Create a Change Request

A UFIT TeamDynamix How To Document

Updated by Nicholas Linney on 08/06/2024
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Audiences

This “How To” Knowledge Article is intended for UFIT Staff who use TeamDynamix,
specifically to include Technicians and Administrators in the following roles:

e Change Requestor

e Change Implementor

e CAB Approver

e Other UFIT Technicians

Important Information

Throughout this document, instructions are provided for navigating the various
workflow steps in TeamDynamix. It is important to note that some of the workflow steps
can take up to 5 minutes to complete. This is normal and the workflow will proceed to the
next step automatically.
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Change Types Overview

Normal Change: A Normal Change is a change that requires a full assessment, authorization, and
scheduling process. It’s not pre-authorized and is typically implemented to introduce significant
modifications to the IT environment. These changes can range from minor to major, with varying levels of
impact and urgency.

e Bullet Points for Identification:
o Requires full change management process
Not pre-authorized
Can be minor or major
Needs to be scheduled and assessed for risk

O O O O

Must be authorized before implementation

Standard Change: A Standard Change is a pre-authorized, low-risk change that is well-known and follows a
specific procedure or work instruction. These are routine changes that have been performed enough times to
be standardized and often automated.

o Bullet Points for Identification:
o Pre-authorized and low-risk
Well-known with documented procedures
Often repetitive and routine
Can be automated due to their standard nature

O O O O

Does not require approval from the Change Advisory Board (CAB) for each implementation

Emergency Change: An Emergency Change is a high-impact, high-urgency change that cannot go through
the normal change process due to its time-sensitive nature. It is typically enacted in response to an urgent
issue that poses immediate risk to business operations, such as a major incident or security threat. This type
of change requires an expedited assessment, authorization, and implementation process, to oversee and
approve the change swiftly.

. Bullet Points for Identification:
o Highurgency and impact: Requires immediate action.
o Expedited process: Fast-tracked assessment and approval.
o Forcritical issues: Such as server failures or security vulnerabilities.

Normal vs Emergency Change Workflow

e ForNormal Change Requests, the Approval Process occurs prior to the
Implementation Task in the ticket workflow.

e Emergency Change Requests run the Implementation Task and Approval Process
simultaneously. All Approvals must be completed before the Change Request can
move to the Final Disposition step.

e Aside from these details, Local CAB Approvals and UFIT CAB Approvals are
performed the same way for both Normal and Emergency Changes.
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Creating the Request in TeamDynamix

1. Signinto TDNext. https://ufl.teamdynamix.com/TDNext/Login.aspx

2. Click the IT Tickets Tab
3. Select “+New” then Change Form
TeamDynamix @ UF Search or en

Desktop People IT Tickets » x My Work Analysis

& Refresh # Edit IT Tickets Desktop + Service Request Form + Report L Reports
a . -

Incident Form
Tleet Aglng Repo Parent Ticket

Parent Ticket

Groups

4 Tickets

Assigned To Me

Awaiting My Review > 90 Days Change
Awaiting My Approval | | Change Form
Awaiting Approval

Service Request

Incidents 61-90 Days

Parent Tickets Service Request Form

Changes
2 3160 Days
Service Requests
4 Standard Reports
16-30 Days

Ticket Aging

Ticket Performance

4. Select Change Type: Normal, Standard, or Emergency

¥} Change Form - Work - Microsoft Edge

ufl.teamdynamix.com

»

Change Form

Classification: Change

Form *

Change Form Reset
Change Type

Start typing...

| Q

Standard

Emergency
Acct/Dept * @

Start typing.. v Q x
Change Implementer * @

Start typing. 1 Q X

Notify Responsible

Status @

New

Change Status *

Note: A Standard Change MUST be pre-authorized, while an Emergency Change
will move to implementation simultaneously with the authorization process.
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Filling out the Form

5.

Select Change Owner:

Most of the time, the Change Owner will be the person who is submitting the
Change. In some cases it may be different. Confer with your Supervisor or Director if
you are uncertain.

Select Change Implementor:
The Change Implementor will be the person who performs the work once the
Change has been approved by all relevant CABs.

Leave Ticket Status and Change Status on their default value of “New”.

Ticket Status tracks the ticket lifecycle through New > Assigned > In Progress >
Resolved > Closed, while the Change Status tracks the Change lifecycle through
New > Approving > Scheduled > Closed.

Fillin a descriptive Title for the Change.

Select the Change Approver Group. This will be the Local CAB which is the primary

responsibility for Reviewing the Change.

* CAB Approvals will be bypassed for a Standard Change. Ensure your Standard Change is pre-authorized
before submitting it.

Change Title * @

Change Approver Group
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10. Fill in a detailed description of the work which will take place if the Change is
approved.

11. Select the Reason for Change. The choices are “User Request”, “Vendor
Recommended/Required Changes”, “Business Requirement”, “Incident/Problem”,
and “Periodic Maintenance”.

v Change Form - Work - Micrasoft Edge

@ ufl.teamdynamix.com

CAB IT Service Management T
Description * @
Format  ~ Font - Size *A- BT USX x I,

2 Hhe

This is a test change ticket to perform a test of the Change Workflow automation

body .

