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CG-SDT

Change Manager — Queue Management

This topic covers the procedure to review the daily Change Management Request
Queues and to run individual daily Change Request reports for CTO, CTG, and

ProTax.

e The Change Manager only.

e Access to Service Now Change Requests

e ServiceNow - https://intuit.service-now.com/

e Microsoft Excel

Any Change Request that has been approved completely and is ready for review will
come into this queue regardless of which business unit requested the change.
Initially the CAB date will be empty and needs to be added.

To review impacts and approvals:

1. Open Service Now and view the My Change Manager Overview screen.

Change submitter

+
CAB Report - NEW Twyla
Approval for  CABdate CAB  Type
(G CHGUDS5329 1222014  Local  Normal  Greg Shey
[§ CHGOOSEE08  [empty) Local  Nomal  Chaitanya Bhatt
[g CHGODS5780 12032014  Local  Nommal Celin Fallwall
[@ CHGOD55R48 12032014 Local Normal
[g CHGOOAARA] 12039014  Local  Normal  Ketan Pulgam
Normal  Shival

»

Sumanth Regdy Kallu

My Change Manager Overview
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downtime
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downtime
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downtime

Low - no
downtime

Short description
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https://intuit.service-now.com/easycare/

Running the
Daily Reports:

2. Review the list for any Change Requests that have a blank CAB date
[shows as (empty)].

(g CHGODSS8ZE  [(empty) Local ~ Meomal  Jessy Liu

3. Open the Change Request and review it for all needed information.
Verify that all approvals have been completed.

Change Tasks (1) || Approvers (8) | Problems || Affected Cls (507} || Impacted Services (3) || Incidents Pending Change || Incidents Caused B

= Approvers | i | Goto state v Q

¥ Approval for = CHGOD55B51

#Q = State 4 = Approver = Name = Comments
[p  Approved Denson Pokta 12-02-2014 01.3§
[g » Approved Robert Walsh Bus Apps - CTG: CFP Data Platform - Appr 12022014 01:24
[  Nolonger Required Jay Valavan Bus Apps - CTG: CFP Data Platfom - Appr
[g  Reguestac Turyla Cud Change Managers Approval
[ Requested Victor Garcia Change Managers Approval
[g - Bequesied [izchelle Irvin Change Managers Appraval
[ Heouested Karen Chiles Change Managers Approval
[g  Requesied Ben Naramore Change Managers Approval

4. If all approvals have been completed (it should show that the approval
state is either Approved or No Longer Required), on the Schedules tab
of the Change Request, enter the date of the next regularly scheduled
CAB meeting.

Schedule || Planning | Notes
Schedule

CAB  [ocal v CAB date 12032014 | =

Planned start date 12222014 10:00:00 AM 1z}

Planned end date 12-22-2014 01:00:00 PM Jim]

5. Click Update to save your work and update the Change Request.

The workflow in Service Now separates it into three reports; CTG, CTO, and Pro-Tax.

1. From the left navigation pane in Service Now, open the specific BU’s
report you need prior to each day’s CAB meeting.

X€.~cTG
e

b ‘—T"h
By " ProTax
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2. Click the appropriate link (CTG, CTO, or ProTax) to generate each report.

3. Once you see the Report screen, right-click on Number in the Change
Requests section of the screen.

Note: These reports are pre-configured so you don’t need to change the

filters.
\’ Export 10 PDF ‘ Update 1 Save| Insen Unpublish Schoeduie
Name: Consumer Tax Group (CTG) CAB Report
- Available
Type: List Ly
Table: Change Request [change_request Y g:?;::n; ’nom *)
Group by: - None — v Active
Export details: v Activity due
Actual resolve date
Header Footer Template: Default Qe Actual response date
Additional comments (Cust
bl : Me |, Groups and Users x
Visible to . Appeoval history
+ Add Filler Condition ‘ ‘ Add "OR" Clause
All of these conditions must be med
CAB date L5 at oc after v | javascript gs daysAgoEnd(0) v Bt
Configurabon Mem BUFG L2 5| s v | Consumer Tax Group (€TG) Q Bl X
State = s v | Pending approval v Bk

= Number = CAB date = Opened by = Short description = Risk = Stte

| Enable gluster repication Low -no  Pending
(S CHGDOSS851 12032014 Ketan Pulgam monitoring in nonSO  downtime  approval

- z . MTT Application release  Low -no Pending
O CHGROZEN4E  1203-2014 Gopinath Shankar  'go 4 downtime  approval N
Install seasonseadiness
— - Low - no Pending
(o CHGDSS74 12032014 Shivail Gungl m‘:n all CTG prod downtime  approval

Low -

Server

4. Select Export>Excel.

Change Requesis

= Mun ‘' '
—  Sort{atoz)
Sort (z to a)

Show Visual Task Board

Bar Chant
Pia Chan

Cxpor T
'_-
W
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5. Click Download after the report is exported.

