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CRM Tool Configuration Changes & Table Management Standard

1. General Statement of Purpose

1.1. The purpose of this document is to outline the process of performing configuration changes
and table management in the CRM Tool.
2. Scope
2.1. This document applies to all configuration changes and table management in the CRM Tool.
3. Discipline
3.1. Service Management Standards

4. Instructions

4.1.
4.2.
4.3.
4.4,

4.5.
4.6.

4.7.

4.8.

When a configuration change or table management change needs to be made, a CRM
Administrator makes the change in the Development environment (Dev).

The CRM Administrator validates the change in Dev.

Another CRM Administrator then validates the change in Dev.

Once at least two CRM Administrators have validated the change and approve of the result,
they move the change to the Test environment (Test).

The CRM Administrator validates the change in Test.

The CRM Administrator then identifies at least two test users (outside the CRM
Administrators) to validate the change in Test.

When the test users approve of the result, the CRM Administrator creates a Change Ticket in
the PPM Tool and follows the Change Management process. Refer to the SOP, 06.3.1
Change Management Process.

If the change is approved by the Change Approval Board (CAB), as documented in the
Change Management Process, then the CRM Administrator moves the change to the
Production environment on the approved date.

5. Roles and Responsibilities

5.1.

CRM Team

5.1.1. Makes and validates the change in Dev.

5.1.2. Moves the change to Test; validates the change again in Test.

5.1.3. Has at least two test users (outside the CRM Administrators) validate the change in
Test.

5.1.4. Creates a Change Ticket for the change and follows the Change Management
Process.

5.1.5. Moves the change to Production on the approved date.
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5.2. Test Users

6. Limitation or Implementation Notes

6.1.

5.2.1. Validate the change in Test.

All configuration changes and table management changes must be made in the

Development environment and follow the process described in this document.

7. References

7.1.

06.3.1 Change Management Process




