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Change Management Process is one of the principal processes in Service
Support publication of ITIL framework. It involves establishing standard processes for
managing changes and controlling the status of various configuration items (Cls)
essential to IT services. The objective of change management process is to align the
changes of Cls to business needs and have minimal impacts on services provided. ITIL
recommends the following activities to be part of Change Management Process, that is,
Recording of request for change (RFC), Accepting RFC for approval, Classifying priority
and category of RFC, Approving the change, Planning the change, Building and testing
the change, Implementing the change and evaluating after implementation. Contributing
to the importance of Change Management Process for IT service support, this research
designed the workflows of required activites in the Change Management Process based
on ITIL standard, providing the well-defined Change Management Process that is easy
to understand and operate. In addition, the system was developed to facilitate the
operations by using Web Service technology and Business Process Modeling which
uses the workflow concept to drive process operations. With the selected solutions, the
implemented system is flexible and capable of linking with other systems for IT service

supports.





