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Overview

What is Change Control?

Change Control is a formal method of recognizing, accepting, documenting, and managing changes
to policies and procedures. Change Control provides a historical audit trail for all changes to policy,
procedure, and practice.

Changes to the business introduce potential risks. If not managed properly, these risks may spread
to other areas of the business. Change Control will effectively and efficiently manage changes to the
business.

An essential factor in Change Control is communication. If a change affects other areas of the
business, it is imperative for departments to communicate these changes to those affected, from
representative level to the Sr. Vice President Mortgage Operations of Operations.

Change Control Does Not Cover
Business changes not governed by policy or procedure
Staffing changes
Seating changes

Hours of business unless specified in policy

Content

Change Request Form

Change Request Repository
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Change Request Form

Change Request Prerequisites

Before a requestor initiates a Change Request form, the following must occur:
Requestor meets with impacted parties and discusses the proposed change.

Requestor, approvers, and impacted parties determine if the idea is cost beneficial, increases
efficiency and quality, and is a process improvement.

If the request is for a new procedure, the requestor must draft the procedure in Word so it can be
attached to the Change Request form.

Requestor is responsible for following-up to ensure their Unit Manager/ Department Manager /
Director reviews their submitted Change Request.

The Change Control group may delete change Requests that are outstanding for more than 60 days.

Assistance with initiating Change Requests can be obtained by sending an email to
technical.writers@us.hsbc.com.

Accessing the Change Request Form

After the above requirements are met and impacted parties approve the idea, the requestor
completes the Change Request form. To access the Change Control Request form:

Step 1

Log on to Connect and select Forms Catalog.

Hews | Training | Jobs | Complete Reward Employee Directory | Erter Last Mamd
-
e Mortgage Services |
Calendar Wiglcome to the Mortgane Services page. To access resources that
azsist you with performing wour job more efficiently, please use the ling

Update Profile B

Padin
< Forms Catalog > Related Sites:
12 TUBEP SR, Household Mortgage Services (public consumer wehsite)

Office Locations Household MortgageB 28 (public B2 website]
[ Snline (public B2B website

Purchasing

The Forms Catalog Search text box appears.

Wowes | Traming | Jobs | Comphete R d EmplogesTieciony | Enlar Last Hama l’}u| St Soancs | |l§¥:

Ered
Crierviar
stz Protie T
e . . ke 5t 1 arie
! ' a=arch Fezmpior paciss

Techricel Suppart i ] it T WA A T
arfiee Localians

Puchazng
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Step 2

In the 'Search' field, enter either MSCHNGPP or change control and then press search. A list of

Search results appears.

.C'ompamf.lnformation

ISeIect Business Unit "‘[

Hews | Training | Jobs | Complete Reward

Employee Divectory | Erter Last Name @ Site Search |

Forms Catalog

6]

Start new search Searchthese results

Feywords.

":hange cantral

ricec

winge?

See all forms

Results for: change control
control (5]

score using date  hide summaries

416 resuts found, sorte

Tip: You can lype in your qiery
wsing plaln lahguage or fust use

Example: who makes the best

Document count: change (116) control (384) change

1 P

HTISPORTS T

To Reqguest Port Changes On The Metveork Sweit Ches. This Form 1z Alzo Used To Reguest Sdd T

tional Cards To Be Placed In The Switches. 30 Jul 04

httpcfnhie 0T hovsshold comformsformepo natforms/ftsports - 153858 Find Sirnilar

HTSECPRJ To%

the purpose of thiz questionnaire is to determine the technical requirements of each new project LRIV

request by developers, 30 Jul 04

hitp:phimc 0T, housahold comffarms/farmrepo. nstiformsihtsecprj - 25.8K8 Find Similar

HI Form Mschngpp GE%

Uz thiz Change Control Request form to request 2 change to existing policies or procedures, 1

provide clarification to existing paolicies and procedures, or submit & new policy oF procedure 21 May 04
Find Simnilar

httpcfohic0Z2 hovsshold comforms’ mschngon. nsffmschngop Popenpage - 0.8KE

Step 3

Select the HI Form Mschngpp link.

htto S philwc 02 howsehold comvforma’mschngpn nsffmachngop?openpage - 0.8KB

T I O T O S o SO O T s T T e T TS T TS T Se L~ 2 om0 T T =T

HI Form Mschngpp E5%

Uz thiz Change Control Request form to request a change to existing policies or procedures, I

provide clarification to existing policies and procedures, or submit & nesw policy or procedure 21 May 04
Find Similar
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The MSCHNGPP - Mortgage Services Change Request Form appears.

MSCHNGPP

Form Hedp Showr ¥+ Hider #

4 derates required fisld

MORTGAGE SERVICES (HANGE REQUEST FORM
Rauastar Tifo

Heanms Michola [ Carriba

¥ phaone Rarndser

Esct |

* Departmant

& Yoir Position

o Approves

[
Locatkan (city) [
|
{Sel=ct Your Immediste Superazaor) l

Tigpei o Cheange
* Bubpct from Bt [2alecr @ walie :J

® i
(The frst sentence or twa shoulkd
summanze tha change for report
purpeses. 1T Ehis 15 & rew procadune,
provide step-by-=tep retraction, 1
this i an axstng procedure or &
clanfication, rdicate where in the
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Mortgage Services Change Request Form

When a requestor opens a new Change Request form, the following fields are automatically
populated based on the user's Connect login:

Date
Document Log Number
RACF ID

Name

Required Fields

When a requestor initiates a change via the Change Request form, they must complete the following
required fields:

Phone Number - area code and dashes permitted.
Department
Your Position

Approver - requestor must select their Unit Manager, Department Manager, or Director. The
icon to the right of the Approver field opens the HSBC Name and Address book.

