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MANDATORY CRITERIA 

 
1. Does the tool facilitate the recording and storage of Request for Changes (RFC) in an easily 

accessible format? 

Comments:  Yes.  The recording tool provides easy input formats. 

 

Main entry Screen; 

 
Category                                          Change type           Change Authority 

                 
 

 

Action Type          Priority 
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2. Does the tool allow only authorized personnel to submit RFCs? 

Comments:  Yes.  All access is controlled via group privileges for viewing, creation, and 

edit rights.  From: ‘ITG CENTRE Introduction’Document Control # 180-v2 

 

1. System Administrator attributes. The System Administrator attributes 
allow control to be exercised over the Users of “ITG CENTRE” by 
assigning permissions, passwords, and controlling the Users’ ability to 
see and manipulate data within the system.   
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3. Can the tool support the entry of free text as well as the use of codes for RFC classification 

(category and priority)? 

Comments:  Yes.  The tool has multiple free text areas and supports various RFC 

classifications including classification, category, and priority. 

 

Main entry Screen; 

 
Category                                          Change type           Change Authority 

                 
 

 

Action Type          Priority 
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4. Does the tool facilitate the monitoring and tracking of the lifecycle of a Change request?  For 

example, tracking a Change through the different stages of authorization, coordination, and 
review. 

 

Comments:  Yes.  Using the ‘Search Change Request’ screen, users may tailor a report by 

entering (singularly or a combination of) field criteria to track or monitor specific stages 

or dates of the RFC.  Additionally, users may devise (and save for future use) an ad-hoc 

report to produce desired tracking or monitoring requirements. 
 

 

 
 

Search Screen Report 

 

 
 

     Clicking on any of the hyperlinks will sort the list in descending or ascending order 
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5. Does the tool facilitate the ability to control, read, write, and modify access for Change 

Management staff, Change builders, testers, etc., to update Change records throughout the 
Change lifecycle? 

Comments:  Yes.  Access to CENTRE is provisioned by user ID and passwords at all 

screen field viewing/modifying and reporting levels.  From: ‘ITG CENTRE Introduction’ 

Document Control # 180-v2 

 

System Administrator attributes. The System Administrator attributes allow 
control to be exercised over the Users of “ITG CENTRE” by assigning 
permissions, passwords, and controlling the Users’ ability to see and 
manipulate data within the system.   

 

- Each time the RFC record is modified: 

o The ‘Date Last Updated’ and ‘Last Updated By’ information is captured. 

o The Record may only be edited by the issuer or the Chairman/Deputy 

Chairman until the ‘Status is set to ‘Approved’, then, only the 

Chairman/Deputy Chairman or the ‘Assigned To’ individual may edit the 

record. 

o Each time a change is made to the record, the details of the change are 

chronologically reflected in the ‘Track Changes’ field. 

 

RFC Track Change  
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6. Does the tool facilitate the routing of RFCs to the appropriate authorization bodies as defined 
within the ITIL Change Management Process? For example, Category 1 – Change Manager, 

Category 2 – Change Advisory Board, Category 3 – IT Executive.  

Comment:  Yes.  Users are able to assign the Change Authority, if no authority is 

assigned; the RFC goes to the Best Practices MRB.  All RFC’s generate an alert notice 

that an RFC has been issued to the Authority’s Chair.   

 

 
 

  
 

The system uses a customizable assignment approval matrix which automatically 

approves RFC’s based upon the Category, Change Authority, and the RFC Priority 

 

RFC Approval Matrix 

  



Change Management 

Integration Technologies Group (ITG) ITIL V3 Change Management Assessment 

 Robert R. Vespe               Page 7 of 21 

 

Additionally; the ‘Scan Request’ system can evaluate all RFC’s issued within the past 

day (or any number of days) for a particular change authority (or any elements of the 

request) and provide an e-mail notice and report of these RFC’s to individuals or e-mail 

groups. 

 

E-mail notice of Software Engineering RFC’s for the past day. 

 
 

E-mail Message 

 
 
 

7. Does the tool facilitate the ability to reject Changes? For example, status of reject, ability to 

record reason for rejects notification to the Service Desk and End Users. 

Comments:  Yes.  If the status of the change request is set to ''Denied'' the system 

automatically notifies the issuer”.  Information on the rejection is recorded within the 

‘Action Summary’ of the RFC. 
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8. Does the tool facilitate the recording of impact assessment information within the Change 

record in order to support the Change authorization process? For example, the embedding of 
attachments such as technical reviews and reports. 

Comments:  Yes.  Information assessment can be captured by inputting support 

information into the ‘Change Analysis’ screens, and the RFC supports the embedding of 

attachments. 
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9. Does the tool facilitate the production of Change schedules? For example, build, testing, and 

implementation schedules.   

