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Docum entation Updates
The t it le page of th is docum ent conta ins the fo llow ing ident ify ing in form at ion :

l Softw are Version num ber , w h ich ind ica tes the softw are version .

l Docum ent R e lease D ate , w h ich changes each t im e the docum ent is
updated.

l Softw are R elease D ate , w h ich ind ica tes the re lease date of th is version of
the softw are .

To check for recent updates or to ver ify tha t you are using the m ost recent
ed it ion of a docum ent, go to :

http : / /h20230.www 2.hp .com /selfso lve/m anuals

This site requ ires tha t you reg iste r fo r an HP Passpor t and sign in . To reg iste r
fo r an HP Passpor t ID , go to :

http : / /h20229.www 2.hp .com /passport - reg istrat ion .h tm l

O r click the New users - p lease reg ister l ink on the HP Passpor t log in page.

You w ill a lso rece ive updated or new edit ions if you subscr ibe to the
appropr ia te product suppor t service . C ontact your HP sa les representa t ive for
deta ils.
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Support
V isit the HP Softw are Suppor t O n line w eb site a t:

http : / /www .hp .com /go /hpso ftw aresupport

This w eb site provides contact in fo rm at ion and deta ils about the products,
services, and suppor t tha t HP Softw are offe rs.

HP Softw are on line suppor t p rovides custom er se lf-so lve capab ilit ies. I t
p rovides a fast and eff ic ien t w ay to access in teract ive techn ica l suppor t too ls
needed to m anage your business. A s a va lued suppor t custom er , you can
benef it by using the suppor t w eb site to :

l Search for know ledge docum ents o f in te rest

l Subm it and track suppor t cases and enhancem ent requests

l Download softw are patches

l M anage suppor t contracts

l Look up HP suppor t contacts

l Review in form ation about ava ilab le services

l Enter in to d iscussions w ith o ther so ftw are custom ers

l Research and reg iste r fo r so ftw are tra in ing

M ost o f the suppor t a reas requ ire tha t you reg iste r as an HP Passpor t user
and sign in . M any a lso requ ire a suppor t contract. To reg iste r fo r an HP
Passpor t ID , go to :

http : / /h20229.www 2.hp .com /passport - reg istrat ion .h tm l

To f ind m ore in form ation about access leve ls, go to :

http : / /h20230.www 2.hp .com /new _access_levels .jsp
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W elcom e to Th is G u ide
W elcom e to the HP Change C onf igura t ion and Release M anagem ent
(CCRM ) T roub leshoot ing G uide. Th is gu ide provides in form at ion for
troub leshoot ing the CCRM Solu t ion v9.10.

Th is chap ter includes:

l How This G uide is O rgan ized

l W ho Shou ld R ead Th is G uide

l Addit iona l O n line R esources

N ote : I f you have any feedback or comm ents, p lease contact
so lu t ionpackag ingandscp@ hp.com .

How Th is G u ide is O rgan ized
This gu ide conta ins the fo llow ing chapters:

Chapter 1 Purpose o f th is  D ocum ent

P rovides an overview of w hat th is gu ide covers.

Chapter 2 Troub leshoo t ing  HP  SM and HP RC

P rovides troub leshoot ing so lu t ions for HP Service M anager and
HP  R elease C ontro l.

Chapter 3 Troub leshoo t ing HP  PPM Center and HP  SM

P rovides troub leshoot ing so lu t ions for HP  P ro ject and Por t fo lio M anagem ent
C enter and HP  Service  M anager .

Chapter 4 Troub leshoo t ing HP  PPM Center and HP  UCMDB

P rovides troub leshoot ing so lu t ions for HP  P ro ject and Por t fo lio M anagem ent
C enter and HP  U niversa l CM DB .
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Chapter 5 Troub leshoo t ing HP  SM and HP OO

P rovides troub leshoot ing so lu t ions for HP  Service M anager and
HP  O pera t ions O rchestra t ion .