Export Complete

V Export Complate
oo [

@ Are records missing from your file?
See: Manage Export Limits fgr File Expod

[E]

6. Save the Excel spreadsheet to your hard drive.

€ Save b

Organize » hbew folder

& Favoribes
B Desktop
& Downloads

50 Recent Places

La Libraries

2 Decurnents

\_._f'\__j | » Cusl Twds » Downloads

Mzme

B change_request (1)
4 change_request (%)
B change_reguest (3
A change_reguest (1)
El] change_reguest (5)
'.;‘l] change_reguest (§)

o' Music A change_reguest (T)
| Pictures B 4 change_request (8)
B videos 5 change_request (3)
z.;‘]_'{ change_reguest (10)
 Cormputer 2 t:i] change_reguest (11)
E Ml chanae reguest)

Save as type: | Microsoft Exced 97-2003 Worksheat

Date modified

04 P
4851 AM

11/3/2014 1140 AW
L1201 BT Aol
L1204 8510

8]
'd, || Search Downlogds e |
= [7]

Type Size 2

=

Microse wike -
Microso 6 kB
Microso 13 kB
icroso 6 kB
Idicros o 166 KB
Iicroso SKB
Microso 3kB
Microso 0% kB
Microso 170 K]
Idicro Eq:

Idicroso 13 KB X

7. Open the Excel spreadsheet.

Number
HG03767
HG005 362
HG053417
HG0053769
HO0053416
HG052904
HG0S 365
HG053963

Traffc Move Recommend Short descripion

FALSE Moy Veiisyt g tunel confouration on both our QOC b routers, b3 and bed, and n LVDC bar rauters, brl and b2 [
FALSE (TG ISCLATION Perfomance - (IYOC EVOG B ICS-dentty Systems RAS Testing - 1116

FALSE Al RedHal hot fises in Gluster to i geo-replicalion 1s5ue

FALSE Loeal camer ATT needs to do inusive asfing

FALSE Node process monitoring tiough epagen! for jurpstat

FALSE CFP 5P Prod - Oweride Coniy Changes in solation Zone for Emulstor for Load test on 1119

FALSE Check f acqustion VEN modiicaion, Adding network to encrypton domai

FALSE UnboundD Tax PRD Update Extensions

Configurafion item
br3dut ey

Ioentity User e¥perience (LY)
CFP Diala Platfarin CTG
br-fwl-oey

Snapla

CFP Service Platform CTG
fifkpaeqe-actie
UnbaundD

Hosting seqmen Planned start date  Planned end date
| | mmau&m.a&' 001G 17005
HB0G0000 20401716 170000
DUAIAR 00000 20141908 130000
D1A8 120000 2014118 180000
DUNAB 354 418 145
DUNAR 140020 0048 16002
AR TO000 20498 1B 0000
AR 000 2014118 180000

ODCRAE

CG-SDT

8. Remove any unused fields such as Risk, State, BUs, and Approval, and

clean it up so that it is easy to read.

9. Sort it by Planned Start Date order and apply any formatting that will

help you to be able to easily read it.

10. Select the spreadsheet contents and copy them into memory (CTRL+C).

11. Open the Word document for the previous day’s CAB Minutes.

12. Insert today’s Excel document into it, replacing the previous day’s
information (CTRL+V).

13. Change the date at the top of the report to reflect today’s date.

Intuit Confidential and Proprietary
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CAB Hulﬂnl Minutes- :I.li li 2014

Change Management OM Team YES
TG Bz Ops (Suresh Pandhal) YES
CTG Bix Ops Engneers [Scoll Zoelner, Jay Vakavan) YES
Zervice Delivery (Damon Jamora, David Mine) YES
Service Ops Manager [Ryan Sheahan) M
PO Leaders — Various Maondays Only - Separate Roll Call List

CAB approval does not substitute ServiceNow tool approvals, please be diligentin making
sure your request iz fully approved before work starts,

Daily CAB Report - CTG

CAIN date | Chpene

CHODOSSEE M08 Oopinath 1AL 100 PY 120718 300 FM Apphcaion  (eiiata,
Appraved Shamicar

CHO0OSSI0G 1202014 By 121 200 P 1208 100 Pl Applcation  Fris Fie
Approeed

Lol ol Fillablg Frems
QrsadE fr Serice FFFF)
upcoming GTO
D armizae
Firformants
Tesingin
Pioduciion
CHOMSSET 1ML Sa GOC-E Ghighs L= il 1 2H1 4 B0 AN 13000 P Appliaton  CFP Dt
- Waibhay X1 dpaie et derwntime Pissioern CTO

14. Indicate which items are approved by documenting that in the Number
field along with any other pertinent details.

Number CAB date

CHGO055618  12/2/2014
Approved|

CHGO0055308 1222014
Approved

CHGO0055607  12/2f2014
Approved -

CFP requests

traffic move

from QDC-E

15. At the end of the meeting, send the report in an email to the
appropriate distribution list.

o CTG - Send this report to the CTG Application Operations
distribution list.

o ProTax - Send this report to the PTG CAB distribution list.
o CTO - Send this report to the CTO-Dev Cab distribution list.

16. Open the Service Now record for each Change Request that was
approved and review it for all required fields in the following tabs:

o Scheduled tab

o Planning tab

CG-SDT Intuit Confidential and Proprietary 5|Page



Changes Tasks (1) Approvers (B) | Problems || Affected Cls (B0T) || Impacted Sarvices (3) || Incidents Pendi
= Approvers |?| Goto| State A Q
» Approval for = CHGOD55B51
@ = Suate a = Approver = MName
i Approved Oenson Pokta
g » Approved Robert Walsh Bus Apps - CTG: CFP Diata Platform - Appr.
| Mo Longer Required Jay Valavan Bus Apps - CTG: CFP Data Platiomm - Appr.
| (g~ Beguested Teeryla Cur Change Managers Approval

17. Once you verify the Change Request for containing complete
information, open the Approver’s tab and locate your name.

