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A Guide to Priority 1, 2 and RFCs Scheduled During a Change Freeze               

This document covers the process for raising both a Priority 1 a Priority 2 RFC and RFCs needed during any change freeze
Priority 1

A priority 1 RFC is a response to an urgent change required to fix something, i.e. something that has broken or failed.  

08:00 – 16:30 Monday to Friday excluding UK Bank Holidays 

A Priority 1 requires the following BEFORE a change is implemented:

· A locked Infoman change request with Priority 1 selected with the completed priority 1 change template in the description field. The template is located at the following URL: https://ti.emea.citigroup.net/custservices/Processes/ChangeMgmt.asp
· A valid incident ticket describing the incident/failure.  This can be via Virtual Tech – the severity must be high or medium, Infoman – the severity must be 1 or 2 (or severity 3 for automated Infoman incident tickets).

· Infoman approval group EUDIR must approve the change.  Please note that Change Control will obtain this on your behalf (with exception of Networks, MDS and EISS).

· Where EUDIR approval has not been received for a time critical priority 1, change requestors should contact their change analyst and request that the regional change control manager or deputy approve for EUDIR.

NB.  If an immediate change is required and there is no time to raise an RFC prior to implementation, verbal approval must be obtained by EUDIR before the change is implemented, this must be in response to a severity 1 incident ticket.  The RFC request must be created retrospectively stating the name of the person who provided EUDIR approval.  All remaining approvals must be obtained by the end of the next working day.

16:30 – 08:00 Monday to Friday, all day Saturday, Sunday and all UK Bank Holidays 

A Priority 1 must follow the out of office process.  You must complete ALL of the below BEFORE the change is implemented:

· A valid incident ticket describing the incident/failure.  This can be via Virtual Tech – the severity must be high or medium, Infoman – the severity must be 1 or 2 (or severity 3 for automated Infoman incident tickets).

· A Priority 1 RFC must be raised quoting the incident ticket and the Priority 1 change template completed in the description text. Electronic EUDIR approval from the Command Centre Shift Leader/Manager must be obtained PRIOR to the change being implemented. Electronic EUDIR approval from the RDC/WRDC Operations Shift Manager MUST be obtained PRIOR to the change being implemented. Prior to providing approval, the shift manager will lock the record under class CHGEC so no further updates can be made.  (Contact x62020, +442079862020 or email *gt emea command centre) Please note Regional Change Control do not provide out of hours cover and should not be contacted out of hours.
· Regional change control will then take back the ownership of the record the following working day to enable all remaining approvals to be obtained by the end of the day.

NB. Where the criticality of an event did not allow for a Priority 1 RFC to be raised beforehand, verbal EUDIR approval must be obtained from the Shift Leader/Manager in the Command Centre PRIOR implementation.  These events must be supported by a valid severity 1 incident ticket only.  A retrospective RFC must be raised and full approval obtained within 24 hours, or the next working day.  The Shift Leader/Manager must notify change control via email where such approval has been granted to ensure that the change requester raises the appropriate Infoman record.
Priority 2  

A Priority 2 RFC is when a change must be implemented before the next available scheduled change cycle.  This should be due to, but is not limited to, major financial risk to the business, compliance with legal or regulatory requirements and mandates or an urgent business need with customer impact. Priority 2 changes are also required for actions to prevent outages before they occur.

08:00 – 16:45 Monday to Friday excluding UK Bank Holidays 

A Priority 2 RFC requires the following BEFORE the change is implemented:

· An email containing detailed answers to the below questions which has been reviewed and approved by your Senior Department Manager (Infoman approval group EUJFSA) and forwarded to Change Control:
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) What are the technical steps that need to be performed to complete this change?

· A locked Priority 2 RFC. 

· Approval from a CTI Operations Senior Manager (Infoman group EUOSMA) must approve the change.  Please note that Change Control will obtain this on your behalf.

NB.  A Priority 2 RFC must have minimum approval from EUJFSA and EUOSMA prior implementation; all remaining approvals can be received retrospectively within 24 hours of implementation.  For advice on who your SMT is please display your “Group Id” on Infoman or contact Change Control.

16:45 – 08:00 Monday to Friday, all day Saturday, Sunday and all UK Bank Holidays 

· If a Priority 2 RFC is required after the cut off time of 16:45 the requestor must select Priority 2 when creating the RFC and ensure approval groups EUJFSA and EUDIR are in the approver list. The description field must contain the answers to the following seven questions. 
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) What are the technical steps that need to be performed to complete this change?
· The change requestor or their manager MUST then seek senior business approval (refer to appendix B within the Regional Change Management Procedures for details) and forward this email approval to the command centre shift manager (*gt emea command centre) copying *gt emea change control. On receipt of business approval the command centre shift manager will approve on behalf of EUDIR.  EUOSMA approval is not required retrospectively.
Change Freeze Exceptions (Year End and Quarter End)
A global change freeze is imposed on ALL production environments from 10th December 2007 to 6th January 2008 inclusive.

EMEA also impose a change freeze at the end of each quarter for a week (for dates please contact change control).

A change is only permitted during the freeze to address a failure/problem or to resolve major financial risk to the business, compliance with legal or regulatory requirements and mandates or for an urgent business need with customer impact. These must be raised as Priority 2 RFCs. Changes required to support month/year end processing are permitted as normal but must have ME or YE in the key item affected field. RFCs must be submitted prior to the freeze commencing.

The Priority 1-process remains the same to resolve a failure providing there is a corresponding incident ticket assigned to the correct severity. 

The out of hours Priority 1 process remains the same for issues which require resolving post 16:30 – 09:00 and during weekends/public holidays (please refer to page one for detailed steps).

