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Documentation Updates

The title page of this document contains the following identifying information:

o Software Version number, which indicates the software version.

 Document Release Date, which changes each time the document is updated.

o Software Release Date, which indicates the release date of this version of the software.

To check for recent updates or to verify that you are using the most recent edition of a document, go
to:
http://h20230.www2.hp.com/selfsolve/manuals

This site requires that you register for an HP Passport and sign in. To register for an HP Passport
ID, goto:

http://h20229.www2.hp.com/passport-registration.htmi
Or click the New users - please register link on the HP Passport login page.

You will also receive updated or new editions if you subscribe to the appropriate product support
service. Contact your HP sales representative for details.
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Support

Visit the HP Software Support Online web site at:

http://www.hp.com/go/hpsoftwaresupport

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

HP Software online 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 support customer, you can benefit by using the support web site to:

Search for knowledge documents of interest

Submit and track support cases and enhancement requests
Download software patches

Manage support contracts

Look up HP support contacts

Review information about available services

Enter into discussions with other software customers

Research and register for software training

Most of the support areas require that you register as an HP Passport user and sign in. Many also
require a support contract. To register for an HP Passport ID, go to:

http://h20229.www2.hp.com/passport-registration.html

To find more information about access levels, go to:

http://h20230.www2.hp.com/new_access_levels.jsp

HP Service Manager Exchange with SAP Solution Manager (1.10) Page 4 of 52



Contents

CoONteNtS )
BacKgrOUNd . 7
INtrOdUCH ON .. 7
AUAIEBNCE ... 7
PrereqUISIteS .. .. iiiiiiiiiii.. 8
ArchitectUre i 8
User SCenarios ... ... 11
SM 7.111t0 SAP Solution Manager 7.1 . 11
Set up SAP Instance Clin Service Manager ... ... 1"
Create anincidentin Service Manager ... .. 13
Openanew incidenttosendto SAP ... 13

Open the incident in Solution Manager ... ... ... ... 14
Check updates in Service Manager ... ... 17
Synchronize new information with Solution Manager ... ... ... 19
Check updates from Service Manager . ... .. . .. 19
Update the incident status in Solution Manager ... ... ... 20
Close the incident in Service Manager ... .. ... 21
Check the incident’s status in Solution Manager ........... ... .. 21

SM 9.32t0 SAP Solution Manager 7.1 . 22
Create an incident in Service Manager ... ... 23
Openanew incidenttosendto SAP ... 24

Open the incident in Solution Manager ... ... ... 25
Check updates in Service Manager . ... . 28
Synchronize new information with Solution Manager .._........... .. ... ... . .......... 29
Check updates from Service Manager ... ... 30
Update the incident status in Solution Manager ... ... ... ... 30
Close theincident in Service Manager . .. ... L 31
Check the incident’s status in Solution Manager ... .. . ... 31

SAP Solution Manager 7.1 t0 SM 7.1 . 33
Createincident in Solution Manager ... . 33

HP Service Manager Exchange with SAP Solution Manager (1.10) Page 5 of 52



User Guide

Contents

Send solution in Service Manager ... ...l 36
Check the solution from Service Manager ... .. 39

Send the incident back to Service Manager ... ... 39

Send the incident back to Solution Manageragain ......................................... 40

Close the incident in Solution Manager ... ... 41
Check the incident’s status in Service Manager ... ... ... 42

SAP Solution Manager 7.1t0 SM 9.32 .. .. e 42
Create incident in Solution Manager ... .. ... 42

Open new incident in Service Manager .. ... . 46
Check the solution from Service Manager ... .. 48

Send the incident back to Service Manager . ... .. . . 49

Send the incident back to Solution Manageragain ......................................... 49

Close theincident in Solution Manager ... ... . 50
Check the incident’s status in Service Manager . ... ... .. .. 51

We appreciate your feedback! ... ... 52

Page 6 of 52

HP Service Manager Exchange with SAP Solution Manager (1.10)



Chapter 1
Background

INtrOdUCH I ON .
AUAIENCE i
PrereqUISIteS ..

ArCNI ECIUNE .

Introduction

This HP integration product implements HP Service Manager Exchange with SAP Solution
Manager. This version only implements Service Manager Incident Exchange with SAP Solution
Manager. Therefore, this document focuses on the HP Incident Exchange.

Businesses today increasingly rely on their mission-critical SAP applications. Disruptions in the
SAP environment have a severe business impact. Keeping the system continuously available has
never been more vital for success. In any SAP landscape, business process disruptions caused by
an application or infrastructure incident must be proactively prevented. If disruptions do occur, they
need to be quickly and efficiently resolved. HP and SAP have teamed up to solve this issue.

Incident management in enterprises today consists of disconnected incident management systems
that often implement divergent processes. This situation diminishes collaboration within IT
operations, lowers quality of service and productivity.

The integration of SAP Solution Manager Service Desk with HP Service Manager provides a
cohesive Incident and Service Request Management solution for the entire enterprise, resulting in
higher enterprise availability, improved service quality and reduced IT costs.

HP Incident Exchange builds a dynamic link between HP Service Manager Software and SAP
Solution Manager Service Desk and improves the Incident and Service Request Management
Process throughout the entire enterprise. HP Incident Exchange offers dynamic integration
between HP Service Manager and SAP Solution Manager Service Desk forimproved incident
workflow.

The interface to exchange support messages between HP Service Manager and SAP Solution
Manager Service Desk was designed and developed jointly by HP and SAP and is certified by
SAP.

Audience

This document is intended for the following audiences:
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o Incident Analysts (and others involved in Incident Management, such as operators)
o Solution Manager User

o System Administrators (for installation and initial configuration)

Prerequisites

See the Service Manager 7.11 or 9.32 Compatibility Matrix. SM Collaboration requires the following
core components:

e HP Service Manager 7.11 or 9.32

o SAP Solution Manager 7.1

Architecture

SAP Solution Manager

P Service Desk 1
i » | SAP Solution Manager
HP Service Manager |- = SMSSMEX ‘ > service Desk 2

\"‘\ SAP Solution Manager
Service Desk 3

SMSSMEX integrates a single Service Manager server with multiple external helpdesk systems.

SM

HP Service Manager WebService Tomeat aap

(Server} —O=— ~—] WebService SAP Soluti
Event In o ution
~ SMSSMEX M
= anager

SMSSMEX WebService
C—|iel'lt CDdE 1 SM WebService Lt ‘ }
ry SAP ry

WebService

-

v Y
9 SMES NI x ==
Database Database Database
o HP Service Manager Server is the HP service desk system.

o Service Manager DB provides persistent storage for HP Service Manager.

o SMSSMEX Client Code consists of RAD and Java scripts, table definitions and GUI formats.
The SMSSMEX webservices are called from this client code.

Page 8 of 52 HP Service Manager Exchange with SAP Solution Manager (1.10)



User Guide
Chapter 1: Background

o WebServeris a Tomcat Web Application Server or WebLogic Application Server that hosts the
SMSSMEX WebService (deployed as a .war file).

o SMSSMEX WebService exposes the incident webservice of HP Service Manager in the SAP
format and transfers client requests to SAP Solution Manager webservices.

o SMSSMEX Database provides persistent storage for the SMSSMEX WebService.

o SAP Solution Manager is the Service Desk.
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User Scenarios

SM 7.11 to SAP Solution Manager 7.1

Set up SAP Instance Cl in Service Manager . ... ... . . . . .. 11
Create anincident in Service Manager ... ... 13
Openanew incident to send to SAP .. 13
Open the incident in Solution Manager . ... . 14
Check updates in Service Manager ... . 17
Synchronize new information with SolutionManager ........ ... 19
Check updates from Service Manager ... ... ... 19
Update the incident status in Solution Manager ... . ... 20
Close the incident in Service Manager ... .. 21
Check the incident’s status in Solution Manager ... .. 21

Set up SAP Instance Cl in Service Manager

1. Log on to Service Manager as Config.Manager.

2. Click Configuration Management > Search Cls.
3. Set SAPInstance for the Type field.

4. Click Search.

5. Update the SAP Instance Info tab of the CI to reference to your SAP Solution Manager for
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testing. [Please refer to Appendix A for how to get the values from SAP.]

. System Navigator £ |

=0 [E To Do Queue: My To Do List | Configuration ke SAPInstanced00 -1 |

=1

EE- R

 SupportGroups |  Suppor Remars

Support Groups

o 2 v
=+ Connection - 711 (Config-Managen) || ¢ pame Type Network Location Model Status
SAPInstance20 sapinstance
T I S O O Y
[ B OK §§ Cancel £ Previous & Next [ Save [ Fill Bl -
s AE=A
ClIdentifier % General | & SAP InstanceInfo | & Relationships |
CIName: [SAPInstances0 E
Joset T System ID [ NG
Status: in use ~ Installation Number [poz0310982 ]
B 0 1 . @ 1
= — | \
Config admin group: [Application

To get System ID, Installation Number and Client information from SAP:

1. Logonto Soluti

on Manager.

