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# # 4871435921 : MAJOR COMPUTER SCIENCE
KEY WORD: CHANGE MANAGEMENT / ITIL

-

Chang c ssshis ‘one of the prifeipal processes in Service

Support publical ifamgvork St involves, establishing standard processes for

managing change us configuration items (Cls)
. “,

essential to IT g [ ' e ange managemenl process is to align the

& on services provided. ITIL

recommends the follgiWingiaclvilies 10-0e, Chan “"t' anagement Process, that is,

Recording of requast fog ff,l,'x;j; G forapproval, Classifying priority

and category of RFC, Abprgyiig.the.chang 1ing the change, Building and testing

e ———_

the change, Implementing the change and: jating after implementation. Contributing

to the imporapce ofd [sservice.support, this research

designed "" \:’1.;'"rf','ft‘.,‘;!f,‘%i.,f',l“!Q.EI-i“hurlii--'.'J-":'-[.';-"’";:. 5 E ment Process based
! ] N
i b i .
on ITIL standare, p igement Process thal is easy

b | i
- Ir age
to undersland J d operate. In addition, the system was déveloped to facilitate the

operations by usi@Eb Service technﬂlcey}and Business Process Modeling which

use \w o) afibe . ted solutions, the
tmpﬂnt C ﬂﬂm Ejmmmmms for IT service
_ﬁ‘“’_"s- . & LV
RIAINIUNRINGIAY
Department : ..Computer Engineering.. Student’s signature : %'”"L

Field of study : ...Computer Science..... Thesis Principal Advisor's signature \/‘LT J"’(‘

Academic year : ...2008....
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1 (=3 ga
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% el raret

A ChangeManagementService Web Service - Micrasof ‘net Explore

Fle Edit View Favorites ™ Tools J—Im 1‘. y
O - © - W RifaAea i S SRS
————— B k> &-

ription.

indPreblemToRFE
Cra "J FC

GetArchivgRFC

Y

s GetRFCfromIncident

+ GetRFCfromProblem
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‘2 Untitled Page - Microsoft Internet Explorer
Edit View Favorites Tools Help a

File

Q- O -HEb

Address | @] http:/flocalhost: 1174 TestwsDefault, v | B Go  Links > @ -

[CJ Search ﬂ? Favarites

AU

Title e eb senvice
n W

Description st forgwegenice |
ER W A Jaar

Change R ‘lf jar "F
IrJ.’ r e o

e
2iih b =
. W F @ " | i i j

’j“ﬂ‘Vl 57 mfammm@famﬁwﬁmmnmmnl@Lﬁmma CreateRFGy /
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2l ChangeManagementService Web Service - Microsoft Internet Explorer o=

File Edit View Favorites Tools Help

Omsi- © BB G Pos froee @ 25 8- B HB
v oo ks P &Y

ahttp:fﬂomlhosthhangeManagememServicefChangeManagementServioe.asmx?op BindCItoRFC

E

Address

ChangeManagementService

[

BindCItoRFC
Test

To test the operation using the H

Parameter Value

RFCID:

CIID:

MainFlag:

SOAP 1.1

The following is a sample 38
values.

==d to be replaced with actual
H\ ]
) 3

L J Local intranet —I

CItoRFC

=
€] Done -
JU7 68

e.asmx/BindCltoRFC- Mi aft Internet Explorer |Z||§Hz‘

ar
43
v|BYso | unks ” @Ry

A http:/flocalhost/ChangeManagementService/ChangeManagement Ser

Tools  He

File Edit View Favorites

Qe - © - ¥ [ G

Agdress |&] http:/flocalhost/ChangeManagementSeriife

_-,,W ’é’

<?xml version="1.0" encoding="utf-8"
<string xmins="http: f/changema

ﬁ'*"‘ p) 1R f ~) §
Q m:aﬁ: T dhld VI 1 d Vi iS4y [

q 7171 59 Fetantiaenadnsueinisrenldiiuimesia BindCItoRFC




Qﬁﬂﬁﬁﬂim 1RIINYIAY

@ ChangeManagementService Web Service - Microsoft Internet Explorer

File Edit View Favorites Tools Help #

Qo © X @ G| Lo S @ 35 3 - Bl B3

Address ahttp:,HloaIhosthhangeManagemem‘SerwoefChangeManagememSerwoe.asrnx?op=B|ndProbIemToF A . Go Links ** @ <

ChangeManagementService

Click here for a complete list of operations.

