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This guide will cover:

Everyone has seen change 

go wrong - whether it’s big 

or small. Some might have 

only seen this happen once or 

twice, others might be able to 

reel off countless times where 

things hadn’t gone to plan, 

or something came up and 

derailed everything.

We know change

Unfortunately, a complicated relationship 

with change doesn’t mean you can avoid 

it, and, in fact, avoidance is often the most 

risk-laden choice a business can take. 

While it’s impossible to guarantee total, 

fan-fare inducing success, and there is no 

‘silver bullet’, there are multiple ways to de-

risk change activities, pre-empt potential 

roadblocks, and use a holistic approach 

to ensure all peripheral considerations are 

brought into the plan. 

One of the key use cases for Cutover 

is technology delivery and release, 

enabling organizations to move quickly 

with confidence, while maintaining all-

important business continuity. Our 

Work Orchestration and Observability 

platform has been at the center of huge 

transformative change for highly regulated 

organizations - who cannot afford 

disruption or an outage. The solution also 

underpins regular change activity for large 

multinational businesses, like managing 

release schedules or application updates, 

and resilience testing.

From our experience and involvement 

in big and small change, here’s what 

we’ve learned about implementing        

successful change.

This white paper explores the best 

practices for implementing effective 

delivery and release, taken from our hard-

earned experiences, as well as touching 

on some of the far-reaching impacts of 

poorly executed change management.



Remote teams pose additional 

challenges, but they’re not 

insurmountable

Learn from your successes 

and your horror stories

It’s easier to place a lot of blame on the 

current pandemic for necessitating remote 

team enablement. But the truth is that 

while remote-first working is universal 

right now, it was prevalent before: teams 

were already coordinating over multiple 

geographies, time zones, and sites - and 

they will continue to do so once this 

current threat subsides. 

Communication and visibility are non-

negotiables for remote team enablement. 

Multiple communication channels - 

flipping between email, Teams or Slack, 

Zoom, and phone calls - is a time drain 

at best, and an ineffective filing system at 

worst. This proliferation of communication 

threads creates a fragmented trail when 

you’re trying to find that one detail you 

need to kick off your next task. 

It’s impossible to feel in control when you 

can’t see what’s happening. It’s as simple 

as that. Remote working can compound 

this feeling, as you sit on your own - 

pinging people for updates, or trying to 

schedule meetings for progress reviews 

and milestone checks. The problem with 

pushing for visibility in this way is that, 

despite how crucial progress checks 

are, they take your team members out 

of execution mode, as they take time to 

prepare reports, metrics, or slides to show 

the current state. The irony is that these 

pain-staking updates are  typically out of 

date by the time they are presented. 

Communication needs to be unified, and 

visibility needs to be accessible, up-to-

date, and effortless - for you and your 

team. This is how you accelerate effective 

change whether your team is remote,       

or not.

This advice refers to more than just 

reviewing anecdotal learnings. No matter 

how busy you are, or what’s waiting for 

you next, a post-implementation review is 

crucial. If everything ran perfectly, great, 

but it’s just as important to find out why, 

and what contributed, as it is to delve 

into the details when everything was 

‘non-optimal’. Analytics and audit records 

hold the keys to future success and 

better optimization, but you need to put 

them to work. 

Analysis is often de-prioritised because 

gathering the data using manual methods 

is a pain, plus the pressure to move on to 

‘the next thing’ is always lingering. This 

is why it is important to use a solution 

that gathers this data for you, as your 

event runs. This enables you to not 

only conduct crucial post-event reviews 

quickly, but in-event analytics allow 

you to track progress live, see dynamic 

completion estimates and course-correct 

if needed. You will complete the project 



more informed, better equipped to analyse, 

and primed for your next challenge.

Make sure your systems work 

together to support change Put technology in the right 

role, in the same way you 

would team members
This guidance takes elements from both 

of the points above: having everything 

in one place ensures rapid enablement, 

leveraging available data wherever 

possible supports better insight. Putting 

a solution in place that integrates with 

your existing change management 

services will extend the value of your 

toolkit, not work against it.

Bringing your change requests into a 

Work Orchestration and Observability 

platform by linking them to runbooks 

means that you track progress and 

execute tasks associated with the 

change, once approved. By leveraging 

the data feeding through from your ITSM 

service, you can streamline the entire 

change lifecycle.

