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IT Governance Process
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Customer Challenges

Global organizations today have global, complex IT 
environments with constant change

Change management processes remain informal, manual, 
silo’ed and labor-intensive.

HUGE business risk and cost due to colliding changes and 
their impact to business services

Increasing architecture 
complexity and constant change40% of unplanned downtime stems from process errors, 

and 40% comes from software defects Gartner
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Costs of Managing Change
For a Medium-sized Company—Up To $10M Per Year

Change Control Board 
Personnel Cost
$350,000 / year

Eliminating Re-Work 
Cost for Fixes

$1,000,000 / year

Outage Cost Due 
to Planned and 

Unplanned Change
$3,500,000 / year

Manual Asset Mapping 
and Reporting Cost

$780,000 / year

Manual Release Team 
Personnel Cost
$780,000 / year

Outage Cost Due to 
Untested Changes
$3,500,000 / year

Estimates for a medium-to-large organization:
CAB of 30 people, 20 developers, 10 testers, 5 people 
mapping ops environment,  5 person release team,  
$10k/hr cost of application downtime

What would you gain by reducing these costs by 10%, 25%, or 50%?
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Mercury Application Change Lifecycle
ITIL Change and Configuration Management Process

ITIL Release Management Process

Service
Desk Review Test InstallAssess

Impact Approve DevelopRequest

Incident 
Mgmt

Problem Mgmt

Assess change impact 
and automate the 

change and 
configuration processes 

Change and 
Configuration Mgmt

2

Automate the 
installation and 

deployment process 

Change 
Deployment

3

Ensure availability of 
services and monitor 
the impact of changes

Change
Monitoring

4

Business Apps

Request To Test

Manage application 
changes and 

enhancements across 
the lifecycle

1

IT Operations

Mercury Quality Methodology        Best Practices        Mercury Managed Services
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Request to Test
ITIL Change and Configuration Management Process

ITIL Release Management Process
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Assess change impact 
and automate the 

change and 
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Change and 
Configuration Mgmt
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Mercury Quality Methodology        Best Practices        Mercury Managed Services

Business Apps

Request To Test

Manage application 
changes and 

enhancements across 
the lifecycle

1

Automate the 
installation and 

deployment process 

Change 
Deployment

3

Ensure availability of 
services and monitor 
the impact of changes

Change
Monitoring

4

Quality Center 
– TD for QC

– QC Dashboard

– BPT

ITG Demand Management

ITSM Accelerator

Request To Test

1

For Application Project Leads and QA Teams
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ITG Demand Management 

Enforces app change requests as part of SDLC process for traceability
Links requests to schedules, resource and skill set availability for approval
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ITSM Accelerator

Provides out of the box content that reflects industry standard processes
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Quality Center and IT Governance 
Center Workflow Integration

Automatically creates new requirements for QA based upon approved app changes
Provides instant visibility of changes to QA for testing to take immediate action
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Quality Center and IT Governance 
Center Integrated Dashboard

Delivers real-time reporting of changes for traceability throughout the 
development and testing process for auditability
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Request to Test Benefits

Enforces 
quality as part 
of the change 

process

Testing always made part of the change process

Adds realtime
visibility into 

change status

Project managers gain visibility into change status 
throughout the development and quality processes

Automatically 
creates 

requirements 
in QC

QA now has access to all design documents and business 
requirements
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