BindProblemToRFC
Test

To test the operation using the

Parameter  Value M —

RFCid:

SOAP 1.1

The following is a

eplaced with
actual values.

POST /ChangeManag
Host: localhosg
Content-Type,
Content-Lea
SORPActia

. )

&

&] pone i B I

_..i .-"'la- ..."1

2 http://localhost/ChangeManagementSar igeManagement® BindProblemToRFC - Microsoft Inter... |._HE||£
Eile Edit View Favorites Tools Help . #

« L (o earn, ui | 4 = ¥
0w © 1 B ¢ 255N Al L & 0 H 3
Agdress@hrm:,{m!hosnfcha geManagementService /Changel ! Go Links > &~

<?xml versiol
<string x

ﬂ‘iJEJ’J‘V]&JWﬁW&J’]ﬂ‘ﬁ

a = [ [ (R | E Local intranet —I
717 61 FetentinaenadnsreinsGanldiivimasia BindProblemToRFC
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2 ChangeManagementService Web Service - Microsoft Internet Explorer

File Edit Wiew Favorites Tools Help #

Ont O [HEAG Lo oo @ 3-2 @-JREES

Address @htb:l:fﬂamIhosthhangEManagememServicE,{ChangeManagemEmSErvicE.Esrnx?ap=BindIncidEntTuF|V .Go Links ** @ =

ChangeManagementService

Click here for a complete list of operations.

BindIncidentToRFC ‘
Test b

To test the operation using ti Ty, . rotocol, click the

Parameter Value —

RFCid: 75

IncidentlD: Wj

SOAP 1.1

The following is a samp
actual values.

POST /Chg anage
Host: T host
Content-Tvpe: @
Content-Lengg
SOAPAction,

]

=

A http://localhost/ChangeManag = mentService/ChangeManagemen smx/Bindln ntToRFC - Microsoft Inter... |L”E”£

Fle Edit View Favorites To Hel é’ﬁ o
O © NEG Heas Dﬂ«%&
| B nks | &y~

address [ ] htep: mom|host,rchangEManagemen ervic

<?xml version="1.0"
<string ¥Mlas="h

VY

E * g
iﬂ‘L!EJ’J'ﬂEJ‘V]‘ﬁWEJ']ﬂ‘i
QW‘]MJJLI%T}WHW&

q I g Local intranet
gﬂ?’l 63 ﬁlQﬂ?_l’]\'iﬂu'WﬂN@ﬂWﬁﬂﬂ\?ﬂrl?Lﬁ‘ﬁlﬂIﬂjLQULGII@?Q@ BindIncidentToRFC




ngeManagementService W
File Edit View Favorites Tools Help #

Q- Q MR G P Yo @ R & -JEKED

Address a http:/flocalhost/ChangeManagementService /[ChangeManagementService asmx?op =GetRFC

GetRFC

Test
To test the operation using the

Parameter Value

RFCID:

SOAP 1.1

anagementSery Nge ge 3] siix/GetREC crosoft Internet Explorer

; F;oribes ols Hel‘ F
Qu+ @ HRAG

Address ] http:flocahhost/ChangeManagemehis

Ele Edit

View

D@?ﬁ.ﬁ
v B |Lnks > &~

- =diffgr:diffgram xmins: msdata="rn:€ _ = mlns: diffgr="urn:schemas-
oft-com:xml-diffgram-v1">

>
_CHNG_DTTM=>2008-08-31 :00:01 200 </EXPECT_CHNG_DTTM:>

R ST_BY>pasit</REQUEST_BEY>

<REQUEST_DTTM=>2008-08-15T16:28:58+07:00</REQUEST_DTTM=>

<STATUS ESC>Initial</STATUS_DESC>

(ACCEP 'I_I'M >2008-08-15T16:29:46+07 CCEPT_ACTY_DTTM=>

(ACCE PT A MMENT)ACCE it </ ACCEPT_ACTY_

ith
SI CTY D
OM
RF P
TEGOR >TYP1 L=/l

<CLASSIFY BY)SmItthLASSIFY BY >
<APPROVE_ACTY_DTTM>2008-08-15T16:31:54+07:00</APPROVE_ACTY_DTTM=
<APPROVE_ACTY_COMMENT >Approve </APPROVE_ACTY_ COMMEN

