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Introduction to Service Manager Licensing

In this document we will clarify the licensing options and definitions, define what is obligatory from
the software control point and what is controlled by contractual obligation. In addition we will
describe the method by which a read-only access Change Management user may be defined so that
a user license is not consumed.

This document is not designed to be used as the medium to address specific customer related
issues that have been opened with the HP Customer Support organization. For updates or status
checks on those items please contact Customer Support.



The Licensing Facts

The Service Manager application utilizes both named and floating licenses for all application
modules. Service Manager also provides a facility to configure read-only usage of the Change
Management module when the company purchasing Service Manager has purchased both Service
Manager Foundation and Helpdesk.

Service Manager uses profiles along with the operator record to identify the user’s ability to access
various modules. When a user first logs in to the system, they consume their Foundation license
and all of their licenses for the modules they have rights to in their profiles.

The Named license

This is a license that guarantees a user identified as a named user will always be able to access the
system. This type of license requires that each user is accounted for in the purchase of a named
user license for both the Service Manager Foundation and any other Module for which they are to
be a named user.

Note: Setting up a named user — see appendix 1

The Floating license

Users not identified as named users are considered Floating users when accessing the software.
Users that obtain a Floating license will be able to log in to the software as long as all the Floating
licenses have not been consumed by others. A Floating user will never consume a Named user
license.

The Read-only License for Change Management

If a company has purchased Service Manager Foundation, Helpdesk and Change Module licenses

and not given the privilege of using Change in some operator record profiles, a read-only view of

change can be set up so that analysts on the Helpdesk can still access Changes opened and being
worked without having the ability to edit them. See Appendix 1 for proper setup of this read-only

capability.

Enterprise Self Service licensing

There are three modules that provide Enterprise Self-Service Access to users: Self-Service Ticketing
(SST), Enterprise Self-Service Knowledge (ESS KM) and Service Catalog (ESS CAT).

e Self-Service Ticketing is unlimited and included with Helpdesk. There are no restrictions on
this license other than it must be utilized through Service Manager

e ESS KM is sold on a named user basis
e ESS CAT is sold on a named user basis

In this case, the controls are managed contractually. The system does not have the intelligence at
this time to track and count ESS licenses. We currently can only show a drawn down license count
in the license report.



To see a snapshot of your license consumption at any point in time, you can run a “sm -reportlic”
command from an OS command prompt and it will printout on screen the license that you have and
who is on the system except for the ESS KM and ESS CAT licenses.

--- HP Service Manager License Report ---

Per manent Li cense.

Server Quiesced State : Alow Al Logins
Li censed Modul e Useage Named( Li censed) Fl oat (Li censed)
| R Expert ( Foundat i on) Enabl ed
Confi gurati on Managenent ( Foundati on) 0( 25) 0( 25)
Deskt op Admi ni st rati on( Foundat i on) 0( 25) 0( 25)
HP SCAP APl SDK for SC SM Foundati on) Enabl ed
HP SCAuto for HP Networ k Node Manager ( Foundati on) Enabl ed
HP SCAuto for HP Operations (I TQ VPO (Foundati on) Enabl ed
HP SCAuto for Email (Foundati on) Enabl ed
HP SCAut o for Fax Uni x(Foundati on) Enabl ed
HP SCAut o for Pager Uni x(Foundati on) Enabl ed
HP SCAuto for Fax W ndows(Foundati on) Enabl ed
HP SCAuto for Pager W ndows(Foundati on) Enabl ed
Sel f Service Ticketing(Hel pDesk) UnLim ted
I nci dent Managenent ( Hel pDesk) 0( 100) 0( 100)
Servi ce Desk( Hel pDesk) 0( 100) 0( 100)
Probl em Managenent ( Hel pDesk) 0( 100) 0( 100)
Schedul ed Mai nt enance( Hel pDesk) 0( 100) 0( 100)
RAD Conpi | er 0( 0) 0( 100)
Servi ce Catal og 0( 100) 0( 0)
Change Managenent 0( 100) 0( 100)
Request Managenent 0( 100) 0( 100)
Servi ce Level Managenent 0( 100) 0( 100)
Contract Managemnent 0( 100) 0( 100)
Asset Contracts Managenent 0( 100) 0( 100)
Knowl edge Managenent 0( 100) 0( 100)
Knowl edge Managenent ESS 0( 100) 0( 0)
HP SCAut o for Spectrun{ SCAut 0) Enabl ed
HP SCAut o for TBSM SCAut o) Enabl ed
HP SCAuto for CA Unicenter TNG SCAut o) Enabl ed

HP SCAuto for Tally Net Census(SCAut o) Enabl ed



The stathistory table stores license usage for all modules over a period of time. The stathistory
table updates every time a user logs on to the system. A stathistory record tracks the Named and
Floating licenses on an application basis.