Chapter 6 Troub leshoo t ing HP RC and HP UCMDB

P rovides troub leshoot ing so lu t ions for HP Release C ontro l and HP Universa l
CM DB .

Who Shou ld R ead Th is G u ide
This gu ide is in tended for a system im plem enter or system adm in istra to r
responsib le fo r upgrad ing the  HP C losed Loop Incident P rocess So lu t ion . Th is
gu ide assum es that you have adm in istra t ive access to a ll system s. The
procedures in th is gu ide m ay dup lica te in fo rm at ion ava ilab le in your HP
Service M anager , HP  U n iversa l CM DB , HP Release C ontro l, H P  P ro ject and
Por t fo lio M anagem ent C enter , HP O pera t ions O rchestra t ion and
HP  UCMDB -C onf igura t ion M anager docum enta t ion , bu t is provided here for
conven ience.

Add itiona l O n line R esources
Troub leshoot ing & Know ledge Base accesses the T roub leshoot ing page on
the HP Softw are Suppor t W eb site w here you can search the Self-so lve
know ledge base. C hoose Help > Troub leshoo t ing & Know ledge Base . The
URL for th is W eb site is h ttp : / /h20230.www2.hp.com /troub leshoot ing . jsp .

HP Softw are Suppor t accesses the HP Softw are Suppor t W eb site . Th is site
enab les you to brow se the Self-so lve know ledge base. You can a lso post to
and search user d iscussion forum s, subm it suppor t requests, dow nload
patches and updated docum enta t ion , and m ore . C hoose Help > HP Softw are
Support . The URL for th is W eb site is www .hp.com /go/hpsoftw aresuppor t .

M ost o f the suppor t a reas requ ire tha t you reg iste r as an HP Passpor t user
and sign in . M any a lso requ ire a suppor t contract.

To f ind m ore in form ation about access leve ls, go to :
h t tp : / /h20230.www2.hp.com /new _access_ leve ls. jsp

To reg iste r fo r an HP Passpor t user ID , go to :
h t tp : / /h20229.www2.hp.com /passpor t- reg istra t ion .h tm l.
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HP Softw are W eb site accesses the HP Softw are W eb site . Th is site provides
you w ith the m ost up- to -da te in form at ion on HP Softw are products. Th is
includes new softw are re leases, sem inars and trade show s, custom er
suppor t , and m ore . C hoose Help > HP Softw are W eb site . The URL for th is
W eb site is www .hp.com /go/so ftw are .

HP Softw are So lu t ions Now accesses the HPSW Solu t ion and In tegra t ion
Por ta l W eb site . Th is site enab les you to exp lore HP P roduct So lu t ions to
m eet your business needs, includes a fu ll l is t o f In tegra t ions betw een HP
P roducts, as w ell as a list ing of IT IL P rocesses. The URL for th is W eb site is
h ttp : / /suppor t .openview .hp.com /sc/so lu t ions/ index. jsp .
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Chapter 1

Purpose o f th is Docum ent
This docum ent provides troub leshoot ing in form at ion for the HP Change
Conf igura t ion and Release M anagem ent (CCRM ) Solu t ion , includ ing basic
tr iage in form ation .

Triage
HP CCRM is a so lu t ion com pr ised of severa l p roducts. F irst , you m ust
determ ine w hich product or in tegra t ion has fa iled .

D e te rm ine W he re the So lu tion is Fa iling
In som e cases, you can determ ine qu ickly w h ich product has fa iled . I f the
prob lem source is not obvious, you can check log f iles or run ver if ica t ion tests
to iso la te the cause.

Check Log F ile s
Log f iles exist fo r m ost o f the in tegra ted products. E very chapter includes a
tab le descr ib ing the log f iles for the HP products tha t are par t o f the so lu t ion .
Logg ing for d if fe ren t com ponents can be set up as descr ibed in Enab le Log -
in fo r P roduct Com ponents .

Enab le Log -in fo r P roduc t C om ponents

HP  Un ive rsa l CMDB

For m ore deta ils about prob lem s or er rors, in
C :\hp \UCMDB \UCMDBServer\con f \ log \fcm db .p ropert ies , change the log
leve l to DEBUG /IN FO .