Type of Change - nine (9) choices:

- Clarification of Existing Policy

- Clarification of Existing Procedure

- Existing Policy and Procedure

- Existing Procedure Only

- New Policy and Procedure

- New Procedure Only

- Clarification of Existing Online Letter Writer
- Existing Online Letter Writer

- New Online Letter Writer

Note: If the change affects an existing policy or procedure, a Document Key field appears. This
allows the requestor to search for the existing policy or procedure and copy the associated document
key number in this field. Refer to Getting Document Key in this user manual for more information.

Type of Change
* Select from list Clarification of Existing Policy

(Select the Get Document Key button at the top of the form. Locate the existing policy or procedure. The Document Key
number appears in the top right corner of the policy or procedure, Enter that number in this field.)

Existing Policy Document Key
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If the change affects an existing online letter, the requestor will enter the online letter number in the
'Existing Letter Number’ field.

Type of Change
* Select from list Existing Online Letter

Existing Letter Number I

Change Request Details - the requestor should summarize the change in this field. If the
requestor is not providing an attached Word document, all details of the change must be entered
in this field. A summary report in the Change Control Repository will display the first few
sentences of this field.

Level of Effort - Minor, Major, or Moderate. Definitions of what comprises a minor, major, or
moderate change can be found in the online help.

Risks and/or Benefits - financial information is not necessary in this field. The requestor should
briefly state the risks and or benefits of making or not making this change.

Change Required by What Date? - Requestors can either type in a date or use the calendar
icon and select a date. The default is 30 days from the date the change request form was
initiated.

Optional Fields

Although the requestor is NOT required to complete the following fields, these fields are useful for
reporting purposes:

Location - this should be the site location, e.g., Brandon.

Is Training Required? - If the requestor selects Yes, two additional check boxes appear: 'HR
Training' and 'Department Training'. No email is generated to the HR Training department if 'HR
Training' is selected. Instead, a report can be viewed in the Change Control Repository.

Is Development Required? - If the requestor selects Yes, two additional check boxes appear:
'System Enhancements' and 'Reports’. No email is generated to the MIS department. Instead, a
report can be viewed in the Change Control Repository.

Additional Communication - An email is sent to the groups selected in the 'Who will be
Impacted by the Change?' field when the change is implemented. This field allows for additional
communication. If 'Other' is checked, a text field appears allowing the requestor to provide
details.

Additional Comments - use this field to provide additional details of the change and/or enter the
names of who should approve the change request.

Upload Files - Requestors can attach documents. Five (5) documents can be attached to one
Change Control Request form.

Notes:

- Once a requestor submits a change request, the Upload Files field is no longer available.
YOU CANNOT ATTACH ANY OTHER FILES ONCE 'SUBMIT' IS CLICKED.

- For Procedures that are being modified, the person initiating the Change Request may obtain
a MS Word version of an existing Procedure by emailing the Technical Writers at
technical.writers@us.hsbc.com. Modify this Word version of the procedure using the “Track
Changes” functionality within MS Word.
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When the requestor completes the Change Control Request form, they click Submit.

Getting Document Key

If you have a change request for an existing procedure or policy, you will need to link your change
request to the existing procedure or policy on the Policy and Procedure Manuals web site.

When you select the following types of change on the Change Request form, you will need to copy
and paste the document key number from the existing policy or procedure:

Clarification of Existing Policy
Clarification of Existing Procedure
Existing Policy and Procedure

Existing Procedure Only

Type of Change
* Select from list

{Select the Get Document Key button at the top of the form. Locate the existing policy or procedure. The Document Key number appears in thy
top right corner of the policy or procedure. Enter that number in this field.)

Existing Procedure Document Key

Step 1

To obtain the Document Key, on the Change Request form, scroll to the top of the form and click the
Get Document Key button at the top of the form.

Household Forms

MSCHMNGPP

Form Catalog [ &

| Submit

Get Document Key

as Draft

Form Help show: + Hide: #

* denotes required field.

MORTGAGE SERYICES CHAMGE REQUEST FORM
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A separate browser window opens to the Policy and Procedures Manuals web site.

43 HMS Policies and Procedures - Microsoft Internet Explorer provided by Household

HMS Policies and Procedures

Database Yiews
HiE FPalicies
HiS Procedures
Bulletin Boards. .