18. Right-click on your name, and select Approve.

Shaw Matching
Filtar Chut

Copy URL to Clipboard

Assign Tag ¥

19. Click Update to save your approval.

Once any Change Manager approves the Change Request, it will move it
to the Approved state and no other Change Management approval will
be required.

CG-SDT Intuit Confidential and Proprietary 6|Page



Change Management — CTG Daily Report Reviewing
for Traffic Moves and Conflicts

Contents: This topic covers the procedure to review the daily Change Request report to
determine if there are conflicts or traffic moves (throughout the enterprise) that
must be scheduled and communicated out to the appropriate teams. Use this report
prior to the daily Change Advisory Board (CAB) meeting by marking up your idea of
whether there is an issue and then discuss it at the Daily CTG CAB meeting.

Responsibility: The Change Request Approver

What You Need: e Access to ServiceNow Change Requests

e You must be listed in the report called CTG Daily Scheduled for this Week as
authorized to view it.

Timing: e Perform this for the current day only. Because maintenance is often
rescheduled, doing this daily will prevent you from needing to reschedule
other events that may conflict.

Applications e ServiceNow - https://intuit.service-now.com/
Used:

e Microsoft Excel
e Product vs Infrastructure Impact Matrix v2 0.xlsx

e Change Management Traffic Move Logic Cheat Sheet

Uses: Reviewed daily during the CTG CAB. We are specifically viewing this report to locate
traffic moves involved in enterprise-wide storage or network maintenance or for
CTG maintenance.

Procedure: 1. Click https://intuit.service-now.com to open Service Now.

2. From the Change Request left navigation pane, select
Reports>View/Run.
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https://intuit.service-now.com/easycare/
https://intuitdev01.service-now.com/

Reports
W Vi / Run
frCr

Reporting portal
¥ Sc

¢ Header Foater Templates
7 ITIL KPI Reparts

3. Double-click on the report called CTG Daily Scheduled for this Week to
open it.

Edit [= CTG Dailly Scheduled for This Week - 32
Edi [Z CTG Daily Scheduled for This Week - 3Z2CB

Edit [ CTG Daily Scheﬁulad for Thiz Wesk
Edi [Z CTO Changes

Edi [Z FDS All

o % D%

4. When the report selection options open, scroll down to the bottom of
the screen without changing the filtering options. The report is pre-
configured for you.

Name: CTG Daily Scheduled for This Week - TEST CTGWATC
Type: Tist [z Available .
Table: Change Request[change_request] X Configurstion lem (&
e 9 ge.. - Change submitter {
Group by: ~None - X Environment (+)
Export details: < Activg
Activity due
Header Footer Template: Default Qe Actual resolve date
Visible to: Me & Groups and Users Actga.\l response date
Additional comments (
~| | Amy Peltekian =
_ | Chris Bergstrom &
T | Cynthia Altieri w
¥ | Scott Zoellner 1
2 Twyla Curd ¢
Q Q
Groups Users
+ Add Filter Condition Add "OR" Clause
All of these conditions must be met
Planned start date | at or after v | javascript.gs daysAgoEnd(t) v B % Lox
Planned end date " || petween v || Today v [@] and N
State L¥| is one of v || Draft N TEER
New:
Pending approval
Scheduled v
Configuration item Approval group X contains v CTGWatch Iq ?y'.: 'c(‘ o
o ; =B FpETCaTOTT —
T\ CRlegon is one of ¥ || Database =
Facilities |

5. At the bottom, you’ll see the current report. You can export it to Excel
by right-clicking on the Number, (highlighted below).

CG-SDT Intuit Confidential and Proprietary 8|Page



CG-SDT

Change Requests

= Number

6. Select Export>Excel from the drop-down list.

Sart {atoz)
Sort (z toa)
Show Visual Task Board

Bar Chart Excel
Pie Chart cay
Export b POF 4

7. When the Export is complete, click Download.

Export Complete

w Export Complete

Are records missing from your file?
Ses: Manage Export Limite for File Export

8. Click the file to open it and then save a copy to your hard drive.

B8] change_request (B6).xds

9. You should have previously reviewed any Change Requests for approval

10.

as the Change Manager.

You can use the information you reviewed earlier as well as the
following documents to research whether to approve of the request or
not see the following reports (located on the same wiki page as this

document):

o Product vs Infrastructure Impact Matrix v2 0.xlsx — Use this
document to look up what applications reside in the zone being
modified and add that information to the Hosting Segment field in
your Excel report. See Change Request Approver — Using the Matrix
Report to learn how to use this matrix.

o Change Management Traffic Move Logic Cheat Sheet — Use details
in the short description field to search on logic in the cheat sheet. If
you can see that you’ve handled a traffic move for this kind of
change before, you will likely use the same answer that is reflected
here to enter in the Traffic Move field.

In the Traffic Move field, enter an answer about whether traffic should
be moved for the requested change to be approved:

Intuit Confidential and Proprietary 9|Page



o ?—Use aquestion mark next to an answer to indicate that you've
made an educated guess but that you will still need to check with
Scott Zoellner regarding your educated guess. Once you have an
answer, you can update the cheat sheet with the answer to help
you the next time you have a similar request.

o Yes—Use Yes in this field when you believe there will be a traffic
move. Update the Hosting Segment field with specific information
about what is effected if you specify that a traffic move is

warranted.

o No - Use No when you do not believe there is a traffic move needed
for the Change Requested to be implemented.