2. Click System > Status to get the three values:

[= System: Status

Program (screen)

[camr owrm watr |
SAPLSNTE_NAV .

| Usage data
@ent I'BOO I. I Previous logon
User | SAP* I Logon Q0 :00:00
Language EN| System time [03.10.2012] [18:17:52]
| SAP data |
| Repository data | SAP System data |
Transaction SESSION_MANA.  Component version |SAP SOLUTION MA..

100

Screen number Instaliation number DD203145382
Program (GUI) 'SAPLENTR_NAV. License expiration 131.12. 9999
GUI status SESSION _ADMIN Unicode System Tes
| Host data | Database data

Operating system [Windows NT | Database svstem ORACLE |

Machine type dx HRA_Ad Release 11. 2.0, 2.0

Server name 'itsamqavmlSO_S...' Mame ELM

Platform ID 262 Host | L 130

Owner SAPER3
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Create an incident in Service Manager

1. Log on to Service Manager as a user with the open incident permission.

2. Click Incident Management > Open New Incident. The incident ticket quick add form

opens.

3. Fillinrequired fields for the new incident as necessary:

= Set MyDevices for the Service field.

= Select a Cl of the SAPInstance type for the Affected ClI field. The SAPInstance Cl
describes the client information of Solution Manager, such as SystemID, Installation
Number and Client.

Caution: You should first select Affected Service and then select Affected CI. Please
follow the sequence.

4. Complete the other required fields.

5. Click Submit and then click Open New Incident to create an incident.

Open a new incident to send to SAP

1. Click Incident Management > Search Incidents. The Display Which Incident Tickets form

opens.

2. Inthe Incident ID textbox, type the ID of the new incident created in step 1 and click Search.
The incident opens.

[@ Mew Incidert: ‘@ Incident Queue: Al Open Incidents

| 2, update Ingdent thunber ozs. x|

@ ok $3 Cancel [ save & Undo 3% Close O Find [ Fil () Clocks

Send Incident  [) Apply Template

Incident I0: [prinzze |
Status: oe=o] =
Assignment

Assignment Group: ‘Application =i
Assignee: =
vendar: =
Reference Number:

affected Items

affected Lt e =1 =1 =
O critical 1 O Pending Change

O cris operational {no outage)

Gutage Start: [cerenzotsa7 -]
Cutage End: I [}
Location: I Fl
Title:

andent Fram Service Manager |
Description: Search Knowledge

rest incident exchange

& Incident Detai | & Sap Solution Mana... | & Adtivities | & Affected Services | G SLA | & Related Records | 2

Category: incidert

[Wircident Detail

Area; arcess

Sub-area:

Tnpact: T- Enterprise,

Urgency:

Priarity: 1 - Critical

Service Contract:

SLA Target Date:

Alert Status: open

O Problem Management Candidate
O candidate for kKnowledge DB

sl
B A=
=
=
autharization error =
[~
1 - Critical =
L []
,szn/lzlz:ﬂﬂ‘ﬂﬂ ‘vl
=]

Closure Code:

Solution:

3. Click the Sap Solution Manager tab and select a Solution Manager client in the SAP

HP Service Manager Exchange with SAP Solution Manager (1.10)
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Solution Manager drop-down list.

& Incident Detail | < Sap Selution Manager | & Attachment

SAP Solution Manager ISAF' SolManl - @
SAP SolMand
Hidden Metadata AP q
Date

4. Click Send Incident to send the incident to SAP.

5. Service Manager receives the Request accepted message after the incident is sent to
middleware successfully. Click OK to close the incident window.

i) Incident IM10236 triggers external helpdesk "exthd1” with response "> <Request accepted”.

Incident I0: [T10238 |

6. Afterafew minutes, re-open the incident to check whether it is sent to SAP. If the incident is
sent successfully, Service Manager receives the Incident ID message from SAP.

i Incident Detail | ‘% 5ap 5olution Mana. .. | i Ackivities | G Af

“ Journal Updates | i Hiskoric Activities |

-—-03/16)2012 07:40:19 local (event);
ncident ID at external helpdesk is 3000000145

7. Click OK to close the incident window.

Open the incident in Solution Manager

1. Log on to Solution Manager.

2. Click Work Center > SAP Solution Manager: Work Center (SAP GUI) to open Solution
Manager Work Center.
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& v d Cee CHE Dood BE @F

SAFP Easy Access - User menu for zhu wei

B = E‘ﬁi Sa Other menu & F | v o~ L_if)Create role

~ = Favorites
" Solution Manager: Work Centers URL
~ 4 User menu for zhu wei
v [ Business Partrer
v LB - Reporting: Administrator
r ClEwW - Reporting: Display User
¥ [ Service Desk - Administratar
- '@'_WDrk Certer -
o L@ SAP Solution Manager: ‘Work Center (SAF‘Gui)L
- £ 5P Solution Manager: Work Center (URL)
[ Suppart Desk
[l Service Desk Interface
] wiork Center
[ Support Desk
+ £} CCMS Monitaring

e E merae RAmmihciie — emleih e ek e kb

SAFP Solution Manager: Work Centers

@Assign Lizers

@Documentatic:r

" Change Management SAP Solution Manager Configuration Root Causs Analysis Incident Managsment Job Management

SAP Engagement and Service Delivery Solution Manager Adt

4 L]

m “Your assigned Business Partner: zhu wei /D= (131]

Projects Projects
Requests for Change

Change Documents
My Quality Gate Management Projects

System Recommendations - i } i}
Quality Manager Quality Advisory Board  Favorites

Maintenance Optimizer
License Management
Queries

Reports

~ Common Tasks

Hew Request for Change
Hew Defect Correction
Hew Maintenance Transaction

IT Service Management Requests for Change

~ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Validation
SAP Links Maintenance Optimizer Requests

RO Syt Dertal

Y¥ou have no Change Requests:

3. Click Common Tasks > IT Service Management. The SAP Solution Manager IT Service

Management page opens in Explorer.

HP Service Manager Exchange with SAP Solution Manager (1.10)
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E'? Solution Manager IT Service Management

Incident Management

Home
Search
Worklist
Activities
Calendar Incidert Templates
Incidents
E-Mail Inbox Knowlecie Articles
Problem Templates
Master Data Proklems
Change Request Mana. .
Reports F x

Incident Management

S CEEE TS Solution Manager Reporting

Create

I

R
Task
k

p

D

4. Click Search > Incidents to open the search window.

5. Typetheincident ID in Search Criteria and then click Search. The incident is displayed in the

Result List.
Search: incidents B sack
Search Criteria Hide Search Fie
Incicert 1D is 50000001 45

Maximum Mumber of Resus:

Result List: 1 Incident Found

Created On

Status.

BEOROE

CHENEIIE]

Business Partner ID

Cimew ([ [ Mew from Template  Create Follow-Un [ & &
i | w7 staus IRT Usage IRT NPT Status NPT Usage et Deseription Priority CreatedOn | Status Reporter | Category | Transactio
6000000145 0% 0% incidert from Servics Manager 1:Wery High 16082012 New Incident

6. Click the incident ID link to open the incident.

7. Fill the required fields (Reporter) and change the Status to In Process.
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| Mores

~ Details

[& Edit

Dates
Crested
Changect

First Response by:

8.

General Data Category
0 (6000000145 ]
Level 1
Descrigtion:*  [incident from Service Manager ]
Level 2:
Customer:  [HPSW-RED-SH ]
Level 3
Reparter.  [zhuzllin ]
Level 4
Processor  [zhu wei a2
Service Team | Ial Soltion Category:
Processing Data Relationships
Status: [Mew =] Related Froblem
Fricrity: Fricrity:*  [1: Yery High [~] Related Knowledge Article:

Reference Objects

[1608.2012

Installed Base:

[1608:2012

Installzd Base Camponert,

Incident: 8009000145, incident from Service Manager

Elsave | Display | 3 Cancel | [ Mew  Mew from Template | [ | Creste Follow-Up | | Actions =

First Response by:
IRT Status:
Due by

MPT Status:

[ Il

[ Il

[ Il

3258

Click Add Text in Text drop-down section to add description for the incident.

| Mares

SOL_MAN_DATA_REP
SLM 0020314952 800

0%

0%

* Text Add Text=
Description

| Insert Text Template  Maintsin Text Templates

[Bl[L][Y]

description from SAP|

9. Click Save. The incident information synchronizes with Service Manager automatically.

Note: Solution Manager autosaves the text field periodically. The autosaved text field is
not synchronized with Service Manager.

10. Click Display to switch the incident to view mode.

Check updates in Service Manager

1. Click Incident Management > Search Incidents. The Display Which Incident Tickets form

opens.

HP Service Manager Exchange with SAP Solution Manager (1.10)
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2.

In the Incident ID textbox, type the ID of the new incident created in step 1 and click Search.
The incident opens.

Click the Sap Solution Manager tab to view the incident’s status from Hidden Metadata.

= Requester: Indicates the incident is sent by Service Manager. Solution Manager is the
provider.

= ProviderProcessing: Indicates the incident is being processed by Solution Manager.