<APPROVE_BY =sam</APPROVE_BY >

a Done | Q Local intranet

SR Vg1 &\
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hangeManagementServi

File Edit WView Favorites Tools Help #
Qs+ © XA G P frroone @ 35 & - B E B
Address ahtn:l:ﬂloalhost,.fChangeManagemenServiceIChangeManagemeniServioe.asrnx?o etRFCa b Go Links ** @ -

S0AP 1.1

The following i= 3@ =ample
actual values.

POST /Chan
Host:
Content-Iype:
Content-Lengt
S50RPAction:

pce™ xmlns:xsd="http |

Tl W\ >
&LV

T ‘ GetRFCci
3 I3

.ﬂl':‘;'a---"l i/,

ocalhost/ChangeManagementSe ngeManagements GetRFCci - Microsoft Internet Explorer

File Edit Wew Favorites Tools Help -ﬂ #

|

"4 Local intranet

O © KRG Qe S ) B € E 3
Address@http focalhost/Chang t A4 .Gc Links ** @'
- 2
ccurs="0" /=
SISequUEnce:
%s:complexTypes
</xs:element
</xs: chcl
EA-H comp\e y;n
£ e =
: Ins:msdata="wrnisc oft-c wmins:diffgr 5-
zxml
xmlns—
m - <Tab\e diffgr:id="Table1" msdata:rowOrder="0">
<Cl_ID>34</CI_ID>
<c1 CODE>SAN2 SAN.34</CI_COD U
h\e w@rd i
nicke 2U
ble>
</NewDataSet> B
</diffgr:diffgram= v
@ Done || I [ [ | Q Local intranet -l

7U71 67 FostntihaauadnsaeinsFanldiivmesia GetRFCei
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File dit View Favorites Tools Help #

Qs - Q MR G P Yo @ R 0 -[JEKHEB
Beo ks > -

Click here for a complete list of operations.

GetArchiveRFC ‘

Test
To test the operation using t

Parameter Walue

ol, click the 'Inval

RFCID: 73

SOAP 1.1

The following is a sam

replaced with actual
values.

Host: localhost
Content-Type:
Content-Leng

<

@ Done

" xmlns:xsd="http:/ |
5 |

| Wj Local intranet J
ArchiveRFC

http
Edit

Eile View Favorites Tools

G st ti) ﬂ_

@ @3

"U,-\ i Links * %'

A\

i

Address i@} 2200,

8

iffgr:id="Tablel" msdata:rc
D>73</REC_ID>
=Test Again</T] =

PTIOM >Test Again</DESCRIPTION=
GE_REASON=Test AGain</CHANGE_REASON:>
<CHANGE_RISK=Test Again</CHANGE_RISK:>
<CHANGELEBENEFIT >Test Again</CHANGE_BENEFIT >
<EXPECEC TTM >2008—09—15T18:00:00+IW/EXPECT7CHNG7DTFM>
<REQUEST_|

>test</REQUEST_BY>
< EST. 2 - 1 7:
<AGEEPT_ACTY_DTTI 4:23+07:00 T DTT
<ACCEPT_A OMMENT >Agcept</ACCEPT_Al COMMENT >
1 D _BY=smith4/DECIDEDLB) | = 1

<CLASSIFY_ACTY_DTTM=>2008-09-03T15:15:46+07:00</CLASSIFY_ACTY_DTTM:=
<CLASSIFY_ACTY_COMMENT =Classify </CLASSIFY_ACTY_COMMENT =
<PRIORITY =2 </PRIORITY =

<CATEGORY >2</CATEGORY

<Cl Cl
:22: 200 </ APPROVEL Al
P | ] i PPROVE_A! Co N >
<A 5
<PLAN_DTTM=2008: 5 E LAN_| M=

q <PLAN_BY =john</PLAN_BY >
<BUILD_DTTM>2008-09-03T16:18:57.047+07:00</BUILD_DTTM>
<BUILD_CONCLUSION >Build </BUILD_CONCLUSION =

