Technology Head OR

· Regional Technology Head (if changes affecting many countries)

      Copy mail APCCM_DC (for Data Centre change)

2. Update following 7 questions (be explicit) in Infoman Description/Justification field:

3. A clear description of the change (for problem caused by change please provide change number)

4. The impact on the business if the change does not happen.

5. What could be the impact should your change fail.

6. Why was the change not raised in time to go through as a scheduled change.

7. Impact and Dependency on other applications

8. Is there any on-line impact and has users agreed to this outage? Please provide User's mail of concurrence.

9. Can this change be done after online is down? If yes, pls reschedule to Non-Online window.

 

	Senior Manager
	



Approve?



    Yes

 
	3. Review request, Approve or Reject request in Infoman. 


	Country Technology Head 

(refer figure 1)

(Regional Technology Head, required if affecting many countries) 
	


Approve?

                                                  No


    Yes


	4. Review justification request, Approve or Reject request via email.


	Requestor
	


	7. Verify and ensure all approvals were obtained.

8. Inform and ensure copy mail to APCCM_DC.

	Change Control
	
	9. Review request for justification and impact analysis. 

10. Forward justification and assessment to CTI 

       Director for approval.  



	CTI Director
	


                                   No

Approve?


     Yes


	11.    Review request for justification

12.    Approve/Reject request via mail



	Change Control
	

	En13.  Ensure all approvals were obtained and approve in             Infoman Record. 

14. Inform support team to proceed with the Activity.




Figure 1

	List of APCB AP Technology Head  

	COUNTRY
	NAME
	Email Address

	Australia / New Zealand
	Berti, James
	james.berti@citigroup.com

	China
	Yu, Rebecca
	rebecca.yu@citigroup.com

	Guam
	Chua, Victor
	victor.chua@citigroup.com

	Hong Kong
	Chow, Stephen
	stephen.chow@citigroup.com

	India
	Sridhar, Hari
	hari.sridhar@citigroup.com

	Indonesia
	Tantawi, Tuti
	tuti.tantawi@citigroup.com

	Korea
	Araneda, Sergio [GTS]
	sergio.aranedo@citigroup.com

	Malaysia
	Chew, Richard Pk
	richard.pk.chew@citigroup.com

	Philippines
	Blas, Robert
	robert.blas@citigroup.com

	Philippines
	Gilbuena, Roel
	roel.gilbuena@citigroup.com

	Singapore
	Ong, Kim-Boon
	kimboon.ong@citigroup.com

	Taiwan
	Huang, James Cy
	james.cy.huang@citigroup.com

	Thailand
	Manakongtreecheep, Kitti
	kitti.manakongtreecheep@citigroup.com

	 
	 
	 


Emergency Process  

· The standard emergency process shall be applicable. 

· A report will be generated and distributed to management daily for after hours activities. 

· Any required during the business hours, information will be provided as soon as information is provided (prior, during or after the change).

APPENDIX E - POST IMPLEMENTATION REVIEW SAMPLE TEMPLATE
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_1221394184.xls
DBA & MQ

		List of DBA & MQ Activities

		Function		Activities		VT		ePJMR		Virtual Change

		DBA		Table/ DB space increase (emer)		Ö		NA		NA

				Table/ DB space increase (planned)		NA		NA		Ö 
(AP to raise)

				Compress archive log (emer)		Ö		NA		NA

				Terminate process/ tasks		Ö		NA		NA

				Enable/ disable trace		Ö		NA		NA

				DBCC/ Analyse tables/ Update stats		Ö		NA		NA

				Start/ Shutdown of DB series/ jobs/ Replication agents		Ö		NA		NA

				Reschedule DB jobs		Ö		Ö 
(DBA to raise)		NA

				Housekeeping of audit tables		Ö		NA		NA

				Purging of Distributed Transactions		Ö		NA		NA

				Housekeeping of  RDBMS Software home		Ö		NA		NA

				Drop/ build index, User table updates		Ö		Ö		NA

		MQ		Clearing of dead letter Q		Ö		Ö 
(DBA to raise)		NA





Open System & MidRange

		List of Open System & MidRange Activities

		Function		Activities		VT		ePJMR		Infoman

		SP		Recycling of services w/o Ops menu		Ö		NA		NA

				Recycling of services with Ops muenu		Ö		Ö		NA

				Compress system log file		Ö		NA		NA

				Moving archive files from system/ apps area		Ö		NA		NA

				Kill system process at O/S level		Ö		NA		NA

				Copy or move data file without Ops menu (Prod to Prod)		Ö		NA		NA

				Copy or move data file with Ops menu (Prod to Prod)		Ö		Ö		NA

				Enable/ disable trace report		Ö		NA		NA

				Increase file system (emer)		Ö		NA		NA

				Increase/ decrease CPU cap/ priority		Ö		NA		Ö 
(SP to raise)