CHGO053952

No? CHGODE3417

No? CHGO053416

Yes - Traffic will CHGODS0679
already be

moved for

Ontaps

MNo - CTO Moves CHGOD52954
their own traffic

FALSE

FALSE

FALSE

FALSE

FALSE

| = C D E F
Traffic Move Short description Configuration |Hasting Planned
Recommended item segment

CTG ISOLATION
Performance - QYDC
E\LVDC B ICS-|dentity
Systems RAS Testing -
1418

Apply RedHat hot fixes in

Gluster to fix geo-replication

issue

Node process monitoning
through epagent for
jumpstart

LVDC LT™ Port Channel
Configration

Deploy v3.10.39 to AP|

Identity User 11A1€E
eXperience

()

CFP Data
Platform CTG

11718/

SnapTax 1141€

Network -
Datacenter
(General)

LvDC -
Pending
Zones

11A1E

AP| Gateway 1141€

Gateway production in non-

isolation zone

11. Review your decisions during the daily CAB meeting and mark on the
document whether the request was approved or not.

12. Save your Excel file at the end of the meeting.

Changes Tasks (1) | Approvers (B) | Problems

Affected Cls (BOT) . Impacted Services (3) || Inc

¥ Approval for = CHGIDS5851

#Q = Site a

g  Approved

g » Approved

@ Mo longer Required
| g = Beguested

Approvers | Eit | Go o Stats

T

Approver

Oenson Pokta
Robart Walsh
Jay Valavan
Twnyla Cur

Q

MName

Bus Apps - CTG: CFP Data Platform
Bus Apps - CTG: CFP Data Platiomm
Change Managers Approval

13. After the CAB meeting, email a copy of the Daily report to the CTG
Application Operations distribution list.

Intuit Confidential and Proprietary
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From: Curl, Twyla

Sent: Tuesday, December 02, 2014 2:09 PM
To: CTG Application Operations

Subject: Daily Change Report as 12/2/14

Hey everyone,

Please note traffic move for tonight; please let me know if you have any questions.

w L

CHGO054870 Add MNew Network Vlan  gycsesxo01prd67.corp.intuit.net QDC-C

Next Steps
1. Update Service Now regarding approval if these are Normal or
Emergency Change Requests.
2. Create a kinetic event if there is a traffic change needed.
3. Create an Outlook invitation with the same information as is contained

in the notification with the scheduled time of 2-7pm and send it to the
CTG Application Operations distribution list.

Intuit Confidential and Proprietary 11| Page



Change Management - Scheduling Change Requests in the

Overview:

Responsibility::

What You Need:

Applications
Used:

Uses:

Procedure:

CG-SDT

CTG Milestone (Kinetic) Calendar

After Change Requests are approved during the daily Change Advisory Board (CAB)
meeting, they need to be added to the Kinetic Calendar (CTG Milestone Calendar).
The calendar is used to schedule all Change Requests, traffic moves, etc. that occur
throughout the enterprise. Specifically, we want to schedule any traffic moves
required to perform storage or network maintenance or for CTG-specific
maintenance.

Using the Kinetic Calendar

e Change Request scheduling —you can add every approved traffic move
directly to the CTG Milestone (kinetic) calendar from this link:
http://kineticcalendar.corp.intuit.net/kineticCalendar/calendar?id=CTG%20
Milestone%20Calendar

e Kinetic events are fed through Service Now. Add a new event directly into
the Kinetic calendar using the link to the calendar but if you need to make
an update, you MUST do it through ServiceNow.

Warning: Because of Intuit’s fluidity regarding maintenance changes, events will be
cancelled or rescheduled. Watch your email and make sure that you update any
scheduling changes using Service Now.

e The Change Request Approver

e Access to the CTG Milestone (Kinetic) Calendar.
e Access to Change Requests in Service Now.

e You must receive notifications regarding maintenance change requests.

e ServiceNow - https://intuit.service-now.com/

e CTG Milestone (Kinetic) Calendar

To schedule a Change Request that requires traffic move to perform storage or
network maintenance or for CTG-specific maintenance.

1. Open Service Now at https://intuit.service-now.com/.

2. In email, open the Change Request and find its number.

Intuit Confidential and Proprietary 12| Page
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3. Highlight the number and press Ctrl+C to copy it to memory.

2. Inyour email, search on the Change Request number to locate the
maintenance notification, and then copy the contents of the notification
to memory. (Use CTRL+A to copy it to memory.)

From: Silva, Eric
To: B Tech-PI Operations Maintenance

Subject: Reminder ** Please Read ** Network Maintenance - QDC-A JUNOS SRX Firewall Code Upgrades - 12/2 & 10:00PM - 2:00AM ** Flease Read **

Exic Silva

Comm Sves Engineer
Platform Ecosystem
o0: (858) 215-8853

< (858) 243-5894
eric_silva@intuit.com

On Nov 10, 2014, at 12:06 PM, Silva, Eric <eric_silva@intuit.com> wrote:

Date: 12-2-14 Planned Network Maintenance

Time: 10:00PM - 2:00AM QDC-A JUNOS SRX Firewall Code Upgrades

- Purpose:
Risk Level:- p

Current version of code is EOL. Upgrading JUNOS SRX firewall code to 12.1X44-D35
order to maintain our support contract with Juniper.