Change management tools are not built 

for long-term planning and observability 

of change events and any subsequent 

activities, such as optimizations, 

rescheduling conflicts, or readiness 

checks ahead of change approval. 

It’s not their primary purpose. But by 

linking them with a solution for executing 

and observing change, you can see a 

full event timeline for all planned and 

The conversation about humans and 

machines is often positioned in the 

context of ‘versus’ or a veiled warning 

about the latter slowly moving in on the 

territory of the former.

Machines are very good at repetitive, 

data-driven tasks - because they don’t 

get bored, don’t fall foul to ‘human error’, 

and can be automated. What they’re not 

good at is creativity, innovation, high-

pressure decision-making, or mobilizing 

and coordinating teams in the most 

effective way possible - this is where you 

need humans. Put your resources in the 

best possible position for your change 

activities, and you will reap the benefits. 

Leverage automation where possible, 

liberate your team members from 

monotony and put them in positions that 

play into their strengths.

proposed changes, on a long-term basis. 

This will allow you to pre-empt potential 

issues, and schedule effectively.



Delivering change 
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Our Work Orchestration 

and Observability platform 

enables you to increase 

the throughput of change 

and drive down incidents 

resulting from change 

execution. Our four core 

use cases are as follows:

Transformation - Successfully 

executing the big events that deliver 

the step changes organizations 

need to get their strategy into action 

and get ahead. 

Cutover can pull data from multiple 

runbooks to give an overall view of 

transformation progress, delays and issues 

across a number of applications, lines of 

business, and the entire span of activity, 

providing a level of visibility that is not 

otherwise possible.

Technology delivery and 

release - Getting change 

execution done well, day in, day 

out is what sets the pace. Making 

data-driven decisions without 

burdening teams with resource-

hungry governance gets more 

done and reduces risk.

Cutover integrates with change 

management tools, like ServiceNow 

and Remedy to enhance their value, 

and enable end to end change  request, 

execution, and management from within 

one place.

Operational Resilience - High 

levels of resilience are the bedrock 

of successful change delivery. 

The more resilient you are the 

Operational Readiness - Repetitive 

and complex procedures often 

span business, technology and 

operations teams and don’t always 

automate well. Managing processes 

consumes resources and adds risk. 

Driving repeatability, automating 

where you can, reduces effort    

and risk.

Cutover is used for operational processes 

such as coordination of IPO listings, start 

of day/week checks and other repeatable 

processes.

less damage bad change can do.  

Defining, automating and evolving 

resilience practices as regulatory 

and infrastructure landscapes 

change is critical.

Cutover provides executable recovery plans 

with the ability to integrate into automation 

tools to seamlessly handle the recovery 

steps across manual and automated tasks.
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Cutover’s focus on change 

spans five areas:

• Change planning - Leverage a 

single view of change that ensures 

planning efforts take into account 

conflicting and adjacent changes 

across the business.

• End to end change process - 

Cutover provides a seamless flow of 

change from early planning through 

approval, execution and onto audit 

and analysis.

• Change execution - Deliver great 

change execution, retiring Excel and 

Word from change planning and 

orchestration to improve quality and 

consistency and reduce risk.

• Automation - Replace, monitor and 

measure the replacement of manual 

tasks with automation.  

• Data quality - Change data must 

be correct at the point of execution. 

Ensuring that the correct data 

becomes the source of record drives 

a virtuous circle. Better data leads to 

reduced errors. 

• Analytics -  Track and share 

live insights quickly and easily. 

Detailed analytics are available 

throughout change activities via 

comprehensive dashboards. 

• Post-implementation review - 

Cutover’s post-implementation 

review (PIR) dashboard uses 

advanced analytics to aggregate 

all relevant data from a runbook 

in order to provide teams with a 

rundown of actionable insights.



Cutover for IT Service 
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Cutover sits adjacent to 

four primary application 

groups, with the delivery 

of Work Orchestration and 

Observability, encompassing 

execution orchestration, 

audit, analytics, event 

observability, instrumentation. 

Integrating effectively into 

key tools in the ecosystem 

is a critical part of delivering 

improvement in change. 

IT service management tools

Automation tools

Cutover’s integration with ITSM solutions, 

such as ServiceNow and Remedy, 

enables you to effectively manage 

your technology change initiatives end 

to end. Easily plan, orchestrate, and 

analyze change in Cutover and facilitate 

governance and compliance activities 

through your ITSM solution. 
Cutover interacts with continuous 

integration tools like Jenkins and Ansible, 

to start actions and alert users when they 

Integrations with IT Service Management 

solutions like ServiceNow and Remedy 

provide significant enhanced value. The 

available integrations fall broadly into 

four categories:

As well as ITSM, Cutover also integrates 

with other core systems and tools for 

automation, collaboration, agile delivery 

and DevOps.

• Ingesting data from third party 

systems to provide a unified set of 

change planning data

• Surfacing system of record data in 

Cutover to aid search and filtering or 

to use infrastructure or applications 

attributes to support automation

• Using team data to give users the 

right level of access seamlessly and 

without overhead

• Consuming triggers from third 

party systems, such as alerting or 

monitoring, and using them to trigger 

actions in Cutover

• Triggering automations are managed 

in third party systems to provide a 

seamless handoff between manual 

and automated tasks within a 

Cutover runbook

and other adjacent 

change applications



are complete. You can use this to build 

and deploy software, manage pipelines, 

and push software builds.

Use communication and collaboration 

tools such as Slack, Zoom, or Microsoft 

Teams as an alternative to notifying 

via text message or call. This enables 

Cutover alerts and notifications to be 

delivered through your company’s 

preferred channels.

Extend the value of your agile delivery 

and DevOps tools, such as JIRA, 

Atlassian and Bitbucket to bring full 

transparency to the delivery of work 

across your teams and activities.

You can find out more about our full range 

of integrations here.

Collaboration tools

Agile delivery and DevOps

v

https://www.cutover.com/platform/integrations


Change Planning 

There are specific integration 

opportunities in each of the 

five areas of Cutover’s change 

focus. Some examples are set 

out below: 

Integration 

Opportunities with IT 

Service Management 
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• Longer term changes planned in 

Cutover reference ITSM data to 

enable search, filter and analysis 

based on source data

• All planned change events are 

surfaced in one place. Ingesting 

data such as Change Freezes from 

ServiceNow or Remedy into Cutover 

to ensure a complete data set 

• Associate a runbook in Cutover to 

ITSM data for search and filter

• Identification of conflicts in real 

time during the planning process 

based on defined parameters, using 

application and change request data 

from ITSM tools.

End to End Change Process

• A change for planning purposes is 

created in Cutover in advance of a 

change request. Link ITSM data to 

visualise potential conflicts ahead     

of time.

• Creation of an associated change 

request from within Cutover at the 

appropriate point

• Link a change request to a real and 

‘executable’ runbook in Cutover 

• Approve change requests based on 

measurable data on the quality of the 

plan,  preparedness of the team and 

track record

• Surface change request approvals in 

Cutover to reduce chasing ahead of 

an event

• Update and close the change request 

from within the Runbook

Change Execution

• Surface Runbook data post execution 

to append to the ITSM data in 

ServiceNow or Remedy



Automation - Replace, monitor 

and measure the replacement of 

manual tasks with automation.

Data quality

• Post data relating to automation. 

e.g. when an implementation 

of recovery plan runbook 

has automated tasks and the 

automation completion percentage

• Push updated ITSM data into 

ServiceNow  or Remedy to post a 

change, using the runbook variables 

used in the executed plan.

Find out more about Cutover’s integrations with ITSM 

for better end to end change management.

https://f.hubspotusercontent00.net/hubfs/2367000/Fact%20sheets%20-%20new%20branding/Fact%20Sheet%20-%20Integrations%20-%20ServiceNow%20ITSM.pdf


Cutover’s Work Orchestration and 

Observability platform drives successful 

change by streamlining communications, 

providing accessible real-time analytics both 

during and post-event, and integrating with 

the tools you already use to enhance change 

management end to end. Built on decades 

of experience orchestrating huge multi-year 

transformation, and facilitating daily change 

activities, Cutover helps organizations to go 

beyond simply de-risking change, but deliver 

seamless, consistent activity that can be 

depended upon. 

Find out more about how Cutover can support 

your organization’s change initiatives. 

Get a tailored demo of the platform. 

Summary

https://www.cutover.com/demo


Contact us

www.cutover.com

For news and updates search  
for Cutover on LinkedIn or follow  
us on Twitter: @gocutover

If you have any questions please  
contact us at info@cutover.com

https://www.linkedin.com/company/cutover/
https://twitter.com/gocutover
mailto:info@cutover.com