Recently
Revised/Published... Policy Name
Help b Cash

» Customer Care

» Delinquency Management
b Due Diligence

» Escrow Administration

» General Policies

» Loan Administration

Application Search
GDl

b Loan Integrity

» Policy & Compliance Support
» Records Administration

b Special Loans

b Telesales

» Tutorials

Step 2

In the left pane, select HSBC Mortgage Services (formerly HMS) Procedures The Procedure
view appears.

a HMS Policies and Procedures - Microzoft Internet Explorer provided by Household

HMS Policies and Procedures

Database Views

HiMES FPalicies
HiS Procedures | S - R
Bulletin Boards. . t o= ; State Guidelines
Recently
Revised/FPublished. .. Procedure Name
Help P Customer Care

b Default Management

Application Search » Default Support
EI b Escrow Administration
» General Procedures

b Glossary

b HSBC Control Docs

» Lehman Control Docs

» Loan Administration

» MIS

b Payment Management

b Policy & Compliance Support
» Records Administration

b Special Loans
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Step 3

Select the blue arrow next to the appropriate department category and department to expand the
categories. Then expand the Procedurescategory. In this example, Default Management has been
expanded.

; HMS Policies and Procedures - Microzoft Internet Explorer provided by Household

HMS Policies and Procedures

Database Views
HWS Falicies
HMS Procedures
Bulletin Boards. ..

Recentl
Revised/Fublished. .. Procedure Name
Help b Customer Care

¥ Default Management

Application Search b 1.collections
Go
_I b 2. Bankruptcy

¥ 3. Foreclosure

3.1 Process Flows
¥ 3.2 Procedures

Hew: * 3.2.1 Abandoned or Wacant Property

Hew: * 3.2.2 Breach =
Hew: * 3.2.3 Foreclosure Bid

Bevised: * 3.2.4 Foreclosure Monitoring

Hew: * 3.2.5 Sale Motice

Hew: x 3.2.6 Ordering Appraisals and BPOs

Hew: * 3.2.7 Prepping Files for Chargeoff and “Write-down
Hew: *x 3.2.8 Processing Chargeoffs

Mew: * 3.2.9 Property Preservation on Redemption Accounts
Hew: x 3.2.10 Receiving Appraisals and BPOs

Hew: * 3.2.11 Receiving Sales Results

Hew! * 3.2.12 Referrals

Hews *x 3.2.13 Submitting Loans from REOD

Mew: * i

.14 Following the First Mortgage _|;|
| | »
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Step 4

Select the New or Revised link next to the procedure that contains the Document Key you are

searching for.

Help

Application Search

Revised/FPublished. . Procedure Name

el

b Customer Care
¥ Default Management
b 1. Collections

b 2. Bankruptcy
¥ 3. Foreclosure

3.1 Process Flows
W 3.2 Procedures

Hew: * 3.2.1 Abandoned or Yacant Property

Mewi x 3.2.2 Breach [
* 3.2.3 Foreclosure Bid

Bevised: * 3.2.4 Foreclosure Monitoring

Mew: * 3.2.5 Sale Motice

Mew: * 3.2.6 Ordering Appraisals and BPOs

Mew * 3.2.7 Prepping Files for Chargeoff and Write-down

Mew L3 2.2.8 Processing Chargeoff

The procedure opens.

% - Mcpogmit inteenel Expler prowided by Hossehold

HWIS Folicies
HME Procadures
Hulletin Boards

Recertly
Favizad Publiched

Help

fpplication Bearch
5o

-

Default Management: Foreclosure - Section 3.2.3 Foreclosure Bid

Privilegad & Confidantial - Internal Communication: Mot for External Circulation

Docarment kay: 0616151957

[rate Padslisheed 0616200

kate Last e s

Frod i kv Ered ol

Page 10



HSBC Mortgage Services Change Control User Manual

Step 5

With your mouse, highlight the Document Key number and copy it.

ma]
Hacertly
Revised:Publizhed o : i
Help Privileged & Confidential - Internal Communication: Not for External O

Drocurmient key: EHECRITRRE )
applicatian Search
5o Datae Pubiliched 06/ 16/2004
Dale Last Revise
¥ navision Histary
Step 6

Open the Change Request form browser and paste the Document Key number in the 'Existing
Document Key' field.

Iype of Change

{Select the Get Pocument Key button at the top of the form, Locate the axisting policy o procedure. The Document Bay number appeaars in th
tap Aght carner of the pollcy or procedure, Enter that rumber in this fedd.)

Euisting Procedurs Documant Kay [+na1s151052

When you have completed the Change Request form and have clicked Submit, the Document Key
will display as a link for the next approver.

Type of Change
* Select from list IExisting Procedure only =

Existing Procedure Document Key |3112|]11422|]

Click here for the link
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Attaching Documents to a Change Request Form

Word, Excel, etc. documents can only be attached to a change request form by the requestor who
initiated the form. In other words, after the requestor clicks Submit, no other attachments can be
added to a change request form. You can attach up to five (5) documents on one change request
form. Attachments are for view only purposes. You can make changes to the document and save
the attachment to your hard drive or network location, but the changes will not be reflected in the
change request form.

Note: Future enhancements will provide additional functionality.

The requestor may request a Word version of an existing procedure from the Technical Writing grou
To ease the communication of changes, the requestor may “red line” the document and attach the
new version with the changes incorporated. To obtain a copy of a document, email

technical.writers @us.hsbc.com.

To attach a document to a change request form:

Step 1

Scroll to the Upload Files section at the bottom of the form.

- Pt P

p.

