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1. Motivation 

•  Personal experience in workflow management 
•  Experienced lack of proper change request management for small IT 

projects 
 
à Model CRM through workflows for small software projects with strong 
customer focus 
 
Partner: 
•  Robert Bosch Singapore 
•  Product Manager Workflow Management 
•  WorkON – 200,000 users, 300 applications 
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2. Approach 
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Change request management including 
traditional & agile approaches  
Workflow management 

Development of a framework to handle 
change request management through 
workflows 

Evaluate the framework through its 
application on a sample project 



3. Basic Principles 
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Change Request Management – Resons for Change Requests 

Dependent for Requirements 
Engineernig 

Independent from Requirements 
Engineering 

•  Implementation Problems •  Costs / Budget 
•  Incorrect Requirements •  Scheduling 
•  Ambiguous Requirements •  Strategy (Marketing / Sales) 

•  Technical Changes 
•  Changes in Business Environment 
•  Changes in Laws / Governmental 

Regulations 
•  New Requirements concerning 

Security 



3. Basic Principles 

Change Request Management – Change Request Form 
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Source: Tsui and Karam (2011), Leffingwell (2011)


Traditional vs. Agile




3. Basic Principles 

Change Request Management – Process 
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Source: Vliet (2008)




3. Basic Principles   

Workflow Management – Characteristics of a Workflow 
 

1.  Task-Based 

2.  Follow a certain order 

3.  Clear beginning / ending 

4.  Defined resources 

5.  Case-Based 

6.  Make-to-Order 
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3. Basic Principles 

Workflow Management – Workflow Types 
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Source: Allen (no date), Müller (2005), Zur Mühlen & Hansmann (2005), Mentzas et al. (2001)




3. Basic Principles 

Reasons for Change Request Management through Stand-Alone Workflows 
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The process of change request management is...   
•  Task-based 
•  Follow a certain order 
•  Case-based 
•  Make-to-order 

Partly: 
•  Clear beginning /ending 
•  Defined resources 



4. Framework Development 

Change Request Form 
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Source: Own figure




4. Framework Development 

Change Request Process  
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New CR Clearing 

Enrichment 

Evaluation 

Consolidation 

Implementation 

Testing Accpetance 

Customer
 Product Manager
 Developer


Rejected


Accepted




5. Practical Example 

The WorkON Project at Robert Bosch Singapore 
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•  700 employees at Singapore site 
•  IT center and provision of Bosch-wide 

IT operations and services 
 
•  Stand-alone approval workflows 
•  ~ 200,000 users 
•  Migration of existing applications as 

well as development of new ones 
•  Great number of CR‘s 

•  Different approaches for CRM, 
currently through inside.Track & 
Release 

Source: Own figure




5. Pratical Example 

Change Request Management for WorkON 
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•  Inside.Track & Release 
matches categorization 
of CRM as workflow 

•  High configuration 
effort 

•  Additional costs 

Source: Own figure




5. Pratical Exmaple 

Change Requet Management for WorkON 
 

Six Gaps 
 
1. Missing CR ranking 
2. Missing information 
3. Classification of changes 
4. Project does not follow CR-process 
5. Tool does not support every process step 
6. Tool is not self-explaing / easy-to-use 
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5. Practical Example 

Change Request Management for WorkON – Tool Setup 
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Source: Own figure




5. Practical Example  

Change Request Management for WorkON – Assignment of New Tasks 
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Source: Own figure




5. Practical Example 

Change Request Management for WorkON – New Project Schedule 
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6. Evaluation & Conclusion 

Benefits 
 

1.  Tool supports process 

2.  Easier decision-making 

3.  Ranking available 

4.  Improved reporting 

5.  Reduced processing time 

6.  Less user administration 

7.  Reduced costs 

8.  Better process documentation 

9.  Less familiarization time 
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Six Gaps 
 
1.  Missing CR ranking 
2.  Missing information 
3.  Classification of changes 
4.  Project does not follow CR-process 
5.  Tool does not support every process 

step 
6.  Tool is not self-explaing / easy-to-use 
 



6. Evaluation & Conclusion 

•  Framework proved applicableness 

•  Two additional use cases 
•  Requirements Engineering 
•  Bug-Fixing 

•  In future, implementation through different tool? 
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Thank you! Any Questions? 



 
 
 
 
 
 

Back Up 



Excel Tool 

New Change Request 



Excel Tool   

Clearing 
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Excel Tool 

Decline Requst 
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Excel Tool 

Enrichment 
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Excel Tool 

Evaluation 

© sebis 140113 Heuschild 27 



Excel Tool 

Release / Release Planning 
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Excel Tool 

Master Data 

© sebis 140113 Heuschild 29 



Excel Tool 

CR-List 
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