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1.0 Introduction 

The Federal Student Aid (FSA) Technology Handbook (TH) provides a web-resident knowledge base containing all FSA Information Technology (IT) authorized policies, standards, processes, procedures, contacts, services and information that is user friendly, personalized, interlinked with relevant content, searchable and easily navigated. The TH and the documents that comprise it continue to evolve through an “evergreening” process in order to remain as current and relevant as possible.  As such, there is a need for a well-defined process to manage additions of new material, modifications of existing items, and deletions of outdated material.

2.0 Technology Handbook Change Management Process

2.1 
Purpose

The TH Change Management Process describes how to manage a TH Change Request (CR) received by the TH Team.  This process is intended as resource for both for those who want to make a change to the TH, as well as those who receive, process and implement the change. This process addresses the need for a formalized change management process to standardize how changes are made to the TH.

 2.2 
Process Definition 

The roles involved in each process step are listed in Section 2.6, Process Steps. This change management process defines the sequence of actions to be taken in managing a CR to the TH. A change request may originate from either a Content Owner or a Requester. Content Owners are responsible for managing the content of a particular area of the TH.  Requesters own document(s) that may constitute a new area of the TH.  Once the requesters’ documents are submitted, accepted and incorporated into the TH, Requesters become Content Owners of the new content area.

The Change Request flows through the process and is worked on by resources throughout the process.
2.3 
Benefits

The benefits of this Change Management Process include:

· Increased efficiency by having a formalized and reusable process for managing CRs to the TH

· Documented history of each change to the TH

· Increased understanding of the TH Change Management process by Content Owners, Requesters, and the TH Coordinator and FSA Net Content Coordinator

· Increased ease of use for all affected parties

2.4 
Process Flow
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2.5
Identification of Roles

	Role
	Description of Role

	Content Owner (or designee)
	Responsible for managing the content of a particular area of the TH (for example, the Solution Life Cycle). Content Owners propose updates or deletions of current documents they own in the TH. They may also submit new documents in their content area.

	Requester
	Requesters own documents that may constitute a new area of the TH. Once the requesters’ documents are submitted, accepted and incorporated into the TH, Requesters become Content Owners.

	Technology Handbook Coordinator
	Responsible for coordinating the TH Change Management Process, and for communicating status of CRs to affected parties.

	SFA Net Content Coordinator
	Responsible for the actual implementation of the changes in the TH; works with the TH Coordinator to complete the CR.


2.6 
Process Steps

	Step #
	Step Description
	Responsibility
	Tools
	Deliverables/ Outcomes

	Start
	

	1. 
	Identify & Submit Change Request (CR)

CR is identified as one of two types of changes:

· Update/delete a document (Content Owner)

· Add a new document (Requester or Content Owner)

The Content Owner may submit updates or deletions to current documents owned. The Content Owner may also submit new documents in the content area owned. 

A Requester may only submit new documents in a new content area.  When these are accepted and incorporated in to the TH, the Requester becomes the Content Owner of these documents in the new content area.

The location where the proposed change will reside within the Technology Handbook (TH) is identified by the Content Owner or Requester.

Proceed to Step 2, Log CR
	Content Owner/ Requester


	E-Mail
	Change Submitted

Type of change identified

	2. 
	Log CR 

The CR is logged and given a unique identification number. 

Proceed to Step 3, Is CR Valid?
	TH Coordinator
	Status Spreadsheet
	CR ID # issued

	3. 
	Is CR Valid? 

The TH Coordinator determines whether or not the CR is complete and valid, according to TH standards (TBD).

· Yes, CR is valid 

Proceed to Step 6, Conduct Impact Analysis

· No, CR is not valid

Proceed to Step 4, Return to Content Owner/Requester
	TH Coordinator
	TBD
	Decision on validity of CR


	Step #
	Step Description
	Responsibility
	Tools
	Deliverables/ Outcomes

	4. 
	Return to Content Owner/Requester 

The CR is returned to the Content Owner/ Requester if the CR is found to be incomplete or does not conform to TH standards. Update log.

Proceed to Step 5, Content Owner/ Requester  Resubmits?
	TH Coordinator
	Email
	Notification to Content Owner/

Requester

Log updated.