] Palicy B Campliance

O PncngFurding

[ s ality Mgt (Sis Sigmay
[ racords

[ R=couery

T RED

[ saks

[ Telsales

O Indepengant © Group
Required?
[Ind=pendent charges may b= mads if other departments are mat mpacked by the procedure change. Group chenges affect mare than one
dapartmant ard require buy-in from =l Directors and tha Managing Dractor. If this is = Sroup change, selact tha bay nest ta Graup.
[F the chang:- raguires apprval fram Policy and Compliance, Iegal 5"}"":!”. arF Carparate Cradt Risk Managarant, salect the Polcy and Compliance
check box. )

Liploead Fiiles {Chick on browse button to ==lect the file to be sttached.

1

B

I

Blicrasa

§

':.||:'..".||i‘-1'rr||I.|:| ”ﬁ’ ¥
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Step 2

Click the Browse button to search your hard drive or the network location for the draft procedure you
want to attach. The Choose File dialog box appears.

Chooze file

Look in:

& @& cf BE-

ARMCHELCE,
flamprod

HF Folder [SHARE)
In House Widea

MERS
MERSINTG
Metrics

PEAE.
Firanha
Praductn
Project Forum
Share

taskdb

Mortgagesery Converzion

) whalesa

le information

() Zenworks

Loss Mitigation K.azien Project

File name: I

Files of tpe:

J 4 Files )

e el

Open

‘Cancel

Step 3

Navigate to the location of the Word (Excel, etc.) file and then click Open. The file path appears in

the Upload Files section of the change request form.

TR fTer LN 3
If the change
check bow. |

—— -
recuires appraval from P

Upload Filas

dicy

Ury arel L=
and Camplianc

o

e, l=gal signo

1 = L ATl R =
. ar Carparabe Credit Risk Management, s

[Chck o browse button to salect the file to ba attached. X

[ic S hare s _ProcedureshDafault MogmtyForachs | Elroese

i

?

?

Cogey this form I.'|:I

4]

:

=lect the Polcy and Compliance

M
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Saving Change Request Form as a Draft

If a requestor needs to complete a change request at a later time, the requestor can save the change
request form as a draft document.

Note: Change request forms cannot be saved as drafts after the form is submitted for approval.

To save a change request form as a draft, at the top of the change request form, click the Save As
Draft button.

Household Forms

MSCHNGPP [ |

Form Catalog

Form Help Show: + Hide: 4

* denotes required field.

MORTGAGE SERYICES CHAMGE REQUEST FORM
Requestor Info

Llasmno ST R B % Wl

Refer to the Repository Reports section of this user manual for information on accessing saved
change requests.

Department Manager/Director Section of Change Request Form

All change requests forms require the Director's review and approval. Some change requests may
require approval by more than one Director/VP. Group changes require the approval of the Sr. Vice
President Mortgage Operations.

The Change Request form is divided into two parts: Requestor section and Director section. The
bottom half of the form, with the exception of the Upload Files section, is to be completed by the
Department Manager and reviewed/revised by the Director and/or Sr. Vice President Mortgage
Operations.

Note: Although the bottom section of the form is for Directors, there is no system limitation as to who
can complete these fields.

The following fields should be completed by the Department Manager and reviewed/revised by
Directors/VPs and/or Sr. Vice President Mortgage Operations:

Financial Impact - Describe potential financial impact and includes associated costs, if known.

The Tollowing section is to be completed by the Director or above ONLY .

Dascrbe the potantial financial
impact, including the associated
cast, if known {astimate).
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Who will be Impacted by the Change - Select the departments that are impacted by the
change. The check boxes are tied to the change control groups in the HSBC Name and Address
Book (NAB). An email will be sent to a set of individuals (as defined in the NAB) if the check box
is selected and the procedure/policy has been published. The Change Control group in the NAB
is updated twice a month.

¥ ho will be Impactad by the [" cash Management

Change? I chargeoff

Salch Capartment(s) mpacted by 2 .

{HE Lype af charge:] " callections Front-End

Mota: Tranirg will need ta ba [ Caolections Mdrange

provided for al departmants selactad [ corporate dccounting {irvestar Raparting)

if the “fes' check Do was salected

" Cradit B L
uncer ‘I= Training Peguired?' PO sk M

[T customar Care CPU

[ Customer Care Cistriurion

I Customar Care Payoffs

[ Customer Care Phanes

[ Customer Care Suppart

" Customer Transactions Ezcraw
" Customer Transactions Resaanch
[ Customer Trareactions Specia Loans
[ Customer Trarsactions Tases

" Cemfault Bankruptocy

" Dafault Fomcksure

™ Cefmult Loss Witigation

[T Dafault vanoar Management

" cue oliganca

™ Flow acquisitions, Auk

[ HeT rainng

I~ Loan gdministration acquisitions
™ Loan Administration Baarding

I Loz administration Pra-po a-dhg
[T Opaerations & Financa Comtral

” ather

[ Policy & Camplianca

" Pricirg/Furding

What Level of Decisioning is Required? — The Director must select one of the following
buttons when submitting the Change Request:

Independent Group

If the change does NOT impact other areas and Group decisions impact more than one department and
does NOT require leadership buy-in, select this require buy-in from all Department Managers, Directors,
button. Independent changes may require external and Sr. Vice President Mortgage Operations.

training and may involve HTS or MIS.

