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Chapter 1: Background

INErOdUCHI ON L 6

AUAIENCE 6

PrereqUISItES il 7

ArChItECIUNE 7
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:
¢ Incident Analysts (and others involved in Incident Management, such as operators)
¢ Solution Manager User

« System Administrators (for installation and initial configuration)
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Prerequisites

Refer to the HP Service Manager Exchange with SAP Solution Manager Installation and
Administration Guide for the supported component versions.

Architecture

SAP Solution Manager
d Service Desk 1

SAP Solution Manager
Service Desk 2

A J

SMSSMEX  (§

HP Service Manager |=

4| SAP Solution Manager
Service Desk 3

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

SM

HP Service Manager WebService Tomeat AP
Sl O~ WebService SAP Solution
EventIn SMSSMEX O .
O= W Manager
SMSSMEX ebService
Client Code || SM WebService bt 6
1 i SAP i
- ¥ WebService v
- SMSSMEX q. =
Database

o HP Service Manager Server is the HP service desk system.
o Service Manager DB provides persistent storage for HP Service Manager.

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

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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Set up SAP Instance Clin Service Manager ... ... 8
SM 7.11to SAP Solution Manager 7.1 .. 10
SM 9.xto SAP Solution Manager 7.1 .. il 20
SM 9.x with Process Designer (PD) 9.30.3 to SAP Solution Manager 7.1 ....................... 30
SAP Solution Manager 7.1t0 SM 7.11 . 41
SAP Solution Manager 7.1 10 SIM O.X 50
SAP Solution Manager 7.1 to SM 9.x with Process Designer (PD)9.30.3 ....................... 59

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 New.
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5. Create a SAPInstance Cl, and provide SAP Instance Info.

To Da Queus: My To Do List || Configuration Item: SAPInstance800 *

@ & [F- « More v
Favaritca ond Dnshbcards Clidentifier Type Network Location Model
Confguraton Management SaR appication

14anage Software /| SAPhstancend sapinstance

Search Ol
Incidant Wanagement
Knowledge Managemenl
Legacy incident Mansgement e [Pages:a |+ i

98 cancei & Previous T Mewt B Save s Exk [f) Save  MWorer | Scict g scoion b

# Managed State

# Gl Changes

Relationship Changes

Relatiocnships

=

Relationship Graph

B

Software

=

Cl Owner

[

Subscribers

[

Location

=

Vendor

[

Audit

=

Metrics

=

Financial

=

Attachments

SAP Instance Info

[

System D SLW
nstalabion Number 0020314982
Chent 800

To get System ID, Installation Number and Client information from SAP:
1. Log on to Service Manager as Config.Admin.
2. Click Configuration Management > Configuration Item Relationships.
3. Select MyDevices as the Upstream CI.
4. Select the sapinstance ci as the Downstream CI.
5. Fillin other fields.

6. Click Add.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1) Page 9 of 72
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7. Click OK.

i HF Service Manager

[ To Do Queue: My To Do List H Configuration Ttem Relationship I

(G~ “ | Bok $§cancel b Add [T save O, Find [ Fil | More ~

Favorites and Dashboards

| @ Configuration item Relationship record added.

Configuration Management
Configuration Management Administration Configuration Item Relationship

Configuration Management Reports
Configuration Management Setup Upstream CI: * MyDevices =il O\
Baseline Wizard

Relationship Name: + test
ClQueue y . .
Configuration tem Relationships. Relationship Type: @ Logical
Manage Software Physical
Search Cls Relationship Subtype: + Composition - |
Incident Management Downstream Cls: ¥ SAPInstances00 =il O\
Knowledge Management =0,
Legacy Incident Management = O.
=
Outage Dependency
] Outage Dependency
This Configuration ttem will be considered down if
or more of the supporting configuration items are down
[ J
SM 7.11 to SAP Solution Manager 7.1
Create anincident in Service Manager ... ... 10
Openanew incident to send to SAP .. 11
Open the incident in Solution Manager .. ... . . 12
Check updates in Service Manager .. ...l 16
Synchronize new information with Solution Manager ... .. ... 17
Check updates from Service Manager ... ... 17
Update the incident status in Solution Manager ... ... ... 18
Close theincidentin Service Manager . ... 19
Check the incident’s status in Solution Manager ... ... ... 19

Create an incident in Service Manager

1. Logonto 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. Fillin required fields for the new incident as necessary:
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= 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.