				Changing of file permission in Apps area		Ö		NA		Ö 
(if permanent, AP to raise)





Mainframe

		List of Mainframe Activities

		Function		Activities		VT		ePJMR		Infoman

		ALL		Mainframe changes for tuning/housekeeping/preventive maintenance		NA		NA		Ö

				Software upgrade/Implementation		NA		NA		Ö

										(SP raise)

		CICS		Application related entries(PCT, FCT, RCT, PPT,TCT, PLT)		NA		Ö		Ö

								(AP raise if CICS refresh needed)		(AP raise)

				CICS unscheduled refresh for problem resolution		Ö		Ö		NA

								(AP raise if AP problem)

				CICS unscheduled refresh which require change to CICS entries
(URGENT FIXES)		Ö		Ö		Ö

								(AP raise if AP problem)		(AP raise if AP problem)

				CICS change rollout during scheduled refresh		NA		Ö		Ö

								(SP raise)		(SP raise)

				CICS system parameter change for application requirement		NA		Ö		Ö

								(AP raise)		(AP raise)

				CICS system parameter change for tuning		NA		Ö		Ö

								(SP raise)		(SP raise)

				CICS recycle/cancel		Ö		NA		NA

				Enable/Disable Trace		Ö		NA		NA

		MVS		STC recycle / Cancel Task (Problem Resolution)		Ö		NA		NA

				Increase / Decrease CPU capacity (Scheduled)		NA		NA		Ö

										(SP raise)

				Increase/ decrease CPU capacity (Problem Resolution)		Ö		NA		NA

				Adding/removing hardware		NA		NA		Ö

										(SP raise)

				IBM call-home hardware alerts		Ö		NA		NA

				Scheduled / Unscheduled IPL (Problem Resolution)		NA		NA		Ö

										(SP raise)

				Scheduled system parameter change		NA		NA		Ö

										(SP raise)

				Unscheduled system parameter change (Problem Resolution)		Ö		NA		Ö

										(SP raise, EMER)

		Ops Centric		STC recycle / Cancel Task (Problem Resolution)		Ö		NA		NA

				Application related concatenation of dataset changes		NA		NA		Ö

										(AP raise)

				STC changes and Refresh		NA		Ö		Ö

								(SP raise)		(SP raise)

		Network		Enable/Disable (Start/Stop Trace)		Ö		NA		NA

				Host Network changes reqested by application/User (Scheduled/Unscheduled) - non-urgent		NA		NA		Ö

										(AP raise)

				Problem resolution (application problem) - urgent		Ö		NA		Ö

						(AP/User raise)				(AP raise)

				Problem resolution (host problem) - urgent		Ö		NA		Ö

										(SP raise)






_1221398423.xls
DBA & MQ

		List of DBA & MQ Activities

		Function		Activities		VT		ePJMR		Infoman

		DBA		Table/ DB space increase (emer)		Ö		NA		NA

				Table/ DB space increase (planned)		NA		NA		Ö 
(AP to raise)