If New Policy and Procedure, Existing Procedure If 'Group' is selected, the '‘Group Decision Participants'

Only, or Clarification of Procedure was selected as field appears. This field is for adding the names of the

the 'Type of Change,' the Independent button will individuals who are impacted by the change, know of the

NOT appear as a selection. change via discussions/meetings, and agree to the
change.

NO EXCEPTIONS - Directors must review all ‘Group'
changes in the Business Quality Council (BQC) meeting
or the Sr. Vice President Mortgage Operations staff
meeting.

Important! If anyone other than the Director selects “Independent” or “Group”, the Technical Writing
group may delete the request. In addition, if the Change Request has aged more than 60 days and
has NOT received “Approved” by the Director, the Change Request may be deleted. It is the
submitter’s responsibility to ensure their Director promptly reviews the Change Request.
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Compliance

DMs/Directors should only select if the change is for a policy or a policy and procedure

If New Procedure Only, Existing Procedure Only, or Clarification of Procedure was selected as the 'Type of
Change,' the Policy and Compliance button will NOT appear as a selection.

What Lol of DaciSiasng is  Indapandant T Graug T Polcy and Complance
Exnuiredz

iIndependent changas may be made iT othar departments ane ol impacted by the procedurs change, Group chan@es affect more than ane
department snd reguire buy-in from &l Directars snd the Managng Director. 1f this i= a4 Group change, select the box next to Group,

If the charga requires apprawval fram Policy ard Compliance, legal sigraff, ar Comorate Cradit Rick Managamant., selact the Poicy ard Complarcd
chack box. ]

Important! If the change affects a policy or a policy and procedure, a member of the
Compliance department must be included in the approval routing. If the change affects a
policy and the Director selects “Group” without including a member of Compliance in the
approval routing, the Compliance department will know nothing about the change request.
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Group Decision Participants - this field is displayed only when 'Group' is selected in the 'What
Level of Decision is Required?’ field. The Director is responsible for selecting the names of the
participants, from the HSBC Name and Address Book, who will be impacted by the change.

e Py ,
Group Decision Participants @ fe ¥

{(Please enter the names of all
involved in the group decision
rmeeting. )

=

Notes:

It is ultimately the responsibility of the Department Manager to inform their Directors of change
requests that they will be forwarding to their Director. For example, in the Operations Control and
Finance department, Department Managers are required to meet with their Director before
submitting the change control to that Director. Directors are also responsible for forwarding their
Change Control items to the Department Senior Leader This ensures the Department Senior
Lead is aware of the change and is prepared to discuss the change at the Business Quality
Council (BQC) meeting or Sr. Vice President Mortgage Operations’ staff meeting.

It is the responsibility of the Director to arrange meetings with impacted departments and gain
approval from appropriate parties.

No change requests for new/existing procedures will be discussed at the BQC or Sr. Vice
President Mortgage Operations’ staff meeting without the Department Senior Leader requesting
that the change be added to the meeting agenda.

The Department Senior Leader is responsible for presenting Group Change Requests at the BQC
or the weekly staff meeting
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Change Request Process Flow

Change Request
Idea

A 4

Change Request
inputted in LN
Database

Request Routed
toUMorDM

Yes

v

Change Request
Routed to
Department
Senior Leader or|
Director

Draft Sent to | Revs Publication on
Submiter " Vsons | Connect
y
Yes
Request Sent to Technical
Techrica Whiters Update s r‘m
Wiiters for CR with fising of =
Completion Approvers
* f
Yes
] Request
Plrector Seledsl A No—| | Denied and No
Final Approval
End Closed
A f
Independent
| y
Request Director Selects DSLCC DSL presents ( End ]
No—»| | Denied and "Independent or |-Group»|  impacted Change Request]
Closed Group Directors toal DSL
y Y
y
DSL adds Technical Wiiters
Technical Whiter sends listing of
asnext Change Requests
Approver toal DSL
No
y
DSL requests
DSL S - Change Request
“Approved” be added
BQC/ Staff
Meeiing Agenda
Yes—'
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When a change request is initiated, the form must be sent to the appropriate approvers (UM and
above). Once the requestor clicks Submit on their change request form, a Workflow Information
section appears at the top of the form.

Wk Enfarmation
© approve © Decling 7 Finad Approve
R Cindy M Sanford S Hoass haold Q17200 D308 15 PN QL7200 33116108 FM
W For ALet e Comans © Ko/ Hauseha 017200 O3 1002 PH
Change 'Workficw |
Apprvcar Histoey | + # 17,04 3: 16:02 PM - Cindy M SanfordAJS,Howsahald
——xbio comments: erdensd

This section tracks the approval/denial history of the change request.

The Workflow Information is viewable only to Unit Manager, Department Manager, Directors,
Technical Writers, and Auditors. The approval choices are: Approve, Decline, and Final Approve.
Department Senior Leaders or the Sr. Vice President Mortgage Operations should select the Final
Approval button.

Approving Change Requests

Approve

In the Workflow Information section of the change request form, click Approve.

Workflow Information

<  gpprove Y Decline © Final &pprove
Reviewer List

Cindy M Sanford/US Household
= -For Review Deana C knox/US/Household

Change Workflow

Approver History: + 4+ 1/7/04 3:16:02 PM - Cindy M Sanford/)
--->Mo comments entered

Notes:

Unit Managers and Department Managers should only select ‘Approve' or '‘Deny," never 'Final
Approve.'