< Incident Detail | <3 Sap Solukion Mana...| @ Activities | < Affected Services | & SLA | < Related Records |”2

AP Solution Manager |5,c.,p SoltManl | - |Q |

Hidden Metadata |Requester:ProviderProcessing |
Drake | Update |
03/16/12 03:29:45 |:=<:Created incident in External Helpdesk :SAP Solution Manager. Incident Id at External Helpd

Click Activities tab > Journal Updates tab to view the message from Solution Manager. As
shown in the following screenshot, Service Manager receives the message “description from
SAP” from Solution Manager. The read-only textbox displays messages from Solution
Manager every time the incident is updated.

‘& Incident Detail | “ Sap Solution Mana... | “ Ackivities | @ Affected Services | < SL
i Update | < Journal Updates | i Hiskoric Activities |

F---08[16/12 02:20:36 US/Mountain {ovicke:):

iddditional information received from External Helpdesk : AP Solution Manager
F---08[16/12 02:14:03 US/Mountain {owvicke:x):

Bdditional information received from External Helpdesk : SAP Saolukion Manager
Hescription From SAFP

F---08[/16/2012 07:40:19 local (event):

Incident ID at external helpdesk is S000000145

5. Click Activities tab > Historic Activities tab to view updated log from Solution Manager.
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EETEE ORI S

< Incident Detail | @ Sap Solution Mana. .. | & Activities | @ Affected Services | @ GLA | “» Related Records |»2

& Update | < Journal Updates | [ H

Filter By Activity Type: | | = ” Filkar |
Dake/ Time | Tvpe | Operator | Descripkion |
03/16/12 02:20:36 External Update ovickex Additional information received from Ex. ..
03/16/12 02:14:04 External Update avictex Additional information received From Ex...
03/16/12 01:40:19 Update From Customer ovickex 000000145
03/16/12 01:23:18 operator update zhulin Incident has been sent bo SAP Solution. ..
05/16/12 01:15:47 Open zhulin test incident exchange

Synchronize new information with Solution Manager

1. Click Activities tab > Update tab and type information in the Update textbox.

‘& Incident Detail | & 5ap Solution Mana... | @ Activikies | & Affected Services |

i Update | 4 Journal Updates | i Hiskoric Activities |

| = O
Ipdate:

dd info From Service Manager

2. Click Add Info to synchronize with Solution Manager and then Service Manager receives the
message “Request Accepted”.

3. Click OK to close the incident window.

Check updates from Service Manager

1. Search the incident and then open it.

2. As shown in the following screenshot, Solution Manager receives update from Service

HP Service Manager Exchange with SAP Solution Manager (1.10) Page 19 of 52
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Manager.
* Text Add Text=s | Maintsin Text Templstes
Text Log
Description

16052012 10:35:55  zhu wei § D-

16052012 10:35:57

08M 62012 074019 local (evert):

Incidert ID at external helpdesk iz 0000001 45
03MEM2 023546 USMourtain (zhulin:

add infa from Service Manager

Description
16.08.2012 10:14:02  zhu wei F D-

description from SAP

Update the incident status in Solution Manager

1. Search the incident and open it.
2. Click Edit to switch to the edit mode.
3. Change the status to Customer Action and then save it.

The incident’s status must be changed to Customer Action or Proposed Solution in
Solution Manager if the incident is closed in Service Manager.

4. Click Add Textto add a Reply type of Text. This is the solution provided by SAP.
5. Add a Send Solution to External Service Desk scheduled action.

6. Click Save.

Page 20 of 52 HP Service Manager Exchange with SAP Solution Manager (1.10)



User Guide
Chapter 2: User Scenarios

7. Click Display or Cancel to release the incident in Solution Manager.

+ Details

[ &7 Edit
General Data

[
Descrigtion:
Custamner:
Reparter:
Processor:
Service Team:

Processing Data
Status:
Impact:
Recaomimended Priotity:

Dates

Createct
Changed:
First Response hy:
IRT Status:

80000001 45

incidert fram Service Manager
HPSW-RED-SH

zhu zl lin

Zhu e

Customer Action

Urgency:
Priority: 1 Wery High
16.05.2012 0925
16.05.2012 1043
@ 0%

Close the incident in Service Manager

1. Click Incident Management > Search Incidents. The Display Which Incident Tickets form

opens.

2. Inthe Incident ID textbox, type the ID of the new incident created in step 1 and click Search.

The incident opens.

3. Click Close Incident to close the incident in Service Manager.

Caution: The incident status in SAP Solution Manager MUST be Customer Action or
Proposed Solution, then the incident can be closed in HP Service Manager side.

Note: Wait for a few minutes after you clicked the Close Incident button. The Close Incident
action is unsynchronized between HP Service Manager and SAP Solution Manager.

Check the incident’s status in Solution Manager

1. Search the incident and then open it.

2. Solution Manager displays the message “The message is already closed”.

HP Service Manager Exchange with SAP Solution Manager (1.10)
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3. Theincident’s status is changed to Confirmed.

Incident: 800000017145, incident from Service Manager

| | | [ mewe  Mewe from Template | [ | Creste Follow-Up | Actionz= | More=
0 The message is already clozed
~ Details [ 7 Edit
General Data
0 30000001 43
Description:  incident from Service Manager
Customer:  HPEW-R&D-ZH
Reporter:  zhu zlin
Processzor.  zhu wei
Service Team:
Processing Data
Status:  Confirmed
Impact: Lrgency:
Recommended Priority: Priority:  1: “ery High
Dates
Created: 16052012 0323
Changed.  16.05.2012 10046
First Responze by
IRT Status: @ 0%
Cue by
MPT Status: @ 0%
[ ]
SM 9.32 to SAP Solution Manager 7.1
Create anincident in Service Manager ... .. .. 23
Openanew incident to send to SAP . . 24
Open the incident in Solution Manager .. ... .. 25
Check updates in Service Manager .. ...l 28
Synchronize new information with Solution Manager ... ... ... ... 29
Check updates from Service Manager ... ... 30
Update the incident status in Solution Manager ... ... 30
Close theincidentin Service Manager .. ... . 31
Check the incident’s status in Solution Manager ... .. 31
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1. Log on to Service Manager as an Administrator.
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2. Click Incident Management > Open New Incident. The incident ticket quick form opens.

ze
Favorites and Dashhaards
Change Managemert
Configuration Management
Incidert Managemert
Todks
Incidert Queve
Open Mew Incidert
Search Incidents
Search Knowledgehase
Knowledge Managemert
Froblem Management
Recuest Management.
Service Catalog
Service Desk
Service Level Managemert
System Administration
Tailoring
Miscelaneous
Approval Delegation
ServiceManager Mal
System Status
ToDo Queue
MySM

$eancel Esavea i Clsave [ appy Tempste | wore +

{E]Incident Details

[ 7o 0o Quete: My To Do Lt || Potentially Related Tncidents by Assst || Display Which Incient Tickets? || Incident Queue: All Open Inciderts || Display Which Incidert Tickets? ” New Incident ®

Incidert D
Status

Affected Service
Adfected €

Outage Stert
Outage Endt

Service Cantract

The ]

Description |

a

[ esigrmert Group ] Ei
[oren 3 Assignee | =i
Vendor | =
f OB Vendor Ticket [
[ =i[2Y =S
[~ Clis operstionsl (no outage) Category  ncidert
ares &
[ = subares of =
f ]
mpact -
Urgeney o -
|
|

[~ Proklem Candicate

3. Fillin required fields for the new incident as necessary:

a. Click Fill to select an Assignment Group.

b. Click Fill to select the applicable Affected Service, “MyDevices”.

c. Click Fill to select the Affected Cl. The Cl describes the client information of Solution
Manager, such as SystemlID, Installation Number and Client.

Caution: You should first select Affected Service and then select Affected CI.
Please follow the sequence.

d. Type aTitle for the incident.

Note: The Default Impact and Priority values of the affected Cl are automatically
populated to the Impact and Urgency fields of the incident record. You can manually
change these auto-populated values if needed.

Caution: If you specify the Impact and Urgency values first and then specify an
Affected Cl with an empty Default Impact or Priority value, the Impact or Urgency

value you selected for the incident record will be cleared.

e. Type a Description for the incident.

f. Click Search Knowledge icon to see if the issue is already logged in the knowledgebase.

HP Service Manager Exchange with SAP Solution Manager (1.10)
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g. Complete the required fields in the Incident Details section.

h. Complete the form with any other relevant information.

(70 Do Quetie: Wy To Do Lt |[“Fotentialy Relsted Incidert by Asset || Display Which Incident Tickets? || Incident Quewe: All Open Inciderts || Display Which Incidert Tickets? || New Incident %
B4+ % Weancel Bsmveaext [save [ apply Tempiate | More -

Favorites and Dashhaards

Changs Managemert.