Impact Level:-

Impacted Customers:

All applications located or that have dependencies in QDC Zone A.
Change Request Number(s):
CHG0050534

Impacted Areas: QDC Zone A

All applications in QDC Zone A will experience TWO periods of COMPLETE NETWOR
OUTAGE when failing over firewall nodes, for each pair, during the upgrade
S . galications that dd

Contact Information:

3. Open the Kinetic CTG Milestone Calendar at
http://kineticcalendar.corp.intuit.net/kineticCalendar/calendar?id=CTG

%20Milestone%20Calendar.

Sun Won Tue Wed

9:00pm Storage Software Up | 9:00pm Storage Software Up  |10:00am (Traffic Move from ¢ |3:00pm 5k code upgrade
10:30pm (Traffic Move) Storz | 10:30pm Slorage Software U |7:00pm Install Database Pal

11:59pm (Traffic Move) Storage Software Update - Ontap

2 3 4

9:00pm Move Traffic GDC to LVDC Upgrade code on Mex 7.00pm Tailf NCS code upgr
9:00pm Traffic Move QDC to LVDC Upgrade code on Nex &:00pm DNS VIP Adjustmeg

8:00pm Apply F5 Secunty Fi
10:00pm Planned Platform |

4. Click Create Event.
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Create Event

5. Select the type of Change Request from the list.

6. Paste (CTRL+V) the contents of the Maintenance Request email into the
description field.

7. If the time is not scheduled from 2-7 pm in the Maintenance notification
email, change it in the description field so that it shows as 2:00PM —
7PM.

x

Traffic move QDC to LVDC - Front-end (5k code
upgrade aggregate switches - QDC-A & Storage
Software

Mon, December 01, ¥Rt % BRI 0 L}

Date: 12/1/2014 Time: 9:00 PM — 3:00AM Network Maintenance Cisco Nexus Sk
Code Upagrade — QDC Zone A Risk Level:MED Impact Level: MED Change
Request Number(s): CHG0051155 Contact Information: Jeff Loper Network-
deoncalls@intuit.com WebEX Info: Click here to Join 1-888-8753049 (US)
Conference Code. 783 094 1436 Campfire: Click here to join Impacted BU / App.

8. Select CTG Calendar as the Calendar ID.

CEG Change Calendar

CM Team Calendar

CNS Calendar

CTG Calendar

EBS FES Calendar

EBS Ops Calendar

EBS Release Calendar

EMS Calendar

Enterprise Restriction Calendar
FDS Aggregation Service Calendar
HR Talent Scrum

Intuit Holidays - US

IPP Calendar

IPP CSPerf Calendar

PCS Change Calendar
PTGChangeCalendar

PTG Services Calendar

QBO Calendar

QB i0S Quality Team Calendar
QuickBooks Calendar

SBM Calendar

Test

9. Select Milestones as the Event Type from the drop-down list.

= Mong -

Marketing Evenis
Parf Test Events
FMEA Test Evenis
Release Dates
Maintenances
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10. Copy the short description from the Change Request and enter it in the
Name field in the event.

£ = Kinetic Event -

* Calendar id I TG Calendar v
* Event type I Milestones v |
“Mame

11. In Service Now, with the Change Request open, right-click at the top of
the Change Request and select Copy URL.

= Ch R t - CHGOOS067T9
< ange Requesf L Save i

tdanage Attachments (1) @) Configure LACP on LV Add to Visual Task Board 25, dog|

Change submitter Eduardo Persz Clone Change Request
Close Change
On behalf of Eduardo Perer Refresh Impacted Services
Metrics Timeline
Follow on Live Feed

Show Live Feed

Configuration item  Network - Datacenter (Gi

QA approver Neha Gill

Templates ]
* Environment Production {prd) Expart F
. Assign T [
“Risk | Medium - potential do * i
Traffic Move Histany »
Recommended ' Reload form

Pricrity | 3 - Moderate T |

* Short description  |VDC LTM Port Channel Caonflgration
Description
Provide a summary of the change

The purpose is to Configure LTM and Cisce Switch Port Channels. This is to allow addiitional
to quickly add more capacity if needed

What will the impact be to Applicationa/Services and the customer experience (intemal and ex

12. Copy the URL from the dialog box that appears, and then click OK.

The page at hitps.//intuit.service-now.com says: .

Because of a browser limitation the URL can not be placed
directly in the clipboard. Please use Ctrl-C to copy the data
and escape to dismiss this disleg

|- Smtut.sennce-now.comdnay to.dofun=change reg |

0K Cancel
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13.

14.

15.

16.

Paste the URL in the top part of the Description field in the Calendar
Event.

< B etk Dvent

Calendar M ' CTG Calead v
Cvent type  Nigstonm v
Name  LVOC Network Malntenancs Coofigure LACE 08 LVOC LTN's and Claco Port-Channels
Desription

NEP IR LarACe 0w COMTETY_% 30 T change _request 80 Py _id SO0 Batcd T 1005 10 10e0chd Jeedid
epact | evel Medm

Mok Lol Vet !

Go back to the Change Request in Service Now to locate the date and
time the request is scheduled for and update that information in the
Calendar.