				Compress archive log (emer)		Ö		NA		NA

				Terminate process/ tasks		Ö		NA		NA

				Enable/ disable trace		Ö		NA		NA

				DBCC/ Analyse tables/ Update stats		Ö		NA		NA

				Start/ Shutdown of DB series/ jobs/ Replication agents		Ö		NA		NA

				Reschedule DB jobs		Ö		Ö 
(DBA to raise)		NA

				Housekeeping of audit tables		Ö		NA		NA

				Purging of Distributed Transactions		Ö		NA		NA

				Housekeeping of  RDBMS Software home		Ö		NA		NA

				Drop/ build index, User table updates		Ö		Ö		NA

		MQ		Clearing of dead letter Q		Ö		Ö 
(DBA to raise)		NA





Open System & MidRange

		List of Open System & MidRange Activities

		Function		Activities		VT		ePJMR		Infoman

		SP		Recycling of services w/o Ops menu		Ö		NA		NA

				Recycling of services with Ops muenu		Ö		Ö		NA

				Compress system log file		Ö		NA		NA

				Moving archive files from system/ apps area		Ö		NA		NA

				Kill system process at O/S level		Ö		NA		NA

				Copy or move data file without Ops menu (Prod to Prod)		Ö		NA		NA

				Copy or move data file with Ops menu (Prod to Prod)		Ö		Ö		NA

				Enable/ disable trace report		Ö		NA		NA

				Increase file system (emer)		Ö		NA		NA

				Increase/ decrease CPU cap/ priority		Ö		NA		Ö 
(SP to raise)

				Changing of file permission in Apps area		Ö		NA		Ö 
(if permanent, AP to raise)





Mainframe

		List of Mainframe Activities

		Function		Activities		VT		ePJMR		Virtual Change

		ALL		Mainframe changes for tuning/housekeeping/preventive maintenance		NA		NA		Ö

				Software upgrade/Implementation		NA		NA		Ö
(SP raise)

		CICS		Application related entries(PCT, FCT, RCT, PPT,TCT, PLT)		NA		Ö
(AP raise if CICS refresh needed)		Ö
(AP raise)

				CICS unscheduled refresh for problem resolution		Ö		Ö
(AP raise if AP problem)		NA

				CICS unscheduled refresh which require change to CICS entries
(URGENT FIXES)		Ö		Ö
(AP raise if AP problem)		Ö
(AP raise if AP problem)

				CICS change rollout during scheduled refresh		NA		Ö
(SP raise)		Ö
(SP raise)

				CICS system parameter change for application requirement		NA		Ö
(AP raise)		Ö
(AP raise)

				CICS system parameter change for tuning		NA		Ö
(SP raise)		Ö
(SP raise)

				CICS recycle/cancel		Ö		NA		NA

				Enable/Disable Trace		Ö		NA		NA

		MVS		STC recycle / Cancel Task (Problem Resolution)		Ö		NA		NA

				Increase / Decrease CPU capacity (Scheduled)		NA		NA		Ö
(SP raise)

				Increase/ decrease CPU capacity (Problem Resolution)		Ö		NA		NA

				Adding/removing hardware		NA		NA		Ö
(SP raise)

				IBM call-home hardware alerts		Ö		NA		NA

				Scheduled / Unscheduled IPL (Problem Resolution)		NA		NA		Ö
(SP raise)

				Scheduled system parameter change		NA		NA		Ö
(SP raise)

				Unscheduled system parameter change (Problem Resolution)		Ö		NA		Ö
(SP raise, EMER)

		Ops Centric		STC recycle / Cancel Task (Problem Resolution)		Ö		NA		NA

				Application related concatenation of dataset changes		NA		NA		Ö
(AP raise)

				STC changes and Refresh		NA		Ö
(SP raise)		Ö
(SP raise)

		Network		Enable/Disable (Start/Stop Trace)		Ö		NA		NA

				Host Network changes reqested by application/User (Scheduled/Unscheduled) - non-urgent		NA		NA		Ö
(AP raise)

				Problem resolution (application problem) - urgent		Ö
(AP/ User raise)		NA		Ö
(AP raise)

				Problem resolution (host problem) - urgent		Ö		NA		Ö
(SP raise)






_1224060418

_1221398440.xls
DBA & MQ

		List of DBA & MQ Activities

		Function		Activities		VT		ePJMR		Infoman

		DBA		Table/ DB space increase (emer)		Ö		NA		NA

				Table/ DB space increase (planned)		NA		NA		Ö 
(AP to raise)