Configuration Management

= _Incident Details

et s
Tools Incident ID - h10181 Assignment Group = [4pplication |
ncidert Cueue sttue Fpen = Assigres i
Open New idert Vendor =
Search ncderts Aftocted s o TR Vendor Tisket

ected Service < [Damioes enctor T
Search knowiedgebase L =
Knowledge Managemert e TS
[~ Giis operational (no outage) Category  incident
robiem Managemert
brea sfaeoses

Recuest Menagemert g St Subaren B -

+Fuhortzafion ertor

Senics Caaba I B F ]

ouagsEnd | =

Servie Deskc

Service Cortract Inpsct <[ Erterprios ~|

Servis Level Management urgeney ~FTign

vgercy +§ T vl
System dninistration
Tile  +frcident from SWERT
Descriplion +[Beso from SMG31 |
Q
System Status ]
To Do Gueue. [ Problem Cancidate.
s

4. Click Save&EXxit and then click Open New Incident to create an incident.

Open a new incident to send to SAP

1. Click Incident Management > Search Incidents. The Display Which Incident Tickets form

opens.

2. Inthe Incident ID textbox, type the ID of the new incident created in step 1 and click Search.

The incident opens.

[ To Do QueLe: My To Do List H Fotentially Related Incidents by Asset ” Display Which Incident Tickets? ” Incident QueLe: All Open Incidents ][ Update Incident Number IM10181 %

Woancel Bsaveabxt [save SCcse nodent Fosend ncidert [ apply Tempiats | Mare

[@ in 08,2611 00:14:01: Incident IM10181 has been opened by falcon

= _Incident Details

Incicert D 10181 Assignment Group & prication ||

Status [open - Assignee | =

Contact venuor [ i
Location | = Vendor Toket |

affeted Service = fit,Davices £ O‘g] Category = fnsidert =i

Attecter O EaFrstanceatd TG area +hcress =i

[~ Clis operational (no outage) Subarea « futhorization error =i

Outage Start {82642 001401 [ Impact + i Enterprise v

Outage Endd | [ Urgeney =2 ~Figh v

Service Cortract
SLA& Target Date

Title =

Deseription «

Q

Closure Code
Soltion

Priorty 1 - Critical

ncidend from SM9E1

Desc from Sh331

[~ Problem Candidate [ Knowledge Cancidste

3. Extend the Sap Solution Manager tab and select a Solution Manager client in the SAP
Solution Manager drop-down list.
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= Sap Solution Manager

SAP Solution Manager SAP SolMani D\
Hidden Metadata SAP SolMan -
SAP SolMant

4. Click Send Incident to send the incident to SAP.

5. Service Manager receives the Request accepted message after the incident is sent to
middleware successfully. Click OK to close the incident window.

[ To Do Queue: My To Do List ” Search Incidents "l
$2 Cancel [ Save & Exit [] Save 3 Close Incident [] Apply Template | More-

|@ Incident INM10181 triggers external helpdesk 'exthd1' with response "Request accepted”.

6. After afew minutes, re-open the incident to check whether it is sent to SAP.

If the incident is sent successfully, Service Manager receives the Incident ID message from
SAP.

Journal Updates  __p9/26/2012 06:26:52 USMountain (event):
Incident ID at external helpdesk is 8000000233

7. Click Cancel to close the incident window.

Open the incident in Solution Manager

1. Log on to Solution Manager.

2. Click Work Center > SAP Solution Manager: Work Center (SAP GUI) to open Solution
Manager Work Center.
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[ Meru Edit  Favorites  Extras System Help

& v d Cee CHE Dood BE @F

SAFP Easy Access - User menu for zhu wei

B = E‘ﬁi Sa Other menu & F | v o~ L_if)Create role

~ = Favorites
" Solution Manager: Work Centers URL
~ 4 User menu for zhu wei
v [ Business Partrer
v LB - Reporting: Administrator
r ClEwW - Reporting: Display User
¥ [ Service Desk - Administratar
'@'_WDrk Certer -
o L@ SAP Solution Manager: ‘Work Center (SAF‘Gui)L
- £ 5P Solution Manager: Work Center (URL)
* [ Support Desk
¥ [ Service Desk Interface
» [ wiork Center
v [ Support Desk
+ £} CCMS Monitaring

e E merae RAmmihciie — emleih e ek e kb

1

SAFP Solution Manager: Work Centers

@Assign Lizers @Documentatic:r

Requests for Change

Change Documents
My Quality Gate Management Projects

System Recommendations - i } i}
Quality Manager Quality Advisory Board  Favorites

Maintenance Optimizer
License Management
Queries

Reports

~ Common Tasks

Hew Request for Change
Hew Defect Correction
Hew Maintenance Transaction

IT Service Management Requests for Change

~ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Validation
SAP Links Maintenance Optimizer Requests

RO Syt Dertal

Y¥ou have no Change Requests:

" Change Management SAP Solution Manager Configuration Root Causs Analysis Incident Managsment Job Management SAP Engagement and Service Delivery Solution Manager Adt
4 » L]
m “Your assigned Business Partner: zhu wei /D= (131]

Projects Projects

3. Click Common Tasks > IT Service Management. The SAP Solution Manager IT Service

Management page opens in Explorer.
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Home

Worklist

Calendar

E-Mail Inbox

Master Data

Incident Management

Search

Activities

Incicent Templatss
Incidents
Knowlecie Articles
Problem Templates
Problems

Change Request Mana. .

Incident Management

Service Operations

Create

I

R
Task
k

p

D

Reports

Solution Manager Reporting

4. Click Search > Incidents to open the search window.

5. Type theincident ID in Search Criteria and then click Search. T
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he incident is displayed in the

Result List.
Search: incidents Bsack ~
\(r:v:;::aen;lgn : :z : B0000001 45 : :
Z:z:sessf-’aﬂnerm : : : + =
Maximum Mumber of Resus:
Cimew ([ [ Mew from Templste  Creste Falow-Li [ & &
o [Ristus  |Riussge |1 WS WTUssge T Dssoripton Crosedon |stmus | Reporter | category | Transactio
5000000145 0% 0% incidertt from Service Manager 1 WeryHigh 16082012 New Incicient
6. Click the incident ID link to open the incident.
7. Fill the required fields (Reporter) and change the Status to In Process.
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145, i

[Blsave | Display | 3¢ Cancel | [ New Mew from Template |[[3 | Creste Follow-Up | Actions s

from Service Manager

| Mores

~ Details [ Eolit

General Data

[

Customer
Reporter.
Processor:
Service Team

Processing Data
Status:
Inpict

Friarity.

Description:*

Category

[eo0oo00145

Level 1

[incistertt from Service Manager

Level 2

[HPSw-RED-SH

Level 3

[zhwzlin

Level &

[zt wei

=]}

=] Soltion Category:

Relationships

[Mew

Related Frablem:

™

Dates
Crested
Changect

First Response by:

Priority:* 1. Wery High ﬂ Felated knovwledge Article:

Reference Objects

Related Request for Change:

[1608.2012

Installed Base:

[1608:2012

Installzd Base Camponert,

[ Il

[ Il

[ Il

3258

8. Click Add Textin Text drop-down section to add description for the incident.

Incident: 8009000145, incident from Service Manager

Elsave | Display | 3 Cancel | [ Mew  Mew from Template | [ | Creste Follow-Up | | Actions =

First Response by:
IRT Status:
Due by

MPT Status:

| Mares

SOL_MAN_DATA_REP
SLM 0020314952 800

0%

0%

* Text Add Text=
Description

| Insert Text Template  Maintsin Text Templates

[Bl[L][Y]

description from SAP|

9. Click Save. The incident information synchronizes with Service Manager automatically.

Note: Solution Manager autosaves the text field periodically. The autosaved text field is
not synchronized with Service Manager.

10. Click Display to switch the incident to view mode.

Check updates in Service Manager

1. Click Incident Management > Search Incidents. The Display Which Incident Tickets form

opens.
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2. Inthe Incident ID textbox, type the ID of the new incident created in step 1 and click Search.
The incident opens.

3. Extend the Sap Solution Manager tab to view the incident’s status from Hidden Metadata.

= Requester: Indicates the incident is sent by Service Manager. Solution Manager is the
provider.

= ProviderProcessing: Indicates the incident is being processed by Solution Manager.

= Sap Solution Manager

SAP Solution Manager  |exina1 Q
Hidden Metadata  Requester.ProviderProcessing

Date Update
09/26/12 00:26:52 [ \Created incident in External Helpdesk “SAP Solution Manager. Incident Id at External Helpdesk is 8000000233, External

4. Extend Activities tab to view the message of Journal Updates. As shown in the following
screenshot, Service Manager receives the message “Desc from Solution Manager” from
Solution Manager. The read-only textbox displays messages from Solution Manager every

time the incident is updated.