Sy

i

[_ Hew Incidert ‘E Incident Queve: Al Open Incidents

Update Incident Humber 10236 X
ok $2 Cancel [Fsave 4 Undo $2 Close O, Find Al (D) Clocks Send Incident  [) Apply Template

sl
LI =

Incider I0: inz36 ] & Incidant Detail | & Sap Solution Mana... | & Acivities | & Affected Services | & 5LA | & Related Records | ™
Status: (== =
racent petor e —
Assignment Group: Application = Category: incident =
Assignee: = Area; access =
vendor: = Sub-area; autharization error =
Reference umber:

Impact: T - Enterprise \ -
Affected Items

Urgency: 1 - Critical [~

MyDevices =q] Priority: T- Criical
Affected CI: SAPInstanced00 =Fla
O critical 1 [ Pending Change Servie Contract: =]
[ clis operational (o outage) SLA Target Date: 08/20]12 12:00:00 ‘vl
Outags Start: [z s =l Alert Status: open
Gutage End:
. [ | [ Problem Management Candidate

Location: ‘ ‘ﬂ O candidate for Knowledge D&

Closure Code: |
Title:
it Solution:
"lnmdent Fram Service Manager |
Description: Search Knowledge
resl incident exchange Py

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

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1) Page 12 of 72
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(& Menu  Edit  Faworites  Extras  System Help

1V MR Caa CHR Do BE @

SAFP Easy Accass - User meni for zhi wei

l__ﬁ [= E? S Other menu & F v . L_if}Create role @Assign LIsErs @Documentatiur

~ | Favorites
. Solution Manager: Work Centers URL
* 2 User menu far zhu wei
v [ Business Partner
Cl B - Reporting: Administratar
Cl B - Reporting: Display Lser
[ Service Desk - Administratar
- @'_WDrk Center _
. L@ S&P Solution Manager: Work Center I{SJ&F‘GI.Ji]lJI
« ) SAP Solution Manager: Work Center (URL)
[ Suppart Desk
[ Service Desk Interface
Ol work Carter
[ Suppart Desk
+ () CCMS Manitoring

s FR mrhar RA bt facloio oL sem ko i —

SAP Solition Manager: Werk Centers

; - Change Management SAP Zolution Manager Configuration Root Cause Analysis Incident Management Joh Management SAP Engagemert and Service Delivery Soltion Mansger Adr
1r H
m Your assigned Business Partner: zhu wei fD-(131)
Projects Projects

Requests for Change

Change Documents
My Quality Gate Management Projects

System Recommendations
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 FlEquESIS for Change

¥ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Validation
SAP Links Mai Optimizer Req

TAD Twwncrt Derbal

You have no Change Requests

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

Incident Manageiment
Home
Search
Worklist
Activities
Calendar Incident Templates
Inciderts
E-Mail Inbox Knoweledge Sricles
Problem Templates
Master Data Problems
Change Request Mana. . #
Incident Management (] LIRS B x
s (TS » Solution Manager Reporting
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 Bk -
Search Criteria Hide Search Fie
Incicent ID - |is = | |8000000145 L =
Created On ~|is - RRCES
Status > | lis - - & (=
Business Partner [0 | lis - . =
Mimum Number of Resuts:
Result List: 1 Incident Found
CiMew ([ [ New from Template  Creste Folow-Lp W& ¢
D ‘ IRT Status IRT Usage RT MPT Status MPT Usage WRT Description Priority Crested On | Status Reporter Category ‘ Transactio.
&000000145 0% 0% incicent from Service Manager 1 Wery High 16082012 New Incidert

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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Incident: 8000000145, incident from Service Manager

[Elsave | Display | 3 Cancel | [ Mew Mew from Template |[( | Creste Follow-Up | Actionss | Mores

- Details [ 27 Edlit

First Respanse by:

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

Incident: 8000000145, incident from Service Manager

General Data Category
iD:  [6000000145 |
Level1: |
Description:*  [incident from Servics Manager |
Level 2 |
Customer:  [HPSVWW-RAD-SH |
Lewel 3 |
Reporter:  [zhu 1 in |
Leveld: |
Processar: [z wel 3]
Service Team: | & Solution Category: |
Processing Data Relationships
Stetus:  [Mew [=] Related Problem: | al |
Priority: priovityt [t veryHgh [+ Related Knowledge Article: | al |
Dates Reference Objects
Created:  [16.08.2012 | [osz3 ] Installedt Base: SOL_MAN_DATA_REF
Changed:  [16.08.2012 | [osz3 | Inistalled Biase Componert: SLM 0020314352 800
| |

Elsave | Display | 3 Cancel | [ Mew  New from Template |[[ | Creste Follow-Up | | &ctionss | Mores
Firzst Response by: | | | | - |
IRT Status: 0%
Due by: | | | [~]
MPT Status: 0%

* Text Add Text = | Inzert Text Templste  Maintain Text Templates

Description

EEE= =i

description from SAT|

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

Note: Solution Manager autosaves the text field periodically. The auto-saved text field is

not synchronized with Service Manager.

