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1.0​ Change Request Events 
New Requirements Identified 
A stakeholder (e.g., customer, product owner, or end-user) identifies a new feature, functionality, 
or requirement that was not part of the original project scope. 
 
New Scope Identified 
An expansion or modification of the existing project scope that alters the deliverables, 
objectives, or boundaries of the project. 
 
Schedule Delays Caused by Customer 
Delays in the project timeline are directly attributable to the customer’s actions or inactions, 
such as delayed feedback, approvals, or resource availability. 
 
Technical or Architectural Changes 
Changes driven by technical discoveries or constraints that require adjustments to the project 
plan. 
 
Bug Fixes or Quality Issues Requiring Scope Adjustment 
Critical defects or quality issues that cannot be resolved within the current scope or timeline, 
requiring a formal change to address them. 
 
Regulatory or Compliance Changes 
External changes in laws, regulations, or industry standards that require adjustments to the 
project. 
 
Stakeholder Feedback or Changing Business Priorities 
Feedback from stakeholders or shifts in business strategy that lead to changes in project 
requirements or priorities. 
 
Resource Constraints or Changes 
Changes in the availability of resources (e.g., team members, budget, or tools) that impact 
the project’s scope or schedule. 
 
External Dependencies or Vendor Issues 
Delays or changes caused by external dependencies, such as vendors, partners, or 
third-party services. 
 
Risk or Mitigation or Unforeseen Issues 
Proactive changes to mitigate risks or address unforeseen issues that arise during the project. 
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User Feedback from Early Releases 
Feedback from users during early releases, beta testing, or MVP launches that prompts changes 
to improve the product. 
 
Contractual or Commercial Changes 
Changes driven by updates to the commercial agreement, contract terms, or pricing model. 
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2.0​ Commercial Term: Change Management and Impact 
Assessment Process for Projects 
Objective: To define the process for identifying, evaluating, and implementing scope and 
schedule changes in an Agile software project, ensuring alignment with project goals and client 
expectations, while adhering to agreed-upon Service Level Agreements (SLAs) for timely client 
response. 
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1.0 Change Identification by Change Team 
The Project Team is responsible for identifying potential changes to the project scope or 
schedule. 
Changes are categorised as either: 

●​ New Requirement: A new feature or functionality not previously included in the project 
scope. 

●​ New Scope: An expansion or modification of the existing project scope. 
●​ Schedule Delay Caused by Customer: Delays directly attributable to the customer (e.g., 

delayed feedback, approvals, or resource availability). 
 

1.1 Recognition and Initial Assessment 
If the change is identified as a New Requirement or New Scope, the Change Team evaluates its 
impact on the project. 

●​ 2.0 PERMISSION IS SOUGHT FROM Customer where any time working on a CR is 
approved in writing prior to commencing CR assessment. WE do not want to slow down 
or impact current work through distractions cause by CR's that may limit team velocity. 
This MUST be made clear to the customer. eg. Need to assess change which will mean 
we will divert resource from the project and time impact is XYZ. 

If the change is a Schedule Delay Caused by Customer, it is flagged for further processing as a 
Change Request (CR). 

●​ 2.1 If not accepted as a Change by the customer, the item is explicitly identified as out 
of scope and added to the change log (see 3.1).  

 

3.2 Change Request (CR) Processing 
For New Requirements or New Scope: 

●​ The Change Team submits the change as a CR and proceeds with an impact 
assessment. 

●​ The impact assessment evaluates the effect on project scope, schedule, resources, 
and budget using Change Order Estimate template and the Change Order Template. 

For Schedule Delays Caused by Customer: 
●​ The delay is documented as a CR and submitted for approval. 

 

2.2 CR Approval Process: 
●​ The CR is reviewed by the Customer Project Manager (PM). 
●​ The Customer PM decides whether to approve the CR: 

○​ If Approved: The CR is accepted as a formal change with an impact 
assessment. 

○​ If Not Approved: The CR is rejected, and the process ends. 
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●​ 3.3 Impact Assessment and Backlog Integration: 
●​ For approved CRs, an impact assessment is conducted to detail the effects on the 

project timeline, scope, and resources. 
●​ The approved change is then placed into the project backlog for prioritization and 

implementation. 
 

3.1 CR Log Update: 
●​ All CRs (approved or rejected) are logged in the CR Log for transparency and 

tracking. 
●​ The CR Log includes details such as the change description, impact assessment, 

approval status, and implementation status. 
 

4.1 Client Communication and commercials: 
●​ The BS GTM (Business Stakeholder Go-To-Market) team ensures that commercials 

are in place for the change. 
●​ The Customer PM is informed and consulted throughout the process to ensure 

alignment with client expectations. 
 

Service Level Agreements (SLAs) for Client Response: 
●​ CR Submission to Approval SLA: The Customer PM must respond to a submitted CR 

within 3 business days of submission. If no response is received within this 
timeframe, the CR will be escalated to the BS GTM team for resolution. 

●​ Impact Assessment Feedback SLA: Following the impact assessment, the Customer 
PM must provide feedback or approval within 5 business days. Failure to respond 
within this period will result in the change being deferred to the next sprint planning 
session. 

●​ Schedule Delay Acknowledgment SLA: For schedule delays caused by the customer, 
the Customer PM must acknowledge the delay and provide a resolution plan within 2 
business days of notification. If not acknowledged, the delay will be automatically 
logged as a CR and prioritized in the backlog. 

 

Escalation Process: 
●​ If SLAs are not met, the issue is escalated to the BS GTM team for resolution. 
●​ The BS GTM team will work with the Customer PM to resolve the delay and ensure 

the project remains on track. 
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Outcome: 
●​ Approved changes are integrated into the project backlog and prioritized for 

implementation in the next sprint and commercial coverage in place. 
●​ Rejected changes are documented in the CR Log, and the project continues without 

modification. 
●​ The process ensures transparency, accountability, and alignment between the 

Change Team, Customer PM, and BS GTM team, while minimizing disruptions to the 
Agile project timeline. 
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3.0​ Guidelines for Small Changes Where no CR is 
Required 
While small changes might not always require a formal change request, they should still be 
evaluated, documented in the change log, and communicated to ensure that their cumulative 
impact does not negatively affect the project.  
 
When handling small changes: 
Cumulative Effect: Even small changes can accumulate over time and lead to significant 
deviations from the original plan. Therefore, it's important to track and document all changes, no 
matter how minor they seem. 
 
Impact Analysis: Every change, regardless of size, should undergo an impact analysis to assess 
its effect on the project's scope, schedule, cost, and quality. This ensures that even small 
changes are evaluated for their potential impact. 
 
Stakeholder Communication: Keeping stakeholders informed about all changes, including small 
ones, helps maintain transparency and ensures that everyone is aware of the project's progress 
and any adjustments being made. 
 
Documentation: Documenting all changes, including small ones, helps in maintaining a clear 
record of the project's evolution. This can be useful for future reference and for understanding 
the reasons behind certain decisions. 
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