= Activities

MNew Update Type - Visible to Customer

MNew Update

Journal Updates  __pa26/12 00:34:35 US/Mountain (ovictex):
Additional information received from External Helpdesk | SAP Solution Manager
Descfrom Solution Manager
—008/26/2012 06:26:52 US/Mountain (event) -

m e

Activity Type - m
Date/Time Type Operator Description
0912612 00:34:35 External Update ovictex Additional information received from External Helpdesk :
—— SAP Solution Manager
09i26/12 00:26:53 Update from Customer ovictex 8000000233
09/26/12 00:24:23 operator update falcon Incident has been sentto SAP SolutionManager.
09/26/12 00:14:01 Open falcon Descfrom SM931

Synchronize new information with Solution Manager

1. Extend Activities tab to input “Update from Service Manager” message into New Update
textbox.

= Activities

MNew Update Type - Visible to Customer

New Update  Update from Senvice Manageq

2. Click Add Info to synchronize with Solution Manager and then Service Manager receives the
message “Request Accepted”.

3. Click Cancel to close the incident window.
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Check updates from Service Manager

1. Search the incident and then open it.
2. As shown in the following screenshot, Solution Manager receives update from Service
Manager.
- Text Add Texts | hazintain Text Templates
Text Log

Description
26002012 092855 zhu wei ¥ D-

26092012 092854

097265201 2 O7:23:55 USMourtain (event):
Incidert ID &t external helpdesk iz 2000000237
090260 2 01:28:51 USMountain (falcon):
Update from Service Manager

Update the incident status in Solution Manager
1. Search the incident and open it.
2. Click Edit to switch to the edit mode.
3. Change the status to Customer Action and then save it.

The incident’s status must be changed to Customer Action or Proposed Solution in
Solution Manager if the incident is closed in Service Manager.
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4. Click Display to switch to the view mode.

- Details [ Fclit

General Data

Io:  [s000000233

Description:* |Incider|t from Sha31

Customer:  [HPSW-RAD-SH

Reporter: |zhu zl lin

Processar: |zhu el

Service Tearm: |

Processing Data

Status: |Custnmer Action

Impact: | | - | Urgency: | | - |
Recommended Priority: | | Priarity:* |2: High | - |
Dates
Crested: 26092012 | [os24 |
Changed:  [25.09.2012 | [oss0 |

First Responze by: | | |

IRT Status: 0%

Close the incident in Service Manager

1. Click Incident Management > Search Incidents. The Display Which Incident Tickets form
opens.

2. Inthe Incident ID textbox, type the ID of the new incident created in step 1 and click Search.
The incident opens.

3. Click Close SAP Incident to close the incident in Service Manager.

Caution: The incident status in SAP Solution Manager MUST be Customer Action or
Proposed Solution, then the incident can be closed in HP Service Manager side.

Note: Wait for a few minutes after you clicked the Close SAP Incident button. The Close
Incident action is unsynchronized between HP Service Manager and SAP Solution Manager.

Check the incident’s status in Solution Manager

1. Search the incident and then open it.

2. Solution Manager displays the message “The message is already closed”.
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3. Theincident’s status is changed to Confirmed.

Incident: 8000000233, incident from SH931

0 The message is already clozed

[ &7 Ecit

General Data

 Details

ICr:
Description:
Customer:
Reporter:
Processar:

Service Team:

Procegsing Data

Status:
Impact:

Recommended Priority:

Dates

Createcd:

Changed:

First Response by:
IRT Status:

Due by

MPT Status:

Page 32 of 52

| [ Mewe  Mewy from Template | [ | Creste Follow-Up | Actions =

SO00000233
Incident from Sh351
HP=W-RED-SH

zhu zl lin

zhut el

Confirmed

Urgency:

Priarity:

26.09.2012 024

26.09.2012 03:04

| More =

2 High
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SAP Solution Manager 7.1 to SM 7.11

Createincident in Solution Manager ... .. . 33
Send solutionin Service Manager . .. ... ... 36
Check the solution from Service Manager ... .. 39
Send the incident back to Service Manager ... .. 39
Send the incident back to Solution Manageragain ... ... 40
Close the incident in Solution Manager . . ... ... . .. 41
Check the incident’s status in Service Manager ... ... 42

Create incident in Solution Manager

1. Log on to Solution Manager.

2. Click Work Center > SAP Solution Manager: Work Center (SAP GUI) to open Solution
Manager Work Center.

[ Meru Edit  Favorites  Extras System Help

& v d Cee CHE Dood BE @F

SAFP Easy Access - User menu for zhu wei
B = E‘? Sa Other menu & F | v o~ L_if)Create role (EE] |}p’

~ = Favorites

- Solution Manager: Work Centers URL
~ 4 User menu for zhu wei

¢ [ Business Parther

v LB - Reporting: Administrator

v LB - Reporting: Display User

¥ [ Service Desk - Administratar

~ 4 work Center

‘E@.S%E‘.ﬁ.ﬂ.lyt@n_wﬁnag ________ o FE_'_C_'?DF?!__(_S_%E@HUE
- [ Sap Solution Manager: Work Center (URL)
[ Suppart Desk

b
¥ [ Service Desk Interface
»
»

1 wark Center
[ Support Desk
+ 2 CCMS Monitoring

e E merae RAmmihciie — emleih e ek e kb
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SAP Solution Manager: Work Centers

Change Management | SAP Solution Manager Configuration | Rool Causs Analysis | Incidert Management | Jok Management | SAP Engagement and Service Delivery | Solution Manager Adr
4 » L]
m our assigned Business Partner: zhu wei /D= (131]
Bug]acte) | Projects

Requests for Change

Change Documents

My Quality Gate Management Projects
System Recommendations

Quality Manager Quality Advisory Board  Favorites
LI T (TR To Be Configured (1) To Be Configured (0) Prajsct (1)
License Management Mot Started (0) Mot Started (0)
iica Scope (0) Seope (01

Build () Build (1)
Reports Test (0) Test (0)
~ Comman Tasks Depioy () Deploy (0)

Finished (01 Finished (0)
Hew Request for Change il A1)

Hew Defect Correction
Hew Maintenance Transaction

IT Service Management Requests for Change

~ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Validation

SAP Links | Maintenance Optimizer Requests
CAD Tuwncrt Bl

Y¥ou have no Change Requests:

3. Click Common Tasks > IT Service Management. The SAP Solution Manager IT Service
Management page opens in Explorer.

E'? Solution Manager IT Service Management

Incident Management

Home
Search
Worklist
Activities
Calendar Incident Templates
Incidents
E-Mail Inbox Knowdedge Articles
Problem Templates
Master Data Problems
Change Request Mana. . »
Reports B x

Incident Management (3
Salution Manager Reporting

Service Operations 3

4. Click Create > Incident. The Incident: New page opens.
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IT Service Personaize | Systenhews | Log:
Incident: New Egack ~ £
[Esave | Display | 3 Cancel | [ New New from Template | | Creatz Followr-Up | Auto Complete | Mores wE
[ service product INVESTIGATION net found
[=ietais] [0
o[ ]
i | ‘ o | =
Customer } H Lovas | =l
Regort
Procasso I &l ol | =l
Service Team: [ ] Sohion Category: [ [=]
Sotus: [ow = Reitedproers | al ]
— =] eener | = Reited Request for Crange: | &l ]
prcrty: | ] prorty [ I=] - At | =]
Crodes | | oo ] et sase: [T
crange | | o ] ntotea Bese Comporert. ||l
First Response by: | ] [ =]
5. Fillin the required fields for the new incident as necessary:
= Type a Description and a Reporter for the incident.
= Select a Priority in the drop-down list.
= Click Fill to select the Installed Base Component. This field describes the client
information of Solution Manager, such as SystemID, Installation Number and Client.
= Complete the form with any other relevant information.
~ Details [ Fcit
o l Level: |
Descriation:*  [incidert from Soiution Manager | Lotz |
Customer:  [HPSW-RD-SH 5| Loz |
Reporter:  [zhuzi in | i
Leveld: |
Frocessor: | fa]]
Service Team: | ] Sohtion Category: |
Processing Data Relationships
Status:  [New [~] Related Problem: | =1l
st [+ Ugency: [+ Related Recuest for Change: | 7 |
Pty [ | promy: [2Hgh |7 | et knowisege arice [ =1
Crested: | | [oooo | Installed Bass: SOL_MAN_DATA_RER
Changed: | | [oooo | Installed Biase Component: SLM 0020314382 800
First Response by: | ] [ [=]
IRT Status: 0%
Dueby: | ] [ I=]

6. Click Schedule new Action in Schedule Actions drop-down section and select Send to
External Service Desk from the list in the new window opened.