Reason for Change
Start typing
| Q
User Request

Vendor recommended/required changes

Incident/Problem

Periodic Maintenance

Service * @
L

<

12. Select the Impact and Urgency.

¥} Change Form - Work - Microsoft Edge

ufl.teamdynamix.com

Attachment @

Browse.. | No file chosen

Change Priority *

Start typing..

Service * @
Start typing... la | x

Urgency @

Low

Impact @

‘ Affects Group v‘

Affects User

Affects Group

Affects Department
ion

Affects Organizati
Fropu are
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13. Select the Start Time and Date and End Time and Date for the Change. These times
indicate the implementation window.

¥ Change Form - Work - Microsoft Edge

[a] ufl teamdynamix.com

Proposed Start Date * @

7/24/2024

Proposed Start Time *

8:00 AM

Proposed End Date * @

7/24/2024

Change Proposed End Time *

Start typing.

6:00 AM
6:30 AM
7:00 AM
7:30 AM
8:00 AM
830 AM

930 AM

v

14. Select the Asset/Cl for the Change. If you need to use the advanced search criteria
to locate the Asset/Cl, click the magnifying glass to open the Configuration Item

Lookup in a new window.

* A Configuration Item is required. Work with your department to identify the correct Cl for the Change.

15. There you can use the Search and Filtering settings to narrow your search.

[ semen ]|+ oencooceed
Search Cl Type(s)
Location Start typi Q x Room
Owner Start typing. Q  x
w Asset Filtering
User Start typing Q  x Using
Acct/Dept
Manufacturer Start typing v Q x Owning
Acct/Dept
Supplier Start typing. v Q x
Product
Model
Status
» Custom Attribute Filtering
Item ID & Type 3 Name +
262 Senvice Account Review / Budget Inquiry
O 230 Senvice Account Summary Review / Account Summary Review
263 Service Account Summary Update / Account Summary Update

Service

Owner %
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16. Fill in the Risk Description, Risk Mitigation, Backout Plan, and Communication Plan
fields.

- a
B Save
Risk Description *
Some emails may be generated by the test
P
Risk Mitigation *
Adequate notes left on ticket to indicate it is a test change ticket
P
Does this change impact end users? *
No
Back Out Plan *
The change ticket can be cancelled if the automation does not function as planned.
4
Communication Plan *
Coerdination via Microsoft Teams with department members to implement change as a test
.
v

17. Optionally, fill out the Scheduled Notes, Public Announcement, Expedite (choose
Yes or No) and Expedite Notes fields.

¥ Change Form - Work - Micresoft Edge

a
()

ufl.teamdynamix.com

Scheduled Notes

Public Announcement

Expedite

No x v

Expediite Notes

Change Final Di

* Expedited Change Requests have additional requirements. Please work with your department’s
leadership to ensure your expedited changes follow your departmental procedures for expedition.
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Submit the Change for Approval

18. Once you are satisfied that all of the fields are correct, and the Change Request is
ready for the CAB Approval processes, a technician may submit the Change for

Approval.

¥ Change Detail - 14465 Test Change Automation - Work - Microsoft Edge
a

& ufl.teamdynamix.com

Test Change Automation

Change ID: 14465 A @

Created Last Modified
Wed 7/31/24 3:31 PM by APl User Wed 7/31/24 3:31 PM

Age
0 hours old

Reviewer Responsibility
Unassigned UFIT IT Service Management

General Tasks/Activities People T&E Children (0) My Alerts (0) Assets/Cls (0) Read By (2)

Normal Change Management

@ History &k View Prograss

Current Activities (1)

Estimated Hours Actual Hours
0.00 0.00

Change Type
Normal

Submit for Approval
Choice Step
Nicholas Linney

~ Submit for Approval @ Re-send Notification

Change Status
New

Change Approver Group
CAB IT Service Management

Reason for Change
Business Requirement

Change Priority
3

Proposed Start Time
200 AM

Attachments (0)

Drag and drap attachments here to upload.
A mazimum of 20 M8 can be uploaded at once.

** Note that when you make a selection, you will be prompted with a dialog to enter any optional

comments.

Submit for Approval
Submit for Approval

Save Cancel
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Approving a Change

Change Requests must go through an Approval Process in order to be compliant with the
Change Management Process.

Standard Change Requests are pre-approved, and so their Approval Process occurs prior to
the creation of the Change Request ticket.

Local CAB Approvals

1. When a Change Request is ready for Approval by a CAB Group which you are a
member of, you will receive an email notification from TeamDynamix.

uD UFIT Service Desk <servicedesk@ufl.edu>

-
| g

Workflow Step Assignment

step.