				Compress archive log (emer)		Ö		NA		NA

				Terminate process/ tasks		Ö		NA		NA

				Enable/ disable trace		Ö		NA		NA

				DBCC/ Analyse tables/ Update stats		Ö		NA		NA

				Start/ Shutdown of DB series/ jobs/ Replication agents		Ö		NA		NA

				Reschedule DB jobs		Ö		Ö 
(DBA to raise)		NA

				Housekeeping of audit tables		Ö		NA		NA

				Purging of Distributed Transactions		Ö		NA		NA

				Housekeeping of  RDBMS Software home		Ö		NA		NA

				Drop/ build index, User table updates		Ö		Ö		NA

		MQ		Clearing of dead letter Q		Ö		Ö 
(DBA to raise)		NA





Open System & MidRange

		List of Open System & MidRange Activities

		Function		Activities		VT		ePJMR		Infoman

		SP		Recycling of services w/o Ops menu		Ö		NA		NA

				Recycling of services with Ops muenu		Ö		Ö		NA

				Compress system log file		Ö		NA		NA

				Moving archive files from system/ apps area		Ö		NA		NA

				Kill system process at O/S level		Ö		NA		NA

				Copy or move data file without Ops menu (Prod to Prod)		Ö		NA		NA

				Copy or move data file with Ops menu (Prod to Prod)		Ö		Ö		NA

				Enable/ disable trace report		Ö		NA		NA

				Increase file system (emer)		Ö		NA		NA

				Increase/ decrease CPU cap/ priority		Ö		NA		Ö 
(SP to raise)

				Changing of file permission in Apps area		Ö		NA		Ö 
(if permanent, AP to raise)





Mainframe

		List of Mainframe Activities

		Function		Activities		VT		ePJMR		Infoman

		ALL		Mainframe changes for tuning/housekeeping/preventive maintenance		NA		NA		Ö

				Software upgrade/Implementation		NA		NA		Ö
(SP raise)

		CICS		Application related entries(PCT, FCT, RCT, PPT,TCT, PLT)		NA		Ö
(AP raise if CICS refresh needed)		Ö
(AP raise)

				CICS unscheduled refresh for problem resolution		Ö		Ö
(AP raise if AP problem)		NA

				CICS unscheduled refresh which require change to CICS entries
(URGENT FIXES)		Ö		Ö
(AP raise if AP problem)		Ö
(AP raise if AP problem)

				CICS change rollout during scheduled refresh		NA		Ö
(SP raise)		Ö
(SP raise)

				CICS system parameter change for application requirement		NA		Ö
(AP raise)		Ö
(AP raise)

				CICS system parameter change for tuning		NA		Ö
(SP raise)		Ö
(SP raise)

				CICS recycle/cancel		Ö		NA		NA

				Enable/Disable Trace		Ö		NA		NA

		List of Mainframe Activities

		Function		Activities		VT		ePJMR		Virtual Change

		MVS		STC recycle / Cancel Task (Problem Resolution)		Ö		NA		NA

				Increase / Decrease CPU capacity (Scheduled)		NA		NA		Ö
(SP raise)

				Increase/ decrease CPU capacity (Problem Resolution)		Ö		NA		NA

				Adding/removing hardware		NA		NA		Ö
(SP raise)

				IBM call-home hardware alerts		Ö		NA		NA

				Scheduled / Unscheduled IPL (Problem Resolution)		NA		NA		Ö
(SP raise)

				Scheduled system parameter change		NA		NA		Ö
(SP raise)

				Unscheduled system parameter change (Problem Resolution)		Ö		NA		Ö
(SP raise, EMER)

		Ops Centric		STC recycle / Cancel Task (Problem Resolution)		Ö		NA		NA

				Application related concatenation of dataset changes		NA		NA		Ö
(AP raise)

				STC changes and Refresh		NA		Ö
(SP raise)		Ö
(SP raise)

		Network		Enable/Disable (Start/Stop Trace)		Ö		NA		NA

				Host Network changes reqested by application/User (Scheduled/Unscheduled) - non-urgent		NA		NA		Ö
(AP raise)

				Problem resolution (application problem) - urgent		Ö
(AP/ User raise)		NA		Ö
(AP raise)

				Problem resolution (host problem) - urgent		Ö		NA		Ö
(SP raise)
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DBA & MQ

		List of DBA & MQ Activities

		Function		Activities		VT		ePJMR		Infoman

		DBA		Table/ DB space increase (emer)		Ö		NA		NA

				Table/ DB space increase (planned)		NA		NA		Ö 
(AP to raise)