SPITE P AARES L IPE P e el IO TR SARLST L IRE DA

a Done i"j Local intranet
7171 69 FnetientihasuadnsaainisFanldiiumeia GetArchiveRFC




ChangeManagementService Web Service - Microsoft Internet Explorer

File Edit View Favorites Tools Help

Q- © A B O P frronn @ 2% @ - B EESB

Address @http ‘localhost: 2200/ChangeManagementSe Links ** @ -

ChangeManagementService

Click here for a complete list of operations.

GetRFCfromProblem

Test
To test the operation using

Parameter Value

ProblemID: |9999

SOAP 1.1

The following is a eplaced with actual

values.

S50APAction: "ht

<?xml versi
s:xsd="h1:1:p:z‘v|

iﬁ ﬁ\ &
. £ ir ” f_ &\ l\ l‘qt S5 ocalintanet
9117 70888 fﬂ' 1411119378 S(RFCiromProblem

2 http calhost:2200/Change/\anagementService/Change Managemen ice GetRECfromProblem - Mic... z|
Favorites T HEIPJ - - #

File Edit View T
- TS
Q- © B @0 o SLEMES
Address Ehttp fNocalhost: mcmhangeManam&M £.a5 etRFCfromProblem b . Go | Links * @ >
uﬁf.."“;’ﬂ' % .-" r &
<?xml version="1.0" en jf
1l Ins—"http f{changemanagement‘
Isequences
s:element name="PROBLEM_ID" type="xs:string" manccurs—"D"
~ <xs:element name="RFC_ID" type="xs:int" mnOccurs="0" />
<,v’xs quence>
<fxs pe> A
Q(XS elel T
Hj Yﬂ 8 l I j 8 ﬂ i
</ x8Is | ] I I |
<d|ffgr diffgram xmins:msdata="urn:schemas- microsoft-com:xml-msdata"
xmins:diffgr="urn:schemas- mlcrosuft com:xml-diffgram-v1">
- «<NewDataSet xmins="">
- <Tab|e d\ffgr id= "Tablel“ msdata ro Drder—"D"
bl
Dat.
</diffgr: dlffgram>
</DataSet> 1|
a Dane | [ [ R R R Q Local intranet J

917 71 fatinantihasnadnsasanisFanldiiuimeiia GetRFCfromProblem
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ChangeManagementService Web Service - Microsoft Internet Explorer

File Edit View Favorites Tools Help

Q- © A B O P frronn @ 2% @ - B EESB

Address @http ‘localhost: 2200/ChangeManagementSe Links ** @ -

ChangeManagementService

Click here for a complete list of operations.

GetRFCfromIncident

Test
To test the operation using

Parameter Value

IncidentID: (2000

SOAP 1.1
The following is a eplaced with actual
values. .

S50APAction: "ht

<?xml versi
s:xsd="h1:1:p:z‘v|

iﬁ ﬁ\ L]
- N ‘” fi ) l\l"qt | & Local intranet

tRF N omlIncident

2 htty ocalhost:2200/Change \anagementSe hangeManagementService.asm:/GetRFCfromincident - Mic
-

Ele
Q= - @ [{ ' ST et HUERANES
AﬂdFESS@httu:Iﬂoalhcst:zzuufchangemanag i elanager Service etRFCfromInddent v .Gc Links > @ -
i B R A

<?xml version="1.0" enc.echg';ﬁ -"6:-"',.- ;; 1-\I'1'|I .
- «<DataSet Wmins="http:/ fchangemanagement"

Edit View Favorites Too Help -

e |

‘sequence:

s=xs:element name="INCIDENT_ID" type="xs:string" m|nOccur5—"0

<:x5 element name="RFC_ID" type="xs:int" minOccurs="0" />
quence>

q’xs

FEANENINYING

dlffgr diffgram xmins:msdata="urn:schemas-microsoft-com:xml-msdata"
xm\ns diffgr="urn:schemas- mlcrosoft om:xml-diffgram-v1">
- <NewDataSet xmins="">

AN SN INGAY

dDataSeb
@ = | [ (Y (R [ (| H Local intranet J

7171 73 Fasthentihasuadnsaeinis@andiiumeia GetRFCfromincident




File Edit View Favorites Tools Help

O~ O B@6 P freme €33 8- UEKES

GetStatusList

Test
To test the operation using t!