Comments:  Yes.  The RFC maintains several dates (Begin Work Date, Desired 

Completion date, and, Due Date) which may be queried via the search screen or by using 

the Ad-hoc reporting system.  The RFC may also include software requirements or 

Project CI’s to facilitate the collection of the current on-going work requirements. 

 

Ad-hoc Report Generation Selecting Desired Fields and Dates 

 
 

Simple Adhoc Report by Begin Work Date 

 
 

Export of the report to Excel for easy manipulations of the data 
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10. Does the tool facilitate the recording of back-out procedures within the Change record? 

Comments: Yes.  Back-out recording is provided within the RFC. 
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11. Does the tool facilitate the scheduling of Change reviews for implemented Changes after 
definable time periods? 

Comments:  Yes.  The RFC has a ‘Post Implementation Review tab which allows 

the establishment of a review schedule.  Automatic notification is sent to the 

issuer when a review is due.  
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12. Does the tool facilitate customization of reporting functions? For example, ability to build 
custom report types based upon multiple field, multiple record selection. 

 

Comments: Yes. This can be accomplished using CENTRE’s Ad-hoc reporting module.  In 

this example, the change request data may be interrogated.  Additionally, most of 

CENTRE’s entry screens provide search capabilities on any single or combination of 

fields. 

 

Ad-hoc screen 

 
 

Change Search Screen 
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INTEGRATION CRITERIA 

 

Terminology 

1. Does the tool's use of terms and definitions align with ITIL terms and definitions? 

Comments: Yes. 

 

Incident Management 

1. Do facilities exist for establishing and maintaining the logical association between Incidents 

and Changes? For example, automated linkage when a Change record is created based on an 
existing incident record. 

Comments:  Yes. The Incident maintains links to associated RFC’s and vise versa. 

 

 

 
 

RFC Linkages 

 
 

Links to Incidents 

 
 
Links to Problem Records 
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2. Does the tool facilitate the communication of Change information and schedules that can 

be distributed to the Service Desk and user groups? For example, the use of email, 
change schedules and whiteboard communication methods. 

 

Comments:  Yes.  All change requests are identified on the user’s home screen.  The user has the 

option to view the stages of their individual RFC’s or view the stages of all RFC’s  
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Problem Management 

 
1. Do facilities exist for establishing and maintaining the logical association between Problem 

Records and Changes? For example, automated linkage when a Change record is created based 

on an existing problem record. 

Comments: Yes.  The linkage between the RFC and the Problem record is facilitated on 

the RFC ‘Configuration Items’ screen.  Problem Records may be identified as ‘Problem’, 

‘Known Error’, or, ‘Closed’.  Additionally, Problem records maintain links to RFC’s 

 

RFC 

 
 

RFC Linkages 

 
 
Links to Problem Records 

 
 

Problem Record Links 
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Configuration Management 

 

1. Does the tool facilitate the task of updating CI information in the CMDB? For example, is the 

Change tool integrated with the CMDB to the level that CI records can be associated to the 
Change record and be updated as part of the Change Management workflow? 

 

Comments:  Yes.  CENTRE facilitates this by maintaining the CI information and linkage 
within the RFC 

 

 
 

RFC Linkages 
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2. Is the change tool able to access CI detail to assist in the assessment of Change authorization? 

For example, the use of impact information such as relationships and CI criticality when 
considering authorization of a Change request? 

 

Comments:  Yes. The change management record links to the CI via the selection of 

configuration items source records. The CI record maintains the Urgency, Impact, and 

Priority values which may be used in the authorization of a change request. 

 

Selected CI’s associated to the change record 

 
 

CI 

 
 

The CI may also identify dependencies when considering RFC’s 

 
 

 
 

 



Change Management 

Integration Technologies Group (ITG) ITIL V3 Change Management Assessment 

 Robert R. Vespe               Page 18 of 21 

 

Release & Deployment Management 

 
1. Does the tool facilitate integration with Release and Deployment activities by supporting 

Release and Change workflow integration at the task and record level? 

 

Comments:  Yes. RFC’s become Software Requirements when approved and scheduled.  
Software requirements get bundled to form a release (delta, full, etc.)  Software requirements are 

linked to the change request and project task where hours are estimated and captured. 
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Release 4.5.9. including Requirement 743 
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OPTIONAL CRITERIA 

1. Does the tool facilitate the identification of post implementation impact and resource utilization 
for completed Changes? For example, are Incidents and Problems resulting from an implemented 

Change easily identified? Also, can planned vs. actual resource utilization be tracked and 

analyzed? 

 

Comments: Yes.  The tool maintains post implementation review notes and dates.  

Problem record ID’s are hyperlinked within the RFC record and the Problem records 

maintain a list of the incident(s).  The RFC may also be linked to the ‘Project 

Management’ system to track and analyze the planned vs. actual utilization of project 

resources.  
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