If the request is for a Group change, the Director selects “Approve.’ Only the Sr. Vice President
Mortgage Operations or the Director of Policy and Compliance should select 'Final Approve' for
Group changes.
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Final Approve
In the Workflow Information section of the change request form, select Final Approve.

Workflow Information
" Final Approve
“-Approve

= -For Review Deana C Knox/US/Household

Change Workflow |

 gpprove 7 Decline

Decision

Approver History: + 4+ 1/7/04 3:16:02 PM - Cindy M Sanford/)
--->Mo comments entered

Notes:
Only the Sr. Vice President Mortgage Operations should select 'Final Approve.'
Department Senior Leaders should select 'Final Approve' for Independent changes.

No changes can be made to a change request form after 'Final Approve' is selected.

Declining Change Requests

If a change request is declined, the change request form cannot be activated again. An email will be
sent to the requestor and a carbon copy sent to previous approvers.

Workflow Information

C approvk Final &pprove

Decision: Feviewer List

#-Approve Cindy M Sanford/US/Household
1 -For Rewvigm Deana C kKnox/US/Household

Change Warkflow |

Approver History: + 4+ 1/7/04 3:16:02 PM - Cindy M Sanford/
---=Mo comments entered

Changing the Workflow of a Change Request Form

Unit Managers, Department Managers, Directors, and Technical Writers have the ability to route a
form to any user, as long as the form has NOT received final approval. The 'Approver History' tracks
all routing in the Change Control database.
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Change Request Form Status

A change request form has four (4) statuses:
Open
Pending (Needs Approval)
Complete

Rejected

Household Forms

MSCHNGPP

Form Catalog | Close || Yiew Print-friendly Format

Form Help Show: #+ Hide: %

* denotes required field.

Submitted By: HFPS670 on 01/29/2004 09:27:02 AM Docum

Status: IOpen vI

Lopen

Comments:

Edit History: + +

Workflow Information

C arrroue C Docling 8 Eimal Anmrawc

The status of a change request form is controlled systemically.
Open
A change request form's status will change to Open:

After Final Approve is selected.

After Decline is selected.

A change request in the 'Open' status indicates the change request form needs to be reviewed by the
Technical Writers and Auditors.

Pending (Needs Approval)

A change request form's status will change to Needs Approval:
After the requestor selects the appropriate approver and clicks Submit.

After Approve is selected.
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Complete

A change request form's status will change to Complete after Internal Auditor completes the Auditor's
Section and selects Audit Done on the change request form.

CHANGE CONTROL REQUEST FORM
Auditor's Section
Audit Result C Success © Defect
Audit Comments =]
Notes:

After a document receives a final approval from the Director, the Audit fields will be viewable to
individuals set up as 'Auditors." The Auditor will review the form and select the appropriate Audit

Result of 'Success' or 'Defect.’ The Auditor can add additional comments about the audit if
necessary.

If the change request received final approval, but the Auditor defected the request, the status will
be 'Complete.’

Rejected

A change request form's status will change to Rejected if the change request form was declined and
Internal Audit selects Defect and then Audit Done on the change request form.
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Change Request Repository

The change request repository stores all change request forms for a period of two (2) years. It also
provides links to commonly used reports.

Accessing the Change Request Repository

Step 1

Log on to Connect. From the Company Information drop-down box, select Mortgage Services.

Hews | Training | Jobs 1 G

t";‘,nn'!p-arw Infurméti;in

Select Business Unit

Select Business Unit
Auto Finance
Canada

Consumet Lending
Credit Card Services
Direct Lending
Insurance Services
iortoage Services
Refund Lending
Fetail Services
Technology & Services
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The Mortgage Services web page appears.

onnect HouseHoLD *

T 00 | Locaoid HEBC Shtn Price

Hewe | Training | Jobe | Complote Raward Employes Dirscioey | Erier Log Mama | [ Site Search @
Mortgage Services

e o o ke Morlosge Ssrvcss pege . To sccess resources (sl wll
essinh yiow with perfoeming ol b moee edficertly, please use B bnks Chckhereto T H I N K
bz

Related Siies:

Housshold Morlgage Servces (aubic corsumss websig)

Househoid MorigageECE ke BIH webste] I i G

D1 Crines (puble B2 wetsste ) TvIstOn Lirow ﬁ
Wi

VAN
sogrigtalaer & 12 314

AL

Peelated Topics:

01 Feesaoriine - Brarch Reporls
D1 Reorine - Corvespondert Reports
[ - Post Cln=in

Conpany Infarmation

Saked Bugnass il =]

Step 2

Select the Policy and Procedure Change Request Repository link.

T T T T Iy LBLLT | L, L T, L Ve e | ) I O, L ) T L LY L

[ Reporting - Batch
[ Forms and Files Directary

ISeIect Elu__siness_ Ll_n'rt ll

Policy and Procedure Change Request Repository I
HMZ Rebranding Indist e

HbAS kIS Dorforman Ernciccorine
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The Policy and Procedure Change Request Repository web page appears.