You, CAB IT Service Management, and UFIT IT Service Management are assigned to the "Local CAB Approval - ITSM" Approval workflow

To act on this Approval step, click the link below:
Local CAB Approval - ITSM Workflow Step

Change Details

Change 14465
Test Change Automation

Notified

2. Click onthe link in the email, or navigate to the Change Request in your TDNext
Technician Desktop. Depending on which option you choose, you will see one of the
two following pages:

Followed link from email: View from TDNext:

m‘ Information Technology 8+ | e Q8 renons Lomy
UNIVERSITY of FLORIDA

ge Automation In Progress

Current Workflow Step

+ Approve Normal Change Management
Change Details

Iy
P S — # Re-send Notification
SM o
Roquostor .
Nicholas Linney ol

Leadership Approval C

Attachments {0) +

Fropasod Start T
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3. To Approve the Change, click the Approve button. If using the TDNext view, make

sure to choose the Approve button for the Local CAB Approval.

Current Activities (2)

Local CAB Approval

v e )

v Approve

X Reject

CAB UFIT Review

Approval Step

ITSM O

CAB IT Service Management, UFIT IT Service Management

# Re-send Motification

O

CAB UFIT, UFIT IT Service Management

v Approve

X Reject

# Re-send Notification

4. To Reject the Change, click the Reject button. If you only wish to wait to review the
Change at another time, do not click Reject, as this will send the ticket to a

Rejected Final Disposition.

CAB UFIT Review

1. Changes approved by Local CAB will be reviewed by the UFIT CAB at the weekly CAB
meeting. After successful review, the IT Service Management team will mark the

changes as approved.
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Implementing a Change

1. Once a Normal Change has been Approved, or as soon as an Emergency Change

has been created, it is ready to be implemented. The Implementor should perform
all work tasks related to the ticket and then select “Mark Complete” on the

Implement Change Task activity.

5 Change Detail - 14465: Test Change Automation - Work - Microsoft Edge

a] ufl.teamdynamix.com

Test Change Automation
change 1D: | 14465 A0

General Tasks/Activities People T&E Children (0) My Alerts (0)

Service Management / TeamDynamix

Urgency Priority
Medium Medium

Created Last Modified
Wed 7/31/24 3:31 PM by APl User Wed 7/31/24 4:29 PM

Age

17 hours old

Reviewer Responsibility

Unassigned UFIT IT Service Management
Estimated Hours Actual Hours

0.00 0.00

Responded

Wed 7/31/24 3:54 PM by API TDX WebService

Change Type
Normal

Change Status
Scheduled

Change Approver Group
CAB IT Service Management

Reason for Change
Business Requirement

In Progress

Assets/Cls (0) Read By (5)

Find Referenced

Workflow

Normal Change Management

@ History  ofa View Progress

Current Activities (1)

Implement Change Task
Workflow Task
UFIT IT Serv

Management

v Mark Complete | @ Update  #" Edit

Attachments (0)

Drag and drop attachments here to upload.

A maximum of 20 ME can be uploaded at once.
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Set the Final Disposition

2. Once all approvals are done, and the Change Task has been completed, the Current
Activities section will show several options to Set the Final Disposition. Make the
appropriate selection based on the results of the work performed.

¥ Change Detail - 14465: Test Change Automation - Work - Microsoft Edge

ufl.teamdynamix.com

Test Change Automation In Progress
Change ID: 14465 S @
General Tasks/Activities People T&E Children (0) My Alerts (0) Assets/Cls (0) Read By (5)

Service Management / TeamDynamix Find Referenced

Urgency Priority
Medium Medium

Woarkflow
Created Last Modified

Wed 7/31/24 3:31 PM by APl User Thu 8/1/24 8:42 AM by Nicholas Linney
Normal Change Management

Age
17 hours old (® History & View Progress
Reviewer Responsibility
Unassigned UFIT IT Service Management Current Activities (1)
Estimated Hours Actual Hours
0.00 0.00 Final Disposition - Normal O
Choice Step
Responded UFIT IT Service Management
Wed 7/31/24 3:54 PM by APl TDX WebService
~ Successful + Completed with Issues
Change Type ~ Failed + Postponed + Cancelled
Narmal # Re-send Notification

Change Status
Scheduled

Attachments (0) +
Change Approver Group
CAB IT Service Management

Drag and drop attachments here to upload.

Reascn for Change
Business Requirement

A maximum of 20 ME can be uploaded at once.

Successful

This Final Disposition indicates that the Change Task was implemented as planned without
any issues. It signifies a smooth transition and completion of the intended modifications.

Postponed

This Final Disposition is used when a Change cannot be implemented at the scheduled
time and needs to be rescheduled. It may be due to unforeseen circumstances or the need
for additional preparation.

Cancelled

If a Change is no longer required or if it’s decided that the Change should not proceed, itis
marked as Cancelled. This status reflects a decision to halt the change process entirely.

Page 14 of 16



Completed with Issues

This Final Disposition means that while the Change was implemented and the objectives
were met, there were some issues encountered during the process. These could be minor
setbacks or complications that did not prevent the Change from being completed.

Failed

This Final Disposition is assigned when the Change could not be successfully
implemented. It indicates that the process encountered significant problems that could
not be resolved within the scope of the initial Change plan.

Rejected

The Rejected Final Disposition does not appear as a selectable option, and is assigned via
automation when a Change is rejected by one or more CAB Groups.
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