				Compress archive log (emer)		Ö		NA		NA

				Terminate process/ tasks		Ö		NA		NA

				Enable/ disable trace		Ö		NA		NA

				DBCC/ Analyse tables/ Update stats		Ö		NA		NA

				Start/ Shutdown of DB series/ jobs/ Replication agents		Ö		NA		NA

				Reschedule DB jobs		Ö		Ö 
(DBA to raise)		NA

				Housekeeping of audit tables		Ö		NA		NA

				Purging of Distributed Transactions		Ö		NA		NA

				Housekeeping of  RDBMS Software home		Ö		NA		NA

				Drop/ build index, User table updates		Ö		Ö		NA

		MQ		Clearing of dead letter Q		Ö		Ö 
(DBA to raise)		NA





Open System & MidRange

		List of Open System & MidRange Activities

		Function		Activities		VT		ePJMR		Virtual Change

		SP		Recycling of services w/o Ops menu		Ö		NA		NA

				Recycling of services with Ops muenu		Ö		Ö		NA

				Compress system log file		Ö		NA		NA

				Moving archive files from system/ apps area		Ö		NA		NA

				Kill system process at O/S level		Ö		NA		NA

				Copy or move data file without Ops menu (Prod to Prod)		Ö		NA		NA

				Copy or move data file with Ops menu (Prod to Prod)		Ö		Ö		NA

				Enable/ disable trace report		Ö		NA		NA

				Increase file system (emer)		Ö		NA		NA

				Increase/ decrease CPU cap/ priority		Ö		NA		Ö 
(SP to raise)

				Changing of file permission in Apps area		Ö		NA		Ö 
(if permanent, AP to raise)





Mainframe

		List of Mainframe Activities

		Function		Activities		VT		ePJMR		Infoman

		ALL		Mainframe changes for tuning/housekeeping/preventive maintenance		NA		NA		Ö

				Software upgrade/Implementation		NA		NA		Ö

										(SP raise)

		CICS		Application related entries(PCT, FCT, RCT, PPT,TCT, PLT)		NA		Ö		Ö

								(AP raise if CICS refresh needed)		(AP raise)

				CICS unscheduled refresh for problem resolution		Ö		Ö		NA

								(AP raise if AP problem)

				CICS unscheduled refresh which require change to CICS entries
(URGENT FIXES)		Ö		Ö		Ö

								(AP raise if AP problem)		(AP raise if AP problem)

				CICS change rollout during scheduled refresh		NA		Ö		Ö

								(SP raise)		(SP raise)

				CICS system parameter change for application requirement		NA		Ö		Ö

								(AP raise)		(AP raise)

				CICS system parameter change for tuning		NA		Ö		Ö

								(SP raise)		(SP raise)

				CICS recycle/cancel		Ö		NA		NA

				Enable/Disable Trace		Ö		NA		NA

		MVS		STC recycle / Cancel Task (Problem Resolution)		Ö		NA		NA

				Increase / Decrease CPU capacity (Scheduled)		NA		NA		Ö

										(SP raise)

				Increase/ decrease CPU capacity (Problem Resolution)		Ö		NA		NA

				Adding/removing hardware		NA		NA		Ö

										(SP raise)

				IBM call-home hardware alerts		Ö		NA		NA

				Scheduled / Unscheduled IPL (Problem Resolution)		NA		NA		Ö

										(SP raise)

				Scheduled system parameter change		NA		NA		Ö

										(SP raise)

				Unscheduled system parameter change (Problem Resolution)		Ö		NA		Ö

										(SP raise, EMER)

		Ops Centric		STC recycle / Cancel Task (Problem Resolution)		Ö		NA		NA

				Application related concatenation of dataset changes		NA		NA		Ö

										(AP raise)

				STC changes and Refresh		NA		Ö		Ö

								(SP raise)		(SP raise)

		Network		Enable/Disable (Start/Stop Trace)		Ö		NA		NA

				Host Network changes reqested by application/User (Scheduled/Unscheduled) - non-urgent		NA		NA		Ö

										(AP raise)

				Problem resolution (application problem) - urgent		Ö		NA		Ö

						(AP/User raise)				(AP raise)

				Problem resolution (host problem) - urgent		Ö		NA		Ö

										(SP raise)
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