HP Service Manager Exchange with SAP Solution Manager (1.10)
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incident: New

Elsave | Display | 3¢ cancel | [ Mew  News from Template | [[7) | Creste Folow-Up | Actionss | Mores
de=cription from Solution Manager as:heduled Actions -- Webpage Dialog [x]
B Action Processing Type
F SAP Collaboration Display SAP Action Log Method call
Send Message to SAP Method call
b SAP Hotes Mairtsin SAP Logon Data Method call
Open System for SAP Method call
» Related Knowledge Articles E-Mail to Reporter Mail
Print Message Prirt
~ AMtachments [ Atachment [ URL [ wiith Template | Adva
[i] Mo result found Send to External Service Desk Method call
Refresh in Ext. Service Desk Method call
| = Scheduled Actions Edt List Send Solution to External Service Desk Method call
[} schedule News Actions | Repest | Action Details  Determination Log
Actions Status Action Definition Schedule Cancel By
T Execute Ja Start Detta Compilation o] Cal Zhu e
Schedule 5
'ﬁ' Execute iy SLA& Update Dates and Duratio Methiodd call zhu wei
ﬁ Execute o Avtomatically synchronize with Ext. Service Desk Method call zhu wei

7. As shown in the following screenshot, the new action is waiting to be executed in the action
list.

w Scheduled Actions Edlit Lizt

[ schedule Mews Actions | Repest | Action Detailz  Determination Log  Storage System

Actionz Status Action Defintion

Tl Execute P Send to External Service Desk

@ execute & Start Defta t-ompilation [0 Strateqy | Action Definition Exists
ﬁ' Execute Oy SLA Upddste Dates and Durstions

ﬁ Execute Fi) Automatically synchronize with Ext. Service Desk

» Processing Log

8. Click Save to send the incident to Service Manager

9. Click Display to switch the incident to view mode.

Send solution in Service Manager

1. Logonto Service Manager as an Administrator.

2. Click Incident Management > Incident Queue. Find the incident from Solution Manager in
the Incident Queue form.
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HP Service Manager - Incident Queue: All Open Incidents - HP Service Manager Client

Ele Edt Window Help

& @l I ven|®
B |Elsstentovgar 2] @7 20 g P R = incicent Queues il Open ncidnts .| =
[ n 2 Back =
L\ B M=
Incident
Queue: == [] ven [FTGpen inedents =
O e Tncidert 1D Categon [plert Stabus | Status Tsou Assignee. T bref Description [oriony =]
= 10204 alert stage 2 Open n 1
10208 Open 1
© et iczon open i
o211 Closed 1
5o © esmni B ;
B Knowledos Management miozis Closed am 1
B Problem Management © B ssionment t miozi7 Closed amf 1
e ! miozis incident Closed sap 1
‘? 0220 incident updated Closed incidenk fram sm 1
oo Mi0z2s incident slertstage2 | Open sm 1
mi0zzs incident updeted Closed dest from sap 1
D service Level Management ML0zz6 incident updated Closed sm 1
8 system Administration M10228 incident updated Closed. sm2 1
M0z incident updated Closed 1
0232 updsted Open dest from s3p 1
10233 inc updated Open s 1
|
[& 1000 Queue
2 system Definition
;4P Support (North America) (1 items) =
| >

3. Open theincident and check the updated information from Solution Manager.
4. Click the Sap Solution Manager tab to view the incident’s status from Hidden Metadata.

= Provider: Indicates the incident is requested by Solution Manager. Service Manager
provides the solution to Solution Manager.

= ProviderProcessing: Indicates the incident is being processed by Service Manager.

< Incident Detail | < Sap Solution Mana...| & Activities | & Affected Services

SAP Solution Manager |SAP SalManl | - |Q |
Hidden Metadata |Provider:ProviderProcessing| |
Date | Update

5. Click Activities tab > Journal Updates tab to view the message from Solution Manager. As
shown in the following screenshot, Service Manager receives the message that displays
incident ID of Solution Manager.

« Incident Detail | “ Sap Solution Mana... | @ Activities | 3 Affected Services | & SLA | «» Related Record

F---03f16/1Z 03:11:01 US/Mountain {ovictesx):

idditional information received from External Helpdesk ; SAP Solution Manager

F---03f16/1Z 03:10:59 U Mountain {ovictesx):

=<External Helpdesk : SAP Solution Manager created new incident ID S000000146 For this incident
=<Incident ID at external helpdesk is 8000000146
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6. Click Incident Detail tab to add solution to the Solution field.

& Incident Detail | & Sap Selution Mana...l & Activities | & Affected Services | & SLA | < Related Records |»2

Incident Detail

\

Category: incident
Area: access
Sub-area: |authorization error
Impact: |2 - Site/Dept | - |
Urgency: |3 - Average | - |
Priority: [2 - High |
Service Contract: | | - |
SLA Target Date: | | e |

Alert Status: DEADLIME ALERT

Problem Management Candidate

[7] Candidate for Knowledge DB

Closure Code:

Solution:

7. Click Send Solution to send solution provided by Service Manager to Solution Manager.

8. Afterafew minutes, click the Sap Solution Manager tab to view the incident’s status from
Hidden Metadata.

= SolutionProvided: Indicates the incident has been sent with solution by Service Manager.

5 Update Incident humber I X

ok §3 cancel [ save & Undo §3 Close O, Find [ Fil (T Clocks AddInfo [ Apply Template 7
R M=
Incident ID: [mezze ] [ @ Incident Detail | @ Sap Solution Mana... |  Activities | & Affected Services | & SLA | & Related Records | 2
Status: @ - SAP Solution Manager [ERPsavant [+ [q]
Rssgrment Groups Topleaion e Mtadats
Assignee: =
Verdor: = Date [ Update
Reference Humber: 08[16/12 03:35:27 =<Solution is provided to External Helpdesk: SAP Solution Manager
Affected Items
Servize: [pevees @l

And the log is recorded with the message “the solution is proved to Solution Manager” below
the Hidden Metadata textbox. The Send Solution button and the Send Back button are
unavailable and only the Add Info button is active.
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= Send Solution: Service Manager provides a solution to Solution Manager. The action is
unidirection. After the action, the incident in Service Manager cannot send a second
solution. Only adding new information into the incident is allowed. Otherwise, the incident
will be sent back by Solution Manager.

= Add Info: Service Manager can synchronize with Solution Manager continually. The
action is bidirection.

= Send Back: Service Manager rejects the solution from Solution Manager. The action is
unidirection. After the action, the incident in Service Manager cannot be sent back again to
Solution Manager.

9. Click OK to close the incident window.

Check the solution from Service Manager

Search the incident and open it. As shown in the following screenshot, Solution Manager receives
the message “solution from Service Manager” from Service Manager.

* Text aod Texts | maintain Text Templates
Text Log
Dezcription

16052012 11:35:25 zhu wei fD-

16.05.2012 11:35:31
O EM 2 03:35: 21 Usmountain (zhulin;
solution from Service Manager

Description
16082012 11AQST  zhu wei 1 D-

deszcription from Solution Manager

Send the incident back to Service Manager

1. Log on to Solution Manager.

2. Search the incident and open it.

3. Click Edit to switch the incident to edit mode.
4. Change the status to In Process.

5. Add a scheduled action Send to External Service Desk.
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6.

7.

Click Save to send the incident back to Service Manager.

Click Display or Cancel to release the incident in Solution Manager.

Send the incident back to Solution Manager again

1.

2.

Log on to Service Manager as an Administrator.

Click Incident Management > Incident Queue. Find the incident from Solution Manager in
the Incident Queue form.

Open the incident and check the updated information from Solution Manager.
Click the Sap Solution Manager tab to view the incident’s status from Hidden Metadata.

The Hidden Metadata field displays “Provider: ProviderProcessing”, which means Solution
Manager is waiting for the solution provided by Service manager.

EHEIET . EEEn

@ Incident Detail | < Sap Solution Mana. .. | @ Activities | i Affected Services | @ GLA | $ Related Records | ™%
SAP Solution Manager |5,q|:- SolManl | — |Q |
Hidden Metadata |Provider:PruviderPrDcessing| |

Date | Update

0311612 03:35:27 =< 50lution is provided to External Helpdesk: SAP Solution Manager

0311912 20:58:44 =<wnership transferred ko External Helpdesk: SAP Solution Manager

Click Activities tab > Update tab and then type the send back reason in the Update textbox.
Click Send Back to send the incident back to Solution Manager.

After a few minutes, re-open the incident and click the Sap Solution Manager tab to view the
incident’s status from Hidden Metadata.

The Hidden Metadata field displays “Provider: RequesterProcessing”, which means Solution
Manager is processing the incident. The incident’s ownership is transferred to Solution
Manager.

Page 40 of 52 HP Service Manager Exchange with SAP Solution Manager (1.10)



AP Solution Manager

Hidden Metadata

User Guide
Chapter 2: User Scenarios

< Incident Detail | <+ Sap Solution Mana... | < Activities | @ Affected Services | @ SLA | & Related Records | ™

|S.C'.P SolMan1 |v |Q|

| Provider:RequesterPracessing |

Date

| Update

08/16/12 03:35:27
05/19/12 20:58:44
0520012 00:38:23

=<50lution is provided to External Helpdesk: SAP Solution Manager
==iownership transferred bo External Helpdesk: SAP Solution Manager
=<Ownership transferred ko External Helpdesk: SAP Solution Manager

8. Click OK to close the incident window.

Close the incident in Solution Manager

1. Search the incident and open it.

2. Click Editto switch the

incident to edit mode.

3. Change the status to Proposed Solution.

The incident’s status must be change to Proposed Solution or Customer Action firstly if the
incident is changed to Confirmed.

4. Change the status to Confirmed again.

5. Click Save to close the incident.

6. Click Display to switch the incident to view mode.

[ rransaction 8000000146 saved
~ Details [ Ecit

General Data

(e}
Description
Customer.
Reparter
Processor,
Service Team

Processing Data
Status;
Impact
Recommended Priority:

Dates

Crested,
Change!:
First Response by:
IRT Status.