When: 11-18-2014 08:00:00 pM  To|03:00:00 AMx

Start date
Suhmit | Save

Click Submit to create an event in the Kinetic Calendar.

Warning: Remember that you can’t update any events once you create
them in the calendar. Once they’ve been entered into the Kinetic
calendar, you must enter all changes using Service Now. Otherwise, any
updates to the event will be disconnected from Service Now and will not
become part of the Change Request record.

Send a calendar invite out in email indicating that the event is
scheduled.
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'_3 H920 % 2= Traffic move QDC to LVDC - (QDC-A JUNOS SR Firewall Code Upgrades) - Meeting

= [Eh=
" Filc Meeting | Tnsert  FormatTet  Review o @
s [ Calendar 1 Qﬂ [ | m=h 7 1w AT Recurrence Ny @
(g " p 5= % g =" - \
(g Fonuid ~ j 2=~ - € g, @ Time Zones e, 8
Coneel Mg WebEx  Rdd Perionsl |Appointment|Scheduling Tracking | Contact & [Mone i categarize Zaoin
Meeting [ OneNote | heeting  conference Meeting | | ssistant  + astendees - 47 (g Room Finder - '3
Actions VebEs Show. Bitendes; Options Tags Zoom
(g CTG Applicalion Opesalions 3 contains 34 recipients
0 2 attendess accepted, 2 tentatively accepted, 0 declined,
— Tau [# 16 Application Dperations; Raddy, Yenu; Renhardt, ken; Elm, Jobn; Kumar, Sharmia
Geng | Subieck  Traffic moue QD to LVDC - (QDC-& JUNOS SRX Fireweall Code Upgrades)
LRdte Location: Rooms..
Stark time: | Tue 12272014 BRE "= [0 Al day event
End tine:  Tue 12/2/2014 « | 700 pea
; =]
https:/fintuit.service-now.com/nay_to.do?uriz reguest.do?sys id=! 1f100e51fd440; 420%. m_viewstext search 5

Twyla Cur
Business Analyst
Changs Managsment

mnfuit -« =

T Rz ]9

>

17. Send the email to the CTG Applications Operations team and include
Venu Reddy, Ken Reinhardt, John Elm, and Sharmila Kumar.

[# CTG Application Dperations; Reddy, Wenu; Reinharde, Ken; Elm, John; Kumar, Sharmila
Tratfic mawe Q0o to LVDC - (QDHC-A JURNCGHS SR Firewall Code Upgrades]

Tue 12/2/2014 | =] | 200 P = [ Al day event
Tue 12/22014 - | |7:00 P -

18. In the Subject field, enter the short details of the Traffic Move.

19. Enter the Start and End times as 2 pm to 7 pm.

20. In the body of the email add the same URL to the Change Request that
you retrieved earlier in this procedure.

21. Click Send to email the event.
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Change Management - Finding and Updating Change

Overview:

Responsibility:

Applications
Used:

Uses:

Procedure:

CG-SDT

Events in the CTG Milestone Calendar

Kinetic events are maintained in Service Now. You can add a new event directly
from the calendar but any updates to a Change Request must be scheduled through

ServiceNow.
e The Change Request Approver

e ServiceNow - https://intuit.service-now.com/

e Kinetic Calendar
http://kineticcalendar.corp.intuit.net/kineticCalendar/calendar?id=CTG%20

Milestone%20Calendar

Making any changes to a scheduled traffic move.

1. Open the Kinetic Calendar at
http://kineticcalendar.corp.intuit.net/kineticCalendar/calendar?id=CTG%

20Milestone%20Calendar.

Sun Won Tue Rt
9:00pm Storage Software Up | 9:00pm Storage Software Up | 10:00am (Traffic Move from ¢ |3:00pm 5k code upgrade C3
10:30pm (Traffic Move) Storz | 10:30pm Storage Software U |7:00pm Install Database Patt

11:59pm (Traffic Move) Storage Software Update - Ontap

2 3 4

9:00pm Move Traffic QDC to LVDC Upgrade code on Nex 7:00pm Tailf NCS code upgr:
9:00pm Traffic Move QDC to LVDC Upgrade code on Nex 5:00pm DNS VIP Adjustmg

8:00pm Apply F5 Security Fix'
10:00pm Planned Platform In

2. Click on a scheduled event to locate the Kinetic ID.

+1 items

3. Look for the Event ID that is displayed as you will need to search for it in
Service Now using the last four numbers of the Kinetic Event ID.
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http://kineticcalendar.corp.intuit.net/kineticCalendar/calendar?id=CTG%20Milestone%20Calendar
http://kineticcalendar.corp.intuit.net/kineticCalendar/calendar?id=CTG%20Milestone%20Calendar
http://kineticcalendar.corp.intuit.net/kineticCalendar/calendar?id=CTG%20Milestone%20Calendar
http://kineticcalendar.corp.intuit.net/kineticCalendar/calendar?id=CTG%20Milestone%20Calendar

Traffic move from LVDC to QDC Storage
Software Update Ivfiler031a/b Ontap upgrade

Tue, November 18, 10:30PM — 11:45PM

hitps://intuit service-now.com/nav_to do?urn=change_request.do?
sys_id=5766b8a76f8c750051a1dalcbb3eedca

Event ID: KINODD2180

Event Type: Milestones

Submitter: apeltekian1

Event Name: Traffic move from LVDC to QDC Storage Software
Update Ivfiler031a/b Ontap upgrade

Description: hitps:/fintuit service-now.com/nav_10.do?
uri=change_request.do?sys_Id=5766b8a7618c750051a1dalcbb3eedca

Start Date: Tue Nov 18 10:30:00PM PST 2014

End Date: Tue Nov 18 11:45:00PM PST 2014

In Service Now, click inside the Search field in Service Now and type
“Kine” to locate the Kinetic Calendar.

o[ vind o

Kinetic Calendar

7 Create New
f Kinatic Events

Select Kinetic Events.

In the Kinetic Events Search field enter the last 4 digits of the kinetic
event number to search for the item.

& 280 o) = °

e

Press enter to locate the event.

= Kinetic Events | New | Go 1o Mumber 'r.| ll Q
¥ All = Mumber ends with 2180
#2 = Number = Calendar id = Eventtype
%2180
I_'.ﬁ KIMO002180 CTE Calendar Milestanes

Aclions on selected rows... ¥

8. Click on the event to open it.

9. Make any necessary changes to the event such as entering in additional

information, and then click Update.
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Note: The subject should say the first zone and the zone where traffic
will be rerouted to.

£ = Kinetic Event - Traffic move from LVDC to QDC Storage Software Update Ivfiler031a/b Ontap upgrade &
* Calendarid | CTG Calendar v Number KING002180
* Event type | Milestones v Time zone | System (US/Pacific-t ¥
“Name Traffic move from LVDC to QDC Storage Software Update Ivfiler031a/b Ontap upg Active »
Description
https:/fintuit service-now.com/nav_to.do?uri=change_request.do?sys_id=5766b8a76f8c750051a1dalcbb3esdca I
When: 11-18.2014 7 10:30:00 PM To 11:45:00 PM 11-18-2014 = Al day
Start date 11-18-2014 10:30:00 PM End date 11-18-2014 11:45:00 PM
‘ Update | ar H Deactivat

10. You can also click Deactivate to remove it from the schedule.
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Overview:

Responsibility:

Applications
Used:

Uses:

Procedure:

CG-SDT

Change Manager — Adding a Change Request to the

Watch List

You may find that you didn’t receive a Change Request; it wasn’t routed to your
work queue for approval. This procedure shows you how to add a Change Request
to the Watch List. You must have the maintenance request to enter it into the CTG
Milestone (Kinetic) Calendar.

e The Change Manager

e ServiceNow - https://intuit.service-now.com/

e Email

To add a Change Request to your approver’s queue.

To determine if you need to add a Change Request to the Watch List:

1. Run the daily report and perform daily CAB meetings.

w e

I
[

= CTG Daily Scheduled for This Week - 32
5 CTG Daily Scheduled for This Week - SZCB
2 CTG Daily Scheduled for This Week - TEST CTGWATCH

v
o
i i

[}

» I
g

L

2. Open a new event in the CTG Milestone Calendar.

3. Search for the Change Request in your emails. If it isn’t, run the
infrastructure Maintenance Watch List Report to see if the Change
Request is on this report. If not, add it to the Watch list performing the
steps below.

b

W

Edit | [ lnfrastiuctune M

7 Edt | [Z Open Pl Changey

@wnance Wateh List
eport

Edit | [Z Peak Escalation Repon

Perform the following steps if you can’t find on the Watch List Report:

1.
2.

In Service Now, locate the Change Request.

In the Search box in Service Now, enter just the number of the Change

Request associated to the Maintenance email.
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50534 Q -
Incidents (1), Changes (1), Requests (1)

[=] Tasks (3 matches) Nomatches for Change Tasks, Prohiems, Catalog Tasks, Tickets

=] Incidents -1
@ Number e Affected user Shor description
Cg INCO050534 Deepak Gurejani  bri-f-wl-goy-rell_fxpl_0.denst intuit net_gr-4/1/0. 3—CRITICAL ALARM ON INTERFAC

[l Changes -1
p Number a Short description  cp State @ Approval @ Type o Category @ Configuration item g BUF
QDC-A SRX Firewall In A2540% - Juriper £
_—< = " i
) Qﬁgﬂ@uﬁl{ Upgradas Progress Approved Mormal  Network Metworks Ine Chassis G
i Tech
[ Requests - 1
@ Number p Requestad for a Opened by
(@ REQ0050534 Renee Hudson Johnson Brian Nath

3. Open the Change Request by clicking on its number.

=l Changes -1
2 Number @ Short description o State @ Approval @ Type

R QDC-A SRX Firewall In
= Eﬁﬂlﬁw Upgrades Progress Approved Mommal  f

4. Scroll down through the contents of the Change Request and open the
Notes tab.

f A
Schedule | Planning | Notes

Watch list Twyla Curl @

Additional comments (Custemer Visible) ™

MNotes

5. Click the lock icon to add the Change Request to your Watch List.
6. Click Update to save your work.

7. Save the Maintenance email in an email folder for the week that the
maintenance is scheduled.

4 [ Infrastructure bainkena
3 Week 10,13
0 Week 10520
L Week 10,27
3 Week 106
[ Wweek 11510
LA Week 11717
C3 Week 11,24
L3 week 113
L4 Week 1271
3 week 128
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Change Request Management — Using the Matrix Report

Overview: The Turbo Tax Enterprise Impact Analysis Map report contains a list of front and
back end applications by product operations platforms, feature and function, and
zone location.