S e t the log leve l param eter to DEBUG .
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W hen the log is se t to debug , a new log is created nam ed fcm db .< your DS
nam e> .log . Th is log conta ins a ll the in form at ion tha t is re levant to the specif ic
DS ( in tegra t ion po in t) on ly.

C :\hp \UCMDB \UCMDBServer \run t im e\ log \er ror . log conta ins the general
erro r. log . Th is log conta ins, fo r exam ple , in frastructure er rors, such as an
er ror w ith in it ia liz ing the adapter .

HP Re lease  Con tro l

For m ore deta ils about prob lem s or er rors, change the log leve l to DEBUG .

For prob lem s in the RC adapter (C :\HP \RC910\con f \< adap ter nam e> -
log4j.p ropert ies ) , se t the def. leve l param eter to DEBUG .
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Chapter 2

Troub leshoo ting  HP  SM and
HP  RC

HP Produc t Log F ile s

P roduct Locat ion o f Log 's F ile

HP  Service M anager
(SM )

C :\P rogram F iles\HP \Service M anager
9 .30 \Server \ logs\sm .log

HP Release C ontro l
(RC )

C :\HP \RC910\servers\server -0 \ logs\sm -rc-
adapter \ccm _genera l. log

P rob lem : In the SM -RC in tegra tion ,
the tic ke ts do not pass from SM to
RC .

So lu tions
1. C onf irm that the RC SD I adapter and SM are using the sam e tim e zone

and the sam e date form at.

RC Server:

a. Log on to RC .

b . F rom the m enu bar , se lect M odu le > Adm in istrato r.

c . F rom the upper tabs, se lect the Conf igurat ion tab .

d . E xpand In teg rat ions and se lect Service D esk Adapters .

e . Se lect the adapter nam e for the SM -RC in tegra t ion .

f . F rom the tabs in the pane l on the r igh t s ide of the screen, click the
adap ter nam e.set t ings tab .
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g. C heck the t im e zone and date form at.

SM Server:

a. Log on to SM .

b. F rom the naviga t ion pane, se lect System Adm in istrat ion > Base
System Conf igurat ion > M iscellaneous > System In fo rm at ion
Record .

c . C lick the Date In fo tab .

d . C heck the t im e zone and date form at.
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2. I f the prob lem persists, conf irm that LW SSO in the RC adapter is se t to
NO .

a . Log on to RC .

b . F rom the m enu bar , se lect M odu le > Adm in istrato r.

c . F rom the upper tabs, se lect Conf igurat ion .

d . E xpand In teg rat ions and se lect Service D esk Adapters .

e . Se lect the SM adapter .

f . C lick the adap ter-m eta .json tab and check if LW SSO is fa lse . I t
shou ld be yes .

Note: I f th is is the prob lem , conf igure the RC adapter aga in accord ing
to the HP Change Conf igura t ion and Release M anagem ent (CCRM )
version 9.10 C onf igura t ion G uide .

P rob lem : In the Change tic ke t, the
Change Assessm ent and Change
Ca lenda r sec tions a re m iss ing .

So lu tion
Check the conf igura t ion of the SM -RC adapter under In teg rat ion M anager in
SM .
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SM Server:

1. Log on to SM .

2. In the SM clien t, f rom the naviga t ion pane, se lect Tailo ring > In teg rat ion
M anager.

3 . I f the SM toRC in tegra t ion is act ive , se lect it and click D isab le .

4 . C lick Ed it .

5 . In the In tegra t ion Instance In form ation pane, click Next .

6 . In the In tegra t ion Instance Param eters pane, conf igure the fo llow ing
param eters:

Nam e
Recomm ended
Value Descrip t ion

rc.server .u r l h t tp : / /< user
def ined> :8080/ccm

Fully qua lif ied dom ain nam e
server address of RC

rc.adapter .nam e <user def ined> Adapter nam e created in RC
(w ithout -adap ter extension)

re .usernam e <user def ined> RC user nam e

rcS tanda lone true or fa lse Specif ied run m ode of RC .