5 HP Service Manager - stathistory - HP Service Manager Client | | ~l3

File Edit Window Help

R =R Hr iR IvVE

0 Do Queus: My To Do List =0
=3 = 1 Mass Delete {3 Mass Urload Bl EH4eE v

|| hame Exact Time Value Poith Day Vear =
07 | Asset Contract Management - Flasting O6[04/05 05:35:03 1 6 4 2008
.. | change Management - Floating 06/04/08 05:35:03 1 [ 4 2008
%9 || Incident Mansgement - Floating 06/04/08 0 1 6 4 2008
%= || Inventory Management - Floating 06/04/08 0 1 & 4 2008
Knowledge Management - Floating 06/04/05 0 1 6 4 2008
Fequest Management - Floating QB[00 O 1 [ 4 2008
Root Cause - Floating O6/04/105 0 1 6 4 2008
Service Desk - Floating 06/04/08 051350 1 [ 4 2008
Asset Contract Management - Floating 06/05/08 12:36:30 1 6 5 2008
Change Management: - Floating 06/05/08 121363 1 & s 2008
Incident Management. - Floating 06/05/08 1 1 6 5 2008
Inventory Management: - Floating 06/05{03 1 1 [} 5 2008
Knowledge Management - Floating 06/05{03 1 1 6 5 2008
Request Management - Floating 06{05[08 1213613 1 [ 5 2008
Root Cause - Floating 06/05/08 12:36:30 1 6 5 2008
Service Desk - Floating 06/05/08 1 1 & s 2008

Asset Contract Management - Floating 06/06/08 1 1 6 6 2008 |
Change Management: - Floating 06/06/03 1 1 [ 6 2008
Incident Management - Floating 06/06/08 | 1 6 6 2008
Inventory Management - Floating 06/06/08 11:21:14 1 6 6 2008
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Request Management - Floating 06/06/08 11:21:14 1 & & 2008 |
Root Cause - Floating 06/06/08 1 1 6 6 2008
Service Desk - Floating 06/06/03 | 1 [} [ 2008
Asset Contract Management - Floating 061005 0 1 6 10 2008
Changs Management - Floating 06/ 1008 09:19:0 1 6 10 2008

Incident Management - Floating 06/10/08 09:19:07 1 6 10 2008 |
Inventory Management - Floating 06/10/08 09:19:0 1 & 10 2008
Knowledge Management - Floating 06/10/08 [ 1 6 10 2008
Fequest Management - Floating Q61003 O 1 [ 10 2008
Root Cause - Floating 0610105 0 1 6 10 2008
Service Desk - Fioating 06/10/08 09: 1 6 10 2008
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Usage Restrictions updated for the purposes of explanation

If the Self Service Ticket capability is licensed as part of HP Software Service Manager, the
customer has the additional right for all employees of this customer to open, update, close and
monitor self service tickets. If Service Catalog or Knowledge Management software is licensed as
part of HP Software Service Manager, Enterprise Self Service (ESS) Users are based on the number
of authorized users indicated in the Software License.

Users licensing Self Service Ticketing capabilities are only authorized to access the Service Desk
module within HP Software Service Manager. Licensed users cannot open an incident or change
request directly from Self-Service Ticketing. Self-service approvals can only be setup via the Service
Catalog module’s enterprise self service access using the self service functions via the catalog.

The Web Client module of Service Manager is for internal and private website use only and is not
authorized for any use on any public websites or internet services.

HP Software Connector for SOAP API/SDK is now included with the Service Manager Foundation
license:

Customer shall not have the right to use the SOAP API SDK to replicate any existing HP Software
Service Manager functionality or to circumvent licensing of such Software.



Appendix 1

Read-only Change Management setup and Setting up a named
user

Note: The following example is based on SM 7.01 with the IIA unloads installed.

To set up a read-only Change user for an operator that has a named or floating license for
Foundation and Helpdesk:

1. Login as system admin (e.g. falcon)
2. Go to the Change Environment Record and ensure that the “Allow operator access without
profile record” is checked.
3. Access the operator table.
» Search for Harry.Incident (Out of the Box “Helpdesk” user with a DEFAULT change
profile — not set up as Change named or floating)
» If you are using a 7.00.x system or have not deployed IIA, the OOB user to test is
Bob.Helpdesk

£ HP Service Manager - Operator: Harry.Incident - HP Service Manager Client
Eile Edit Window Help

(B & vy 3B em | B

B E To Do Queue: My To... % Operator: Aaron.C... E Search Operator Re... E Search Operator Re, .,

Bl ok % cancel b Add [ save I%Deleta Forms O, Find ;—_EE Fill 5 -
[

L INLBl =5 O S
c

& General | & Security | < Login Profles | < Startup | @ Motification | < Security Groups | @ Self Service

&

Login Name: [Harrv.lnc\dent Full Name: Harry Incident ‘
Default Compary: - .
. e
Contact ID: TNCIDENT, HARRY

& Application Profiles | ¢ Data Access | € Folder Entitiement

User Rale: incident manager Configuration Profile: DEFALLT
Service Profile: DEFALLT Contract Profile:

Incident Profile: incident manager SLA Profile:

Problem Profile: DEFALLT

Change Profiles: Request Profiles:

=) 5

Approval Groups:

Hardware o i |
Application 3 | |
Mtk | |
Review Groups: |
\\Hardware oy | |
Anlication M|

v

|operator.g{operatar. view)

4. Click on the details icon for setting up the change profile:



5. Rights tab: Make sure Update says “never” and the only checked boxes are those shown below,
View, Search for Duplicates, Can Count Records, and Review.