The Priority 2 process is as follows:

· The change is raised selecting Priority 2 in the RFC.

· Approval groups EUJFSA, EUOSMA and EUSMTA added in addition to normal approvals.

· Change Requestor completes the following questions and forwards by email to their department head or CAB Manager as applicable copying *GT EMEA Change Control

1) A clear description of the change

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

3) Why the change needs to be performed during a production freeze  

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) What are the technical steps that need to be performed to complete this change?
· Department Head responds back with approval (EUJFSA).  For Consumer changes only once CAB Manager approval has been obtained Change Control will forward onto the relevant EUJFSA approvers.

· Change Control forward justification and approval for independent review (EUOSMA).

· EUOSMA approval granted.

· Change Control forward all approvals and justification for change for final approval (EUSMTA).

· EUSMTA approval granted.  Change can be installed.

· Unapproved changes will have to be rescheduled outside of the freeze.

All three approvals must be received prior implementation.  No change can continue without EUJFSA, EUOSMA and EUSMTA being obtained first.  

Please note that Change Control will initially send an email to obtain EUSMTA approval, copying in the change requester.  However, in the event immediate response is not obtained it is the change requester’s responsibility to follow-up directly with the approver.

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

	Business Area
	Infoman Department Code
	EUJFSA Approval
	EUOSMA Approval
	EUSMTA Approval

	
	
	
	
	

	TI EMEA
	
	
	
	

	Datacentre
	EUDC
	Alistair Grant
	Mike Mclean

Dara Delamere

Alfonso Lorente

Charlie Tomlins

Kevin Block

Ashley Windsor
	Ashley Windsor

For the deputy list please contact Change Control

	Regional Operations and Services
	EUOS
	Mike Mclean
	Alistair Grant

Dara Delamere

Alfonso Lorente

Charlie Tomlins

Kevin Block

Ashley Windsor
	Ashley Windsor

	Country Business Delivery and Support
	EUCD
	Alfonso Lorente / Dara Delamere
	Mike Mclean

Alistair Grant

Charlie Tomlins

Kevin Block

Ashley Windsor
	Ashley Windsor

	Infrastructure Development/CATE
	EUID
	Nathan O’Reilly
	Mike Mclean

Dara Delamere

Alfonso Lorente

Charlie Tomlins

Alistair Grant

Kevin Block

Ashley Windsor
	Ashley Windsor

	
	
	
	
	

	Global TI
	
	
	
	

	GNCC
	TIGO
	Anthony Riccoboni
	Mike Mclean

Dara Delamere

Alfonso Lorente

Charlie Tomlins

Alistair Grant

Kevin Block

Ashley Windsor
	Steve Ellis

	Global Applications
	TIGO
	Melanie Martin
	Mike Mclean

Dara Delamere

Alfonso Lorente

Charlie Tomlins

Alistair Grant

Kevin Block

Ashley Windsor
	Steve Ellis

	Messaging
	TIGO
	Ian Adams
	Mike Mclean

Dara Delamere

Alfonso Lorente

Charlie Tomlins

Alistair Grant

Kevin Block

Ashley Windsor
	Steve Ellis

	
	
	
	
	

	
	
	
	
	

	Global Consumer Group
	EUCB
	Mike Forster
	Mike Mclean

Dara Delamere

Alfonso Lorente

Charlie Tomlins

Alistair Grant

Kevin Block

Ashley Windsor
	Ian Cramb 

or Mike Forster in his absence. 

	Global Wealth Management
	EUDC (exception)
	Robin Wong
	Mike Mclean

Dara Delamere

Alfonso Lorente

Charlie Tomlins

Alistair Grant

Kevin Block

Ashley Windsor
	Suresh Viswanathan

	
	
	
	
	

	Capital Markets and Banking (CMB)
	
	
	
	

	GTS
	EUEO/EUGP
	Mike Gray
	Mike Mclean

Dara Delamere

Alfonso Lorente

Charlie Tomlins

Alistair Grant

Kevin Block

Ashley Windsor
	Tony O’Connor

Deputies:

Mike Gray

Tim Clark

Amit Patani

	GCOT
	EUCS
	Amit Patani
	Mike Mclean

Dara Delamere

Alfonso Lorente

Charlie Tomlins

Alistair Grant

Kevin Block

Ashley Windsor
	Tony O’Connor

Deputies:

Mike Gray

Tim Clark

Amit Patani

	FICC
	EUFI
	Colin Costello
	Mike Mclean

Dara Delamere

Alfonso Lorente

Charlie Tomlins

Alistair Grant

Kevin Block

Ashley Windsor
	Tony O’Connor

Deputies:

Mike Gray

Tim Clark

Amit Patani

	Equities
	EUEQ
	Tim Clark
	Mike Mclean

Dara Delamere

Alfonso Lorente

Charlie Tomlins

Alistair Grant

Kevin Block

Ashley Windsor
	Tony O’Connor

Deputies:

Mike Gray

Tim Clark

Amit Patani

	CIBIS
	EUDS
	Carol Petheram
	Mike Mclean

Dara Delamere

Alfonso Lorente

Charlie Tomlins

Alistair Grant

Kevin Block

Ashley Windsor
	Tony O’Connor

Deputies:

Mike Gray

Tim Clark

Amit Patani

	Bond Portfolio 
	EUBP
	Roger Vernon
	Mike Mclean

Dara Delamere

Alfonso Lorente

Charlie Tomlins

Alistair Grant

Kevin Block

Ashley Windsor
	Tony O’Connor

Deputies:

Mike Gray

Tim Clark

Amit Patani


NB. For deputy approvals for EUJFSA please refer to the EMEA Regional Change Management Process.
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