	5. 
	Content Owner/Requester Re-submits?

· Yes, Content Owner/Requester re-submits 
Return to Step 2, Log CR

· No, Content Owner/Requester does not re-submit 

Proceed to Step 9, Close CR
	Content Owner/

Requester
	Email
	Decision on re-submission

	6. 
	Conduct Impact Analysis

An impact analysis is conducted to determine where, how and in what format the document will be housed in the TH and what impact it will have on existing material in the TH.

Proceed to Step 7, Complete CR  
	TH Coordinator & Content Owner/Requester
	TBD
	Impact Analysis completed

	7. 
	Complete CR (See Section 3.4, 3.5, TH CR Completion Process)

The TH Coordinator and the SFA Net Content Coordinator share responsibility for completion of the CR. 

Proceed to Step 1 (Section 3.4), Post CR
	TH Coordinator & SFA Net Content Coordinator
	See Sections 3.4, 3.5
	See Sections 3.4, 3.5

	8. 
	Notify Affected Parties CR Complete

Email Requester/Content Owner re: completion of CR

Notify other affected parties

Validate FSA Net Updates (use What’s New Section?)

Proceed to Step 9, Close CR
	TH Coordinator
	Email
	Requester/

Content Owner notified

Affected parties notified

	9. 
	Close CR

The CR is formally closed and the log is updated.

Process is complete.

STOP
	TH Coordinator
	Status Spreadsheet
	CR Closed

Log updated



	STOP
	


3.0 Technology Handbook Change Request Completion Process

3.1 
Purpose

The Technology Handbook (TH) Change Request Completion Process describes how to complete a CR. In particular, it describes the steps that occur between the TH Coordinator and the FSA Net Content Coordinator during the time the latter is involved in the CR Management process.

 3.2 
Process Definition 

This process addresses the need for a formalized change request completion process to standardize how changes to the TH are completed.  This guide is intended as resource for those who want to make a change to the TH, as well as those who actually process and implement changes.  The roles involved in each process step are listed in Section 3.5, Process Steps.

The CR flows through the process and is worked on by resources throughout the process.
3.3 
Benefits

The benefits of this CR Completion Process include:

· Increased efficiency by having a formalized and reusable process for completing CRs to the TH

· Documented history of how each change to the TH was completed or closed before completion

· Increased understanding of the TH CR Completion Process by the TH Coordinator and FSA Net Content Coordinator

· Increased ease of use for all affected parties

3.4 
Process Flow
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3.5 
Process Steps

	Step #
	Step Description
	Responsibility
	Tools
	Deliverables/ Outcomes

	Start
	

	1.
	Post CR

Post the CR to a shared drive in a directory accessible to the FSA Net Content Coordinator.

Proceed to Step 2, Modify TH Table of Contents
	TH Coordinator
	FSA Intranet
	FSA Net Content Coordinator notified

	2.
	Modify TH Table of Contents 

Make appropriate changes in the TH Table of Contents

Proceed to Step 3, Detail and Communicate Changes
	TH Coordinator
	TH
	Table of Contents modified

	3.
	Detail and Communicate Changes

The TH Coordinator will list the changes to the document as outlined in Step 6 (Section 2.4) Conduct Impact Analysis, and communicate them to the FSA Net Content Coordinator.

Proceed to Step 4, Implement Changes
	TH Coordinator
	Email
	Changes to TH listed – FA Net Content Coordinator notified

	4.
	Implement Changes

FSA Net Content Coordinator makes the changes as listed and notifies the TH Coordinator upon implementation.

Proceed to Step 5, Review Changes
	FSA Net Content Coordinator
	TH

Email
	Changes made

TH Coordinator notified

	5.
	Review Changes

The TH Coordinator reviews the changes made by the FSA Net Content Coordinator.

Proceed to Step 6, Changes Complete?
	TH Coordinator
	TH
	Changes reviewed


	Step #
	Step Description
	Responsibility
	Tools
	Deliverables/ Outcomes

	6.
	Changes Complete?

· YES, the changes are complete. Log is updated. 
Proceed to Step 8 (Section 2.4), Notify Affected Parties

· NO, changes are not complete 
Return to Step 3, Detail and Communicate Changes
	TH Coordinator
	Status Spreadsheet

Email
	CR closed

Or, CR returned to FSA Net Content Coordinator

	STOP
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