Due by

Incident: 80000001486, incident from Solition Manager

Cancel | [ Mews  Mesw from Template | [ | Creste Follow-Up | Actionss | Mores

80000001 46

incident from Solution Manager
HPSW-RED-SH

zhu 7l lin

Zhu wel

Canfirmed
Urgency:

Priorty: 2 High

16082012 1111

20082012 0851

@ 0%

HP Service Manager Exchange with SAP Solution Manager (1.10)

Category

Lewel 1:
Lewel 2:
Lewel 3

Level 4
Salution Categary:
Relationships
Related Proklem:
Related Request for Change:

Releted Knowiledge Aricle:
Reference Objects

Installed Baze: 1

Installed Base Component: 3256
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Check the incident’s status in Service Manager

1. Log on to Service Manager as an Administrator.
2. Click Incident Management > Incident Queue. Find the incident from Solution Manager in
the Incident Queue form.
3. Open the incident and check the updated information from Solution Manager.
o3 (ar\cel B ave Undo § close O, Find [ Fil (T clocks  [] Apply Template 25
B A=
Incident 10: [mmozs8 ] & Incident Detal | & Sap Solution Mana... | & Activites | & Affected Services | & SLA | & Related Recards | 72
Status: !@ v - S ————
Assignment Group: [Applcation 2| Cateqgary: focdent—— [=F]
Assignee: = Area; = =
Wendor: = Sub-area: ‘autherization errar =
Reference Number: Impact: 1 - Enterprise A
Affected Items Urgeney: e "
T i 51 T
Affected CI: SAPInStanceBoD Zla
O critical c1 O Pending Change Service Contract: [ =
O clis operational {no outage) SLA Target Date: | " ‘
Outags Start: ‘ ‘ = ‘ Alert Status: updated
Outage End: [ [~ [H Problem Management Candidate
Location: ‘ ‘I_n‘ O candidate for Knowledae DB
. Closure Code: F]
e Solutian:
pnzidant From Solution Manager ‘ -
Description: Search Knowledge
Flefeult description =
The Status field is Closed and all buttons about SAP are not available.
L3
SAP Solution Manager 7.1 to SM 9.32
Create incident in Solution Manager _ ... .. .. 42
Open new incident in Service Manager ... .. . . 46
Check the solution from Service Manager . ... . 48
Send the incident back to Service Manager ... ... .. 49
Send the incident back to Solution Manageragain ... ... ... 49
Close the incident in Solution Manager .. ... ... 50
Check the incident’s status in Service Manager ... ... 51

Create incident in Solution Manager

1.

Log on to Solution Manager.

2. Click Work Center > SAP Solution Manager: Work Center (SAP GUI) to open Solution
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& v d Cee CHE Dood BE @F

SAFP Easy Access - User menu for zhu wei

B = E‘ﬁi Sa Other menu & F | v o~ L_if)Create role

~ = Favorites
" Solution Manager: Work Centers URL
~ 4 User menu for zhu wei
v [ Business Partrer
v LB - Reporting: Administrator
r ClEwW - Reporting: Display User
¥ [ Service Desk - Administratar
- '@'_WDrk Certer -
o L@ SAP Solution Manager: ‘Work Center (SAF‘Gui)L
- £ 5P Solution Manager: Work Center (URL)
* [ Support Desk
¥ [ Service Desk Interface
»
»

] wiork Center
[ Support Desk
+ £} CCMS Monitaring

e E merae RAmmihciie — emleih e ek e kb

SAFP Solution Manager: Work Centers

@Assign Lizers

@Documentatic:r

" Change Management SAP Solution Manager Configuration Root Causs Analysis Incident Managsment Job Management

SAP Engagement and Service Delivery Solution Manager Adt

4 L]

m “Your assigned Business Partner: zhu wei /D= (131]

Projects Projects
Requests for Change

Change Documents
My Quality Gate Management Projects

System Recommendations - i } i}
Quality Manager Quality Advisory Board  Favorites

Maintenance Optimizer
License Management
Queries

Reports

~ Common Tasks

Hew Request for Change
Hew Defect Correction
Hew Maintenance Transaction

IT Service Management Requests for Change

~ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Validation
SAP Links Maintenance Optimizer Requests

RO Syt Dertal

Y¥ou have no Change Requests:

3. Click Common Tasks > IT Service Management. The SAP Solution Manager IT Service

Management page opens in Explorer.

HP Service Manager Exchange with SAP Solution Manager (1.10)
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E'? Solution Manager IT Service Management

Incident Management

Home
Search
Worklist
Activities
Calendar Incidert Templates
Incidents

E-Mail Inbox Knowlecie Articles
Problem Templates

Master Data Proklems
Change Request Mana. .

Reports

Incident Management

S CEEE TS Solution Manager Reporting

Create

4. Click Create > Incident. The Incident: New page opens.

=

IT Service

Incident: New

Elsave | Dispiay | X Cancel | [ New  New from Tempiate |[[7 | Creste Follow-Lp | Auto Complete | Mores

& product INVESTIGATION ot fourd
T Botwls] [t
Genersi Data Category
0
‘ ‘ Leveit: [ =
Osserition | ]
Leveiz | =
nge Request Mana. - Customer: | I3l I =
Level 3 >
Incident Management Reporter: | =]
Level s | [=]
Serice Operations Processor. [ &)
Service Team: | 1@l Soltion Categery: | =
Create Processing Data Relationships.
Status: [l =] Relatec Problen | &l | ]
npact [ o] Ugener | [~] Relstex Recuest for Change: | Bl | ]
Pty [ ] prioty® | =] artte; | Bl |
Dates Reference Objects
Creates [ | o ] eteteasese [ ]
Changedt o000 nstalled s Conporert ||
Recent ltems o | Ny ‘ >
FrstResponse by [ i =

5. Fillin the required fields for the new incident as necessary:

= Type a Description and a Reporter for the incident.

» Select a Priority in the drop-down list.

= Click Fill to select the Installed Base Component. This field describes the client
information of Solution Manager, such as SystemID, Installation Number and Client.
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= Complete the form with any other relevant information.
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~ Details

[ it

General Data

Processing Data

Dates

Due by

3l |

Il |

a3l |

Category
ID:
l l Level 1 |
Description=  [incisent from Soiution Manager |
Level2 |
Customer:  [HPSW-RAD-5H =]
Level3 |
Reporter:  [zhuzlln |
Level 4 |
Processar: | Bl
Servies Team. | 3] Soition Calegory: |
Relationships
Status: [New [+] Related Probiem: |
mpsct [+ Ueney: [ ]+ Releted Request for Change: |
Friority Prioty* [2Hgh  [+] Related Knowledge Articl: |
Reference Objects
Created: | | [oooo | Installed Base:
Changed: | | [ooon | Installec! Base Component
First Response by: | ] [ =]
IRT Status: 0%

SOL_MAN_DATA_REP
SLM 0020314382 500

6. Click Schedule new Action in Schedule Actions drop-down section and select Send to
External Service Desk from the list in the new window opened.

incident: New

[Elsave | Display | 3 Cancel | [ Mew  Mew from Template | [[7 | Creste Folow-Up | Actions=

description from Solution Manager

[ » sar collaboration

[ » SAP Hotes

[ » Retated Knowledge Articles

~ Attachments
[3] Mo resutt found

[f attachment  [f URL [ with Template | Adva

* Scheduled Actions

Actions

ﬁ Execute
ﬁ Execute
ﬁ Execute

Exdit List

Status
A3
A
A

Action De

[} schedule New Actions | Repest | Action Detais  Determination Log

Start Deta Compilation

| Mores
Scheduled Actions -- Webpage Dialog [ %]
& Action Processing Type
Display SAP &ction Log Method call
Send Message to SAP Method call
Mairtsin SAP Logon Data Method call
Cpen System for SAP Method call
E-Mail to Reporter Dbl
Print Message Prirt
 Send to External Service Desk | Method call
Refresh in Ext. Service Desk hiethod call
Send Solution to External Service Desk Method call
finition Schedule | | Cancel By
o] Cal zhu wvei
Scheduls 5
SLA& Update Dates and Dursto Methiodd call zhu wei
ally synchronize with Ext. Service Desk Methiodd call Thi weei

Avtomatic:

7. As shownin the following screenshot, the new action is waiting to be executed in the action

list.