I f RC is connected to UCMDB ,
click fa lse .

I f RC is not connected to UCMDB ,
click t rue .

7 . In the In tegra t ion Instance F ie lds pane, click Next .
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8. In the In tegra t ion Instance M apping pane, click F in ish .

9 . C lick the SM toRC in tegra t ion instance and se lect Enab le .

P rob lem : W hen the Change Reques t
opens , the Change Assessm ent
sec tion or Change Ca lenda r sec tion
log in sc reen appea rs .

So lu tion
Follow the LW SSO conf igura t ion sect ions for SM and RC in the HP Change
Conf igura t ion and Release M anagem ent (CCRM ) version 9.10 C onf igura t ion
G uide .

P rob lem : W hen try ing to upda te an
RFC from RC to SM , RC app lic a tion
asks fo r SM c reden tia ls even though
the LW SSO fea tu re is con figured
prope rly in bo th se rve rs .

Note: Valid on ly w hen you have a Service M anager server insta lled on
L inux.

So lu tion
1. Ed it the SM hosts f i le and append SM ’s and RC ’s In ternet P ro toco ls ( IP s)

and fu lly qua lif ied dom ain nam es (FQDNs) .

2 . Save and close the f ile .
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Chapter 3

Troub leshoo ting HP  PPM Center
and HP  SM

HP  P roduc t Log F ile s

P roduct Locat ion o f Log 's F ile

HP  P ro ject and Por t fo lio
M anagem ent C enter (PPM )

C :\PPM \server \HPPPM \log \serverLog. log

HP  Service M anager (SM ) C :\P rogram F iles\HP \Service M anager
9 .30 \Server \ logs\sm .log

P rob lem : W hen c lic k ing the Change
Num be r tic ke t a fte r R FC is opened in
PPM , the SM log in sc reen appea rs .

So lu tion
Open the server.con f f i le in PPM and check the LW SSO conf igura t ion .

1 . Log on to PPM .

2. B row se to C :\PPM .

3 . O pen the server.con f f i le .

4 . Set the fo llow ing param eters in the LW SSO sect ion :

n com .kin tana.core .server .ENABLE_LW _SSO _U I to t rue .

n com .kin tana.core .server .LW _SSO _DOM A IN to the dom ain type.

n com .kin tana.core .server .LW _SSO _IN IT_STR ING to the IN ITSTR ING
type.
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n com .kin tana.core .server .LW _SSO _TRUSTED_DOM A IN to the trusted
dom ain type.

5 . C onf irm that the str ing in com .kin tana.core .server .SM _W EB_URL is
w orking .

6 . R estar t PPM .

Note: I f the prob lem st il l exists, check the LW SSSO conf igura t ion on the
SM side accord ing to the HP Change Conf igura t ion and Release
M anagem ent (CCRM ) version 9.10 C onf igura t ion G uide .

P rob lem : A fte r se le c ting the
Ope ra tiona l R FC check box and
c lic k ing Save , SM fa ils to c rea te the
RFC .

So lu tion
Confirm the process listener is runn ing in SM .

1. Log on to SM .

2. In the Service M anager comm and f ie ld on the upper - r igh t s ide of the
screen, enter status .

3 . C lick S tart Schedu ler.

4 . D oub le-click PPM failover and ver ify tha t PPM is runn ing .
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P rob lem : W hen open ing an RFC
from a PPM task , the RFC is no t
opened in the bus iness se rv ic e
con tex t (o rig ins from UCMDB to
PPM ), bu t w ith a de fau lt bus iness
se rv ic e (app lic a tion ).

So lu tion
1. Log on to the PPM server f i le system .

2 . B row se and ed it % PPM _HOME% \con f \sm rfc \sm -rfc-m app ing .xm l .