Invoke

S0AP 1.1

The following is
walues,

placed with actual

POST /Chang
Host:
Content-Type: tex I ;
Content-Length ngth
SORPAction: P/ g

<?xml version="1 encg g -
<soap:Envelope ne :j 2 xmlns:xsd="http:/
<soap:Bodyv
<GetSta L1 't &L Ii 1
</soap ol

]

aDonE

= | http://localhost:2200/Chan setStatusList - Microsoft |..

Favorites T

View

Eile

[) Back
= nasemen icg
<?xml version="1.0" encodir!g!i g il

- <DataSegmins="hitp://changemanagemen
- <xs:schema JdJlleuDaliﬁet' mﬁlﬁjm x5 ="

m

=LA HES

etstatusist v|Bco ks >» &y~

A

Schiema’
gcdle="tfue" >
i

sequence> . ! | |
<xs:element name="STATUS_ID" type="xs:string" minOccurs="0" />_
<xs:element name="STATUS_DESC" type="xs:string" minOccurs="0"
</xs:sequencex
<fxs} mp\ex‘wpe>
dxs &l

e
oi
pl xT pe
eMaz
“dif sminsMsdata="u soft=com:>xml
xmlns diffgr="urn:schemas- mlcrusuft com: xml diffgram-v1">

- <NewDataSet xmins=""x>
- <Tab|e d\ffgr |d—"TabIel" msdata rrd:)rder—"o"

—

US_ID=00</5T;

NREASAUNIINYA

=/Table=

<STATUS_DESC=Accepted=/STATUS_DESC=
S

| g Local intranet

aDﬂﬂE

917 75 faetinantihasnadnsaainiszanliuime 4 GetStatusList

119




ngeManagemel

File Edit WView Favorites Tools Help

Ou- © RN E G Pwo o @3- % w-UBE
Links > @ -

Address @ hi ocalhost/ChangeManagementService [ChangeManagementService, asmx?: etFSC » Go

ChangeManagementService o

Click here for a complete list of operations.

GetFSC
Test

To test the operation u

Parameter Val

FromDate:

ToDate: 2008-09-30

SOAP 1.1

hangeManagementServic

Fle Edit Vew Favorites Tools Help
Q= © X B OFF-=yF
address | ] nttp:/flocaihost/ChangeManagementService ChangeEME-2gemERESerice & = v B ks * @
-~
- «<xs:schema id="NewDataSet" Alns, ,l'}l XMLS - " xmins:msdata="urn:schemas- E
microseif-com: e 8
ment na
ment name="START_D =g >
lement name="END_DTTM" type="xs:dateTime" minOccurs="0" />
ement name="RFC_ID" type="xs:int" minOccurs="0" />
<xs:element name="STATUS" type="xs:string" minOccurs="0" />
=xs:element name="IMPLEMENT_DTTM" type="xs:dateTime" minOccurs="0" /=
dxs:saqila
<fxs:complexXTy] u
</xa:el nt;
:ehoi
B pl
< x nt
X5: =
iffgr:diffgram xmins:msdata="urn:schemas- microsoft-com:xml-msdata" xmins: diffgr="urn:schemas-microsoft-com:xml-
qdiffgram—vl" >
<NewDataSet xmins=""x
- <Table diffgr:id="Table1" msdata:rowOrder ‘
=CI_CODE=Argon.USVR.18</CI_CODE:=> n u
R_NAME=Location </A JAM
ATHIR_V, = Al
=2| :00:00+07:00</START, o :
D 1] :00+07: END.
1D RF!
TATUS >I lemen /S us=" B = -
<IMPLEMENT_DTTM:=2008-08-20T11:41:37.483+07:00</IMPLEMENT_DTTM:
</Tablex> |
&] Done || Sdioclintranet J
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