Responsibility: e The Change Request Approver
Applications e ServiceNow - https://intuit.service-now.com/
Used:

e The Daily Change Request Report
e The Matrix Report

Uses: Use this matrix to determine the impact of any traffic moves, to figure out the best
place to move traffic, and to locate potential conflicts.

TURBO TAX ENTERPRISE IMPACT ANALYSIS MAP - 1st GENERATION
PRODUCT OPERATIONS PLATFORMS | PRODUCT FEATURE & FUNCTION INFRASTRUCTURE CONFIGURATION
Application or Service Plattorm o o 4,‘ fe o
Malntenance Change @4 f 6&0“\‘
ey o 5 SHOF  LOGIN | PREP | PAY |PRINTSFILE | HELP
MPACTS Rocky | Woodland
apc
Data | Cutover Zone |Zene | Zone | Zone
Stare | Time | yeh App | A | B | D
Prirary oti-line acoess point | Natly
TT.com for Inuit Turbo Tax product_|e * * P | 0min | A | A * Lt
Provides custamer with
ability ta mansge their Mativ L] CFP [10min | A08 | A& L] L}
flyTT MTT ACCount, Wiew purdhase rs
T Nativ Tof
Tutbo Tas Online 110 Turbio Tes for online users _|e * e i el B * *
D sktop - Win Hin Turba Ta for desktop users | Mativ » .
Desktop - Mac Mac Turbo Ta for Mac Users Mativ . .
apps Snagta Al OwS WSers 10 Impon w2 |Matly . CFP o W L .
Taxcaster Hativ .
Mobile - iPhane Turbe Tas far iPhene |Hativ . .
Mobile - Android Turbo Tax for Android Flativ . .
NSFTasPrep SF Turbo Taw for simple filers | Mativ * CFP AlA | AA * .
ContacUs Turba Tax customeringuiry | Nativ o
FRONT Answer Exchange Turbo Ta customer 084 Hatly .
Supgort MNativ .
END [ b .
FFFFT Fret tan filing solubion for | et
Free File Fillable Forms Quad EZfilers L3 kP AA | AR *
Pricing EBS Orael AfA . .
ERPSI
TT Individwal agendy tax Mativ . Oracl 10min
Electronic File Exchange « (TG EFE filing submission 2 & CFP|
Electraic File Exchange - Inmuit Mativ . Rl -
Payrall Divigian EFE & &/ CFF]
Sriall Business agencrtar | Mativ Orael )
A £
ElectronicFile Fechange - FTG | EFE filing submission 2 . o/ CFP A0min | A4 | A
Comverts data to forms, or | Nativ
’ P
File Conversion Serdce FCS farms to data B * G [10min ] ) A4 * t
Enables forrn and i filing [Nty
File Pt Senice Fes pring B * [P [W0min | &a | 45 ) * *
Order Gateway & Semice EDS
BACK Forms availability and 3rd . .
END Akamal produdt download hosting  |Pary
Product and Internal app 3rd . N N .
AM3IOn AN gloyd hostag Pay
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Procedure:

CG-SDT

1. Open the Daily Change Request Report.

2. When you see a requested traffic move, open the Matrix report.

3. Look at the columns that show where the traffic is located and the
requested move location.

Roecky |Woodland

opc
Tone [Zene [Zone [ Zone
TT.00Mm A B T (1]
L] L ]
P TT T TT
L] .
Turbo Tax Onling 170
Desktop - Win Win R R
Desktop - Mac Mac
Snaptax .
H
Ape Taxcaster -
Mobile - iPhare - L
Wobile - Android .
M5F/TaxPrep MEF .
Contad Us .
Answer Excthange * .
Suppot .
100 -
FFFFf a
Free File Fillable Forms Ouad .
Prici
icing .
ERPSI
- .
Eledronic File Exchange - GG EFE
Electronic File Exchange - 1niuit
Payroll Divicion EFE
Electranic File Exchange - PTG EFE
File Conversion Sendce FC3
L ] * L]
File Print Service FFS

5. Inthis example, the Change Request asks to move traffic from QDC to
LVDC. Compare the two zones and note the potential conflicts in the
hosting segment column. In this instance, there is an expected
complete network outage so the request isn’t approved as requested.
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CG-SDT

Traffic Move | Number | Short description Configuration item Hosting
segment

Move traffic  CHGO0050534 QDC-A JUNOS SRX  A254036 - Juniper Networks Inc  QDC-A

from QDC to Firewall Code Chassis SRX5800 (EFE.
LVDC - Upgrades All Snaptax,
Rescheduled applications in QDC Pricing.
Zone A will FCS,
expenience TWO FPS)
penods of I
COMPLETE
NETWORK OUTAGE

when failing over
firewall nodes. for
each pair, during the
upgrade

procedure. DURING
IMPACT ALL TCP
STATE WILL BE
LOST. All
applications that do
not attempt TCP
reconnects will have
to be restarted.

6. Because of the conflicts with EFE, SnapTax, Pricing, FCS, and FPS, the
request is not approved. Ultimately this request was cancelled due to
the conflict. Moving to traffic to Zone C might be a better option.

7. Note what the recommended resolution is in the Traffic Move field.

8. Save the report and continue reviewing traffic moves.
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