HP Service Manager Exchange with SAP Solution Manager (1.10)
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w Scheduled Actions Ediit List

[Gi schedule Mews Actions | Repest | Action Details  Determination Log — Storspe System

Actionz Status Action Defintion

T Execute TS Send to External Service Desk

T Execute 4 Start Detta Compilation [N Strategy | Action Defirition Exists]
ﬁ Execute Fi SLA Updste Dates and Durations

ﬁ Execute Fi Automatically synchronize with Ext. Service Desk

[ ¥ Processing Log

8. Click Save to send the incident to Service Manager

9. Click Display to switch the incident to view mode.

Open new incident in Service Manager

1. Logonto Service Manager as an Administrator.

2. Click Incident Management > Incident Queue. Find the incident from Solution Manager in
the Incident Queue form.

[ o Do Queue: My To Do Lit || Disply Which Incident Tickets? || Display Which Incident Tickets? || Incidant Queue: Al Open Incdents ” Incident Queue: All Open Incidents *
[HBack = New Q Search ¥ Refresh ¢, By Assignment Group | More~

Queue Incident - | View: All Open Incidents -

] IncidentID Category Alert Status Status SDU Assignee Brief Description Prio... Initial Ir Urg... Problem Type
[ m10152 incident DEADLINE ALE... Open Application zhulin This is SAP incident 1 1 1 incident
[ M10155 incident DEADLINE ALE . Open Application HF SM SAP Incident 110 2 2 2 incident
[ m10158 incident DEADLINE ALE... Open Application SM 1 1 1 incident
[ IM10159 incident DEADLINE ALE... Open Application HP SM SAP Incident 112 2 2 2 incident
[ 10164 incident updated Open Application HP SM SAP Incident 115 1 2 1 incident
[ m10165 incident updated Closed Application SAP Incident 001 1 1 2 incident
[ IM10166 incident updated Closed Application SAP Incident For HP 001 1 1 1 incident
[C] 10167 incident updated Closed Application SAP Incident for HP 002 1 1 1 incident
[ m10168 incident reopened Open Application sap incident for hp 003 1 1 2 incident
[C] m10169 incident updated Closed Application SAP Incident for HP 004 1 1 1 incident
[ m10170 incident updated Closed Application SAP Incident for HP 005 1 1 1 incident
O Im10171 incident updated Open Application SAP Incident for HP 008 1 1 2 incident
[ m10172 incident apen Open Application sap incident for hp 003 1 1 2 incident
[ m10173 incident updated Open Application SAP Incident for HP 005 1 1 1 incident
[ Im10174 incident updated Suspended Application test 1 1 2 incident
[ 10175 incident updated Open Application SAP Incident For HP 001 3 3 a incident
[ m10180 incident open Open Application Incident from SM931 1 1 1 incident
[ m10184 incident updated Open Application HP Incident for SAP 116 2 2 2 incident
[ 10185 incident updated Open Application HP Incident for SAP 200 2 2 2 incident
‘ 1110186 incident updated Open Application Incident from Solution Ma... 1 1 1 incident

3. Open theincident and check the updated information from Solution Manager.
4. Extendthe Sap Solution Manager tab to view the incident’s status from Hidden Metadata.

= Provider: Indicates the incident is requested by Solution Manager. Service Manager
provides the solution to Solution Manager.

Page 46 of 52 HP Service Manager Exchange with SAP Solution Manager (1.10)



User Guide
Chapter 2: User Scenarios

= ProviderProcessing: Indicates the incident is being processed by Service Manager.

= Sap Solution Manager

SAP Solution Manager  exthd o,
Hidden Metadata  Provider:ProviderProcessing

Date Update

E

5. Extend Activities tab to view the message of Journal Updates. As shown in the following
screenshot, Service Manager receives the message that displays incident ID of Solution

Manager.

= Activities

New Update Type - [ visible to Customer

MNew Update

Journal Updates  —09/26/12 01:14:49 US/Mountain (ovictex):
Additional information received from External Helpdesk : SAP Solution Manager
—09/26/12 01:14:45 US/Mountain (ovictex):
External Helpdesk : SAP Solution Manager created new incident ID 8000000236 for this incident

m »

Activity Type - w
Date/Time Type Operator Description
0912612 01:14:50 External Update oRcex Admlmﬂa\_mfurmanon received from External Helpdesk
- SAP Solution Manager
09i26/12 01:14:48 Open ovictex default description

6. Input “Solution from Service Manager’ message into the Solution textbox in the Incident Detail
tab.

Closure Code I=i] =] Knowledge Candidate

Solution | gglution fram Senice Manager|

7. Click Send Solution to send solution provided by Service Manager to Solution Manager.

8. Afterafew minutes, click the Sap Solution Manager tab to view the incident’s status from
Hidden Metadata.
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= SolutionProvided: Indicates the incident has been sent with solution by Service Manager.

= Sap Solution Manager

SAP Solution Manager exthd Q

Hidden Metadata  ProviderSolutionProvided

Date Update
09/26/12 01:24:41 [ |Solution is provided to External Helpdesk: SAP Solution Manager

And the log is recorded with the message “the solution is proved to Solution Manager” below
the Hidden Metadata textbox. The Send Solution button and the Send Back button are
unavailable and only the Add Info button is active.

= Send Solution: Service Manager provides a solution to Solution Manager. The action is
unidirection. After the action, the incident in Service Manager cannot send a second
solution. Only adding new information into the incident is allowed. Otherwise, the incident
will be sent back by Solution Manager.

= Add Info: Service Manager can synchronize with Solution Manager continually. The action
is bidirection.

= Send Back: Service Manager rejects the solution from Solution Manager. The action is
unidirection. After the action, the incident in Service Manager cannot be sent back again to
Solution Manager.

9. Click OK to close the incident window.

Check the solution from Service Manager

Search the incident and open it. As shown in the following screenshot, Solution Manager receives
the message “solution from Service Manager” from Service Manager.

* Text A Text=z | hzintzin Text Templates
Text Log

Description
26092012 09:24:37  zhu wei fD-

26092012 09:24:35
Solution from Service Manager
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Send the incident back to Service Manager

1. Search the incident and open it.
2. Click Edit to switch the incident to edit mode.
3. Change the status to In Process.

4. Create New Scheduled Action “Send to External Service Desk” to send the incident back to
Service Manager.

5. Click Display to switch the incident to view mode.

Send the incident back to Solution Manager again

1. Log on to Service Manager as an Administrator.

2. Click Incident Management > Incident Queue. Find the incident from Solution Manager in
the Incident Queue form.

3. Open theincident and check the updated information from Solution Manager.
4. Extendthe Sap Solution Manager tab to view the incident’s status from Hidden Metadata.

The Hidden Metadata field displays “Provider: ProviderProcessing”, which means Solution
Manager is waiting for the solution provided by Service manager.

= Sap Sclution Manager

SAP Solution Manager  exthd Q
Hidden Metadata  Provider:ProviderProcessing
Date Update
09/26M12 01:24:41 [ Salution is provided to External Helpdesk: SAP Solution Manager

5. Extend Activities tab to input send back reason in the New Update textbox.
6. Click Send Back to send the incident back to Solution Manager.

7. After afew minutes, re-open the incident and extend the Sap Solution Manager tab to view
the incident’s status from Hidden Metadata.

The Hidden Metadata field displays “Provider: RequesterProcessing”, which means Solution

Manager is processing the incident. The incident’s ownership is transferred to Solution
Manager.
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SAP Solution Manager  exthdd 9

Hidden Metadata  ProviderRequesterProcessing

Date Update
09/26M12 01:24:41 [H| | Solution is provided to External Helpdesk: SAP Solution Manager
09/26M2 01:50:26 [FH| Ownership transferred to External Helpdesk: SAP Solution Manager

8. Click Cancel to close the incident window.

Close the incident in Solution Manager

1. Search the incident and open it.
2. Click Edit to switch the incident to edit mode.
3. Change the status to Proposed Solution.

The incident’s status must be change to Proposed Solution or Customer Action firstly if the
incident is changed to Confirmed.

4. Change the status to Confirmed again.
5. Click Save to close the incident.

6. Click Display to switch the incident to view mode.

Incident: 80000001486, incident from Solition Manager

| | O Mesw  New from Template | [ | Creste Follow-Up | Actions= | Mares

[ rransaction 8000000146 saved
~ Details [ Ecit

General Data Category

L 8000000146
Level 1:
Description:  incident from Solution Manager

Lewel 2:
Customer.  HPSW-RED-EH
Level 3
Reparter:  zhu zllin
Level 4
Processor.  zhu wei
Service Team: Salution Categary:
Processing Data Relationships
Status: Confirmed Related Proklem:
Impact Urgency: Related Request for Change:
Recommended Priority: Priority: 2 High Related Knowledge Aricle:
Dates Reference Objects
Crested.  18.08.2012 1111 Installed Baze: 1
Changed: 20082012 0851 Installed Base Component: 3258

First Responss by
IRT Status: @ 0%

Due by
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Check the incident’s status in Service Manager

1. Log on to Service Manager as an Administrator.

2. Click Incident Management > Incident Queue. Find the incident from Solution Manager in
the Incident Queue form.

3. Open the incident and check the updated information from Solution Manager.

= Incident Details

Incident D |M10186

Status [Closed =
Contact  ZHU LIM
Location =i
Affected Semvice =[\yDevices o [
Affected CI [SAPInstanced00 SHEYR

[T Clis operational (no outage)

Outage Start
Outage End
Service Contract
SLA Target Date

& =

Title =|Incident from Solution Manager
Description | default description

Q

The Status field is Closed and all buttons about SAP are not available.
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We appreciate your feedback!

If you have comments about this document, you can contact the documentation team by email. If
an email client is configured on this system, click the link above and an email window opens with
the following information in the subject line:

Feedback on Service Manager Exchange with SAP Solution Manager, 1.10 User Guide
Just add your feedback to the email and click send.

If no email client is available, copy the information above to a new message in a web mail client,
and send your feedback to oudoc-itsm@hp.com.
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