3 . Search for the <sm Fie ld>Service< /sm F ie ld> sect ion .
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4. C onf irm the fo llow ing row s are included exact ly as shown be low in the f ile
under th is sect ion :

< f i e l d >

< s m F i e l d > S e r v i c e < / s m F i e l d >

< p p m F i e l d > T A S K _ S E R V I C E < / p p m F i e l d >

< u s e O n C r e a t e > t r u e < / u s e O n C r e a t e >

< u s e O n U p d a t e > t r u e < / u s e O n U p d a t e >

< d e f a u l t V a l u e > A p p l i c a t i o n s < / d e f a u l t V a l u e >

< / f i e l d >

5. Save and close the f ile .

6 . R estar t the PPM service .
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Troub leshoo ting HP  PPM Center
and HP  UCM DB

HP Produc t Log F ile s

P roduct Locat ion o f Log 's F ile

HP  P ro ject and Por t fo lio
M anagem ent C enter (PPM )

C :\PPM \server \HPPPM \log \serverLog. log

HP  U niversa l CM DB
(UCMDB )

C :\hp \UCMDBServer \run t im e\ log \fcm db. log

P rob lem : W hen c lic k ing the Se rv ic e
button , the lis t o f a ll bus iness
se rv ic es does no t appea r.

So lu tion
Check the server.con f f i le .

1 . Log on to PPM .

2. B row se to C :\PPM .

3 . O pen the server.con f f i le .

4 . C heck the SERV ICE_L IST_UCMDB_MAX_C I_NUMBER param eter .
Th is param eter def ines how m any C Is the PPM disp lays.
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5. Set th is param eter to the cor rect va lue .

P rob lem : W hen c lic k ing the Se rv ic e
button , an e rro r m essage appea rs .
PPM 's log file reports tha t the
connec tion to UCMDB has fa iled .

So lu tion
Check the server.con f f i le .

1 . Log on to PPM .

2. B row se to C :\PPM .

3 . O pen the server.con f f i le .

4 . C heck tha t the C I type def ined as the param eter in the server .conf f i le is
SERV ICE_L IST_UCMDB_C I_TYPE .

5 . Set the param eter to the cor rect va lue .

6 . R estar t PPM .
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P rob lem : W hen c lic k ing the Se rv ic e
button , an e rro r m essage appea rs .
The PPM log file reports tha t the
ve rs ion o f UCMDB is w rong .

So lu tion
Check the server.con f f i le .

1 . Log on to PPM .

2. B row se to C :\PPM .

3 . O pen the server.con f f i le .

4 . C onf irm the version of UCMDB is cor rect.

c o m . k i n t a n a . c o r e . s e r v e r . U C M D B _ S E R V E R _ V E R S I O N

5. Set the param eter to the cor rect va lue .

6 . R estar t PPM .

P rob lem : The Se rv ic e check box is
m iss ing in the Task De ta ils w indow .

So lu tion
Under P ro ject Sett ings in PPM , check if the Service opt ion w as chosen.

1 . Log on to PPM .

2. Se lect a pro ject.

3 . C lick P ro ject Set t ing .

P age 23 of 29



Troub leshoo t ing G u ide
Chapter 4 : T roub leshoot ing HP  PPM Center and HP  UCMDB

4. Se lect the Service check box and click Save .

P rob lem : The Se rv ic e check box
unde r P ro je c t se ttings is m iss ing .

So lu tion
Check the conf igura t ion accord ing to the PPM extension sect ion of the HP
Change Conf igura t ion and Release M anagem ent (CCRM ) version 9.10
C onf igura t ion G uide .
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Troub leshoo ting HP  SM and
HP  O O

HP Produc t Log F ile s

P roduct Locat ion o f Log 's F ile

HP  Service M anager (SM ) C :\P rogram F iles\HP \Service M anager
9 .30 \Server \ logs\sm .log

HP O pera t ions
O rchestra t ion (OO )

C :\P rogram F iles\H ew le tt-P ackard \O pera t ions
O rchestra t ion \C entra l\ logs\C entra l_w rapper . log

P rob lem : W hen try ing to sea rch fo r a
flow in the OO sec tion o f SM , the lis t
is em pty .

So lu tions
There are tw o so lu t ions for th is prob lem . The f irst so lu t ion is to check the
conf igura t ion of OO in SM .

1. Log on to SM .

2. N aviga te to Tailo ring > In teg rat ion M anager.

3 . Se lect the SMOO row and click Ed it . I f the in tegra t ion is enab led , d isab le
it f irst .

4 . C lick Next .
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5. C heck a ll param eters— especia lly tha t the basepath param eter up loads
the f low s from OO to SM .

Note: I f th is prob lem st il l occurs, check the SSL conf igura t ion betw een
OO and SM accord ing to the HP Change Conf igura t ion and Release
M anagem ent (CCRM ) version 9.10 C onf igura t ion G uide .

P rob lem : W hen an OO flow runs
from an SM tic ke t, the fo llow ing
e rro r m essage appea rs in the
ac tiv ity log .

So lu tion
In OO , conf irm that the RAS SSL cer t if ica tes are va lid .

To check the SSL cer t if ica tes in OO :

1. Log on to OO .

2. B row se to C :\P rogram Files \H ew let t -Packard \O perat ions
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3. C onf irm that a ll SSL cer t if ica tes in th is fo lder are va lid .

Note: To reproduce the SSL cer t if ica te or to conf igure it aga in , re fer to the
OO extension sect ion of the HP Change Conf igura t ion and Release
M anagem ent (CCRM ) version 9.10 C onf igura t ion G uide .
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Troub leshoo ting HP  RC and
HP  UCM DB

HP Produc t Log F ile s

P roduct Locat ion o f Log 's F ile

HP  R elease C ontro l (RC ) C :\HP \RC910\servers\server -0 \ logs\sm -rc-
adapter \ccm _genera l. log

HP  U niversa l CM DB
(UCMDB )

C :\hp \UCMDBServer \run t im e\ log \fcm db. log

P rob lem : RFC tic ke t w ill no t pass
from SM to RC .

So lu tion
1. Ver ify the prob lem by open ing the CCM _GENERAL log f ile in RC :

“ E R R O R u C m d b S y n c h o r i n z e r - J o b

A p p l i c a t i o n S y n c h r o n i z e r . d o S y n c h r o n i z a t i o n : 6 7

S y n c h r o n i z a t i o n e x c e p t i o n i n

A p p l i c a t i o n S y n c h r o n i z e r : C o u l d n o t d e s e r i a l i z e

r e s u l t f r o m H T T P i n v o k e r r e m o t e s e r v i c e

[ h t t p : / / l o c a l h o s t : 8 0 8 0 / c m d b - a d a p t e r -

9 0 / r e m o t i n g / S e s s i o n M a n a g e r ] ; n e s t e d e x c e p t i o n i s

j a v a . l a n g . C l a s s N o t F o u n d E x c e p t i o n :

c o m . h p . u c m d b . a p i . I n v a l i d C r e d e n t i a l s E x c e p t i o n ”

2. C heck the UCMDB adapter conf igura t ion in RC :

a . Log on to RC .

b . F rom the m enu bar , se lect M odu le > Adm in istrato r.

c . S e lect the Conf igurat ion tab .
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d. E xpand In teg rat ions and se lect HP Universal CM DB > Availab le
Connect ions .

e . C heck the UCMDB deta ils in the adapter . C hange them if necessary.

f . C lick Save .

g . C lick Act ivate .

h . R estar t the RC service .

I f the prob lem persists , check the side fo r the UCMDB server.

1. U sing the sta tus page, ver ify the server is up and runn ing .

2 . C heck if the UCMDB in tegra t ion user is ava ilab le for connect ion

3. I f needed, crea te a new in tegra t ion user in UCMDB from UCMDB jm x-
conso le > UCMDB :serv ice=Security Serv ices >
create In tegrat ionUSer, then reconf igure the RC adapter w ith the new
in tegra t ion user .
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