£ HP Service Manager - Change Management Profile - HP Service Manager Client |:|E”z|
File Edit Window Help
‘B el vr (B iVe@D
=1 I%— Operator: Aaron,... | % Search Operator R, | % Search Operator R... (= Change Management.., X =l
3& v OK # Cancel b Add [ save @ Delete Forms O, Find L—f Fill Bl w
=1 | | 1 T
rig & Security | @ 5C Manage | & Approvals{Groups | @ Query | & Category i
= & Rights |
|:| Mew |:| Change category
[close [ change phase
Update: -| Mever | - | [ alerts
View [ caleulate risk
[ update when dosed ——)
[reopen [ can notify
[Jcopy and open [ alternate views
witindraw ) Can count records
Allowed statuses: ) Review
[Cist pages
[ show parent
[ Tasks
[CIModify Template
[ Template Mass Update
[ complex Mass Update
=
iun?.proﬁle.g{proﬁle.view}

6. On the Approval/Groups tab the Check Boxes need to be not selected or set to a false value.
Save the Change profile record. Return to the Operator record.

¥ HP Service Manager - Change Management Profile - HP Service Manager Client
File Edit Window Help

1 Y C— L LY

:2] E Operator: Aaron.... ﬁ Search Operator R... E—Seard‘lOperatorR...
# [ ok % concel @ Ace H save B Delete Forms Q, Find = Fill -

2 G A=A

7% | Change Management Security Profile

s Profile Hame : EFAULT Profile Area: = [~]

@ Security | ¢ 5C Man Query | & Category

[ Can access approvals
D Can override approvals
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Approval Groups: ‘

Review Groups: [ ‘

Manager Group: I

.

cm3profile.glprofile.view)




7. In the Operator record on the General Tab, then on the Folder Entitlement tab the value for the
Default Folder needs to be blank. Specifying a folder will cause the profile to not be read-only.

£ HP Service Manager - Operator: falcon - HP Service Manager Client

File Edit Window Help

B = Joperator 2 3P gD

= % To Do Queue: My To Do List | % Database ?*:i Operator: falcon X = O |

v OK $#& Cancel dp Add Save &Delete Forms O,Find DEFiII

S T
2 TN HOE

< General | < Security | < Login Profiles | ¢ Startup | < MNotification | ¢ Security Groups | ¢ Self Service
Login MName: I'fa|c0n Full Name: Jennifer Falcon |
Default Company: HP . .
Contact ID: FALCON, JEMNIFER @

< Application Profiles | % DataAccess |  Folder Entitlement

Default Folder: v

z'iiiiiﬁi iiiiiiﬁi.i -i- ;

8. Save any changes that have been made to the Operator record. This operator is now set up as a
Foundation and HelpDesk user with read-only access into Change Management and will not
consume a Change Management module license.

To set up a named user:
1. Inthe command line type “operator” and click return
2. in the operator record click on the “login profiles” tab

Operator Record

@ General | @ Seaurity | @ Login Profiles | & Startup | & Notification | & Security Groups | @ Self Service

Language: English it Service Manager Internal Viewers
Time Zone: Support KCS I

Date Format: w HR Viewer

Message Level: Information .

Max Attachment Size:

Total Attachment Size:

e

Mamed User AUTO
aves hctors: s
REPLACEMENT

TELECOMS

3. Check the box “named user” for the foundation license to be a named user

4. Then add each module that the person will be a named user for: here we show
change management being the named user module. You can add each module that
you want the person to have named user access to. You can also leave them as
floating for some modules if they are not the ones doing the work in this module.



For more information

Please visit the HP Management Software support Web site at:

http://www.hp.com/managementsoftware/support

This Web site provides contact information and details about the products, services, and support
that HP Management Software offers.

HP Management Software online software support provides customer self-solve capabilities. It
provides a fast and efficient way to access interactive technical support tools needed to manage
your business. As a valued customer, you can benefit by being able to:

e Search for knowledge documents of interest

e Submit and track progress on support cases
Submit enhancement requests online

Download software patches

Manage a support contract

Look up HP support contacts

Review information about available services
Enter discussions with other software customers
Research and register for software training

Note: Most of the support areas require that you register as an HP Passport user and sign in. Many
also require an active support contract.

To find more information about support access levels, go to the following URL:
http://www.hp.com/managementsoftware/access level
To register for an HP Passport ID, go to the following URL:

http://www.managementsoftware.hp.com/passport-registration.html
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