Departmental Forms Repository

All\By Form Name
Database Views :

: |-f"-JE!:=-=:t | | Expand | | Collapse | Mew Settings Form

Al Faorms. ..
Completed Forms
To Be Processed
Cther
Configuration

Form Status Submitter Submitted Time
b MSCHMNGPP

Application Search

————
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Navigating the Change Request Repository
The change request repository web page is divided into two (2) panes: Database Viewsand Forms.
Database Views

The left pane in the change request repository is divided into five (5) main categories:

Database Views Comments

All Forms You can view all forms by form name, approver, submitter, and status

Completed Forms View all forms with a status of 'Complete.’ Refer to Change Request Form
Status in the previous section for more information on form statuses.

To Be Processed View all forms in the 'Open' or 'Rejected' status
Other Displays a list of 20 reports.
Configuration Used by the change request form developers only.

Database Yiews

All Forms. .

by Form MName

by Approver

by Submitter

by Status
Completed Forms
To Be Processed
Cther
Configuration
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Forms View

Expanding the view

A blue arrow next to the form name allows you to expand the form for more detail. The arrow is also
collapsible.

Form Mame Submitter Submitted Time

P MSCHNGPP

Form Name Submitter Submitted Time

¥ MSCHNGPP
Dawvid G. Marsh 01/127°2004 06: 48 42 ARM
Susan M Bankowski 0151452004 12:21:56 P
Marcile 1 Gahbriel 01/20/2004 09:08: 26 AM
Kathy L. Huston 01/22/2004 04:11:27 PM
Shawn C Brown 01/22/2004 04:21:52 PM
Imran B. abdulaziz 01/26/2004 02:22: 12 PM
Shawn C Brown 01/27/2004 04:25:20 PM
Shawn C Brown 01/29/2004 02: 42 44 PM

Navigation Buttons
The navigation buttons at the top of the Forms view allow you to:

Expand/collapse a form by clicking Expand or Collapse.

View additional or previous pages of forms by clicking Next or Previous.

| Expand Mew Settings Form

Application Search

If you need to locate a form, enter any search criteria in the 'Application Search' box and then select
Go.

Application Search
Gn:ul
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Repository Reports

You can access change request repository reports from the Database Views. A few reports, such as
all forms by name, all forms by approver, all forms by submitter, and all forms by status can be
accessed under All Forms.

Database Yiews

by T ortm Marme

by Approver

by =ubmitter

by Status
Completed Forms
To Be Processed
Cither
Configuration

The majority of reports in the change request repository appear under the Other database view.

Departmental Forms Repositony

Database Views a ; % New Settings Form
All Faorms. - € »
orm eports
Completed Forms p,
MSCHNGPP  Audit Result
rocessed . L
[ o MSCHMGPP  Reguests requiring Training
: MSCHMGPP  Reguests requiring Development
orfiguration

MSCHNGPP  Search audit Result
application Search MSCHMNGPP  Search Reguests reguiring Training
ﬂ MSCHNGPP  Search Requests requiring Development
MSCHNGPP  Draft Documents
MSCHMGPP  Group
MSCHNGPP  Independent
MSCHMGPP  Policy and Compliance
MSCHMGEPP By Impacted Department
MSCHNGPP By Type of Change

MSCHNGPP  Report - Outstanding Change Requests
MSCHNGPP  Report - Outstanding Online Letter Change Requests

MSCHNGPP  Report - Rejected Change Reguests
MSCHNGPP  Report - Completed Change Reguests
MSCHMGEPP  Report - Change Control Summary
MSCHNGPP  Report - Meeds Approval Change Request
MSCHNGPP  Pending with Technical Writers

MSCHMGPP  Pending with suditor

To view a report, click the red report link.
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Report ‘ Description

Audit Result

View all change request forms, by month and status (success/defect) that have
been audited by Internal Audit.

Requests Requiring
Training

View all change request forms, by month, where training was requested on the form
in the 'Is Training Required?' field. If training is required, the choices on the form are
'‘Department Training' or 'HR Training.'

Requests Requiring
Development

View all change request forms, by month, where development was requested on the
form in the 'Is Development Required?' If development is required, the choices on
the form are 'System Enhancements' or 'Reports.’

Search Audit Result

View all Success and Defect change requests.

Search Requests
Requiring Training

View all Department and HR training requests.

Search Requests
Requiring Development

View all System Enhancements and Reports development requests.

Draft Documents

Access change request forms that were saved as a draft.

Group

Displays a list of all Group change requests.

Independent

Displays a list of all Independent change requests.

Policy and Compliance

Displays a list of all Policy and Compliance change requests.

By Impacted Department

View change requests for a particular department. These reports are derived from
the 'Who will be Impacted by the Change?' check boxes on the change request
form.

By Type of Change

View all change requests with a type of New, Existing, or Clarification to Policy,
Procedure, or Online Letter Writer.

Report - Outstanding
Change Requests

View all change requests with a ‘Needs Approval' or 'Open’ status. This report can
be generated to an editable spreadsheet format.

Report - Outstanding
Online Letter Change
Requests

View all online letter change requests with a 'Needs Approval' or 'Open’ status. This
report can be generated to an editable spreadsheet format.

Report - Rejected
Change Requests

View all change requests with a systemic status of 'Rejected.' This report can be
generated to an editable spreadsheet format.

Report - Completed
Change Requests

View all change requests with a systemic status of '‘Complete.' This report can be
generated to an editable spreadsheet format.

Report - Change Control
Summary

View the number of change requests by systemic status (Open, Complete, Pending,
Rejected), as well as by Level of Decisioning (Group, Independent, Policy and
Compliance). This report can be generated to an editable spreadsheet format.

Report - Needs Approval
Change Requests

View all outstanding change requests with 'Needs Approval' status. This report can
be generated to an editable spreadsheet format.

Pending with Technical
Writers

View all change requests with an '‘Open’ status.

Pending with Auditors

View all change requests with an 'Open' status where the Technical Writers have
indicated on the change request form that the change is or is not implemented.

Page 29




HSBC Mortgage Services Change Control User Manual

Exporting Repository Reports to a Spreadsheet

Six (6) reports in the change request repository can be generated to an Excel-like spreadsheet. The
reports that can be generated to a spreadsheet have the word 'Report' preceding the report name.

MSCHMGPP  Eeport
MSCHMGPP  Eeport
MSCHMGPP  Eeport
MSCHMGPP  Report - Completed Change Requests
MSCHHGPP  Report - Change Control Summary

MSCHMGPP  Eeport

Cutstanding Change Requests

Cutstanding Online Letter Change Requests

Rejected Change Requests

Meeds Approval Change Regquest

To Generate a Report to a Spreadsheet
Step 1
In the Other database view, select one of the six (6) reports links that is prefaced with 'Report."”

The report displays on the web page.

Dnpartmentsl Forms Repastony

Outstanding ¢ I'-'mgr- Request
s e o e O Y IR T
Al Farres: .
Completed Farms Bubmittar DRt anpraee Blotus  CHER Sl ew  Comments
’_'3 B Frocessed Ay M O7/27/2004 Anciesk 1. Meeds  Easting Indepandent Fledse change the following: 1, Lnder
Lrhar Mchichael Berger éAppraval Proceduns total unappled #2, it should resd, "&Fter
Canfiguration only tha funds have been maved b Unappliad,
k-] SFll'E'al."S-hE'E'E ig gent to the Financial
application Sesrch Contral Disbursement group to issue che
l_L EI Afrry M 06/09,/2004 andiew 1. Heeds  Edstig Imdepandant To updata the procadira, 1, Please
Mchichael BErgEr aAppraval Procedurs change the cost center to S32443 in step
only ang. 2. Pleas changa tha sentence in
step number 7 to read, 17 the payment
reconciliation departme=nt cannot bcate
tha fund
Ay b /032004 Andrew 1. Hesds  Existing Irdep=ndent To update the procedure. 1. Flease
MeMichae| BEgar appraval Procadua change all raferancas from bank account
orily {F9060R100 to 000847127) 2, PRase
change all references from bank account
7756 b D01B42820, 3. PlRase change all
raferant:
Ay M 06/09,/2004 Andrew 1. Maeds  Edstng Irdepandant To updata minor changas ta the
Mekichsel BErger appeowal Frocadiurs depasityencoding procedure, 1. afmar stap
crly L in the pracedure far morning depasits,
pleasa add stap {&. time and date starp?
2. undar srep i in the gank of amenca
==cti
Al # O/ 09,2004 anddres 1. Needs Existing Indepandant To update the current procedura, 1
Mchichael Berger dAppraval Procedun= Please charge all of the refarences to
only thasa bank sccounts to tha now anes
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Step 2

From the navigation buttons at the top of the report, select Generate Excel.

| vew Settings Form

Ae Edi Yiew Imaf Fonal Todk Dada Ackbal BaTo Fasodks  Hep ;|
Al =1 ® Excal Repord for CutstandingChangeRaguast
; A L L= SE B I E | 5
11| wilingChangaHeqaast
2
= Bubimitier Date Submitted  Awaiting Approwal Sl Type of Changn Lewvel of Decision Commeni|

Pleasi change the Tokowsng
unapplied #2, it shoukd mag
fureke haw been moved 1o 1
spreadsheet i= senl bo the
Aoy I Melichas| D270 Andresy | Benper Meeds Appireal Ecisling Proceduns only Independant Control Disbirsamant groug

[=

To update the procedue. 1
the cost cenber 1o BEHMES |
Pleas change tha senlencs
710 mad. Fthe payment ra
8 |Amy bl kichiichael DEr2004 Andrew J Benger Weeds Apprmal Existing Procedure only Independent depardment canmct locale t
Torupdate the procadine. 1
all rekerancas farm hank ac
[FFA0506100 to O00A47127
change all refererces fom
TrE 032520 3 Pled
Dy b Wb chaal DEACEV004 Andreaw J. Banger Haads Appireal Evisting Procadum ey Indapandant tilarais
To update minor changes 19
deposilfencading procedurg
i the procadue fr moming
phearse add abap [B. lima ary
2. Urder st=p 3'in the Ban
Army b Melichael DE032004 Andrew ). Hanger Heeds Appioval Exasting Frocedurs only Independznt soci

L=r]

s

To updata tha curant pmocg
change all of the references
aceounis to the new anes |
(0E42a0 7876 1o D00RAEG
B |y b kickichaal CECEC004 Andraw L Hanger Meeds Approval Existing Frocedura only Indepandant 001542730 1. Please updal

Note: You can format the columns, save, and/or print the spreadsheet, as you would normally do in
any spreadsheet software application.
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