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

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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Check updates 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 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 | < Sap Solution Mana...| @ Activities | @ Affected Services | & SLA | “» Related Records |»2

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

Hidden Metadata |Requester:ProviderProcessing |
Diake | Update |
03/16/12 03:29:45 |><Created incident in External Helpdesk :54P Solution Manager. Incident Id at External Helpd

4. 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.

i Incident Detail | “» Sap Solution Mana... | “w Activities | i Affected Services | & 5L
i Update | < Journal Updates | i Historic 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 U5 Mountain {ovickes):

idditional information received from External Helpdesk : SAP Saolukion Manager
Hescription From S&FP

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

Incident ID at external helpdesk is S000000145
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5. Click Activities tab > Historic Activities tab to view updated log from Solution Manager.

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 patch 1) Page 17 of 72
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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.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1) Page 18 of 72
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7. Click Display or Cancel to release the incident in Solution Manager.

+ Details

[ 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:
Priarity:
16.05.2012 0925
16.05.2012 1043
@ 0%

Close the incident in Service Manager

1: wery High

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 patch 1)
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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.x to SAP Solution Manager 7.1
Create anincident in Service Manager ... .. .. 21
Openanew incident to send to SAP . . 22
Open the incident in Solution Manager .. ... . . 23
Check updates in Service Manager .. ... . 26
Synchronize new information with Solution Manager ... . ... 27
Check updates from Service Manager ... ...l 27
Update the incident status in Solution Manager ... ... 28
Close theincidentin Service Manager . ... . 29
Check the incident’s status in Solution Manager ... .. 29
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Create an incident in Service Manager

1. Log on to Service Manager as an Administrator.

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 patch 1)
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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 %

®e «
Favorites and Dashboards
Change Mansgemert

Configuration Management =_Incident Details

Reancel Bsavesext [save [ apply Tompiate  More =

it M

Tools Incident ID - h10181 Assignment Group = [4pplication |
Incidert Gueue sttis Bpen B assinen 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.

[ 7o Da Queue: My Ta Da List || Potentiall Related Incidents by Asset || Display which Incident Tickets? || Incident Queue: All Open Incidents ” Update Incident Number IM10181 %

$Rcancel [Hsavsabxt [[save $EClossincidsrt Fosend ncidert  [7] Apply Template

[@ in 09/26/12 00:12:01: Incident IM10181 has been opened by falcon

= Incident Details

Incident 10
Status
Cortact

Location

Affected Service
Attected CI

Outage Start
Outage End
Service Contract
SLA Target Date

Thie
Description

Q

Closure Cocde:

Solution

Ind10181

Fren

#yDevices

[5aPRstancsa0n
[~ Clis aperstional (no outage)

[perzenz oo4:01

Assignment Group +[appicaton

assignee [

“endor I

Wendor Ticket I

Category = fncicert

Area ﬂaccass

Subarea = Gythorization error

Impact ﬁh - Enterprise

Urgency = High
Priority 1 - Critical

*Incident from Sh931

#|Des from Sh331

[ Problem Candidate [~ Knowledge Candidate

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

= Sap Solution Manager

SAP Solution Manager  |SAP SolMand D\
Hidden Metadata |SAP SolMani -

SAP SolMan1

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 H Search Incidents "l
#2 Cancel [ Save & Exit [5] Save 52 Close Incident [7] Apply Template | More -

|@ Incident IM10181 triggers external helpdesk "exthd1" with response "Reqguest accepted".

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.

Journal Updates  __pg/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
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Manager Work Center.

=4 Mernu

&

Edit  Favorites

Extras  System

Help

MR Caa CHR Do BE @

SAFP Easy Accass - User meni for zhi wei

(& = | & | suother meru

= = Favorites
. Solution Manager: Work Centers URL

= 4 User menu for 2hu we

*

s FA e mAiio i faoloiio o

[ Business Partner

& By &

Cl B - Reporting: Administratar
Cl B - Reporting: Display Lser
[ Service Desk - Administratar
~ 2 Wwark Center

-

4 | [Hireate role

e ol
. L@ S&P Solution Manager: Work Center I{SJ&F‘GI.Ji]lJI

« ) SAP Solution Manager: Work Center (URL)

1 Suppart Desk

[ Service Desk Interface

1 work Certer
1 Suppart Desk
2 CCMS Monitoring

N L PR

SAP Solition Manager: Werk Centers

@Assign LIsErs @Documentatiur

- Change Management SAP Zolution Manager Configuration

Root Cause Analysis

Incident Management

Joh Management

SAP Engagemert and Service Delivery Soltion Mansger Adr

1r H
Projects

Your assigned Business Partner: zhu wei fD-(131)

Projects

Requests for Change
Change Documents
System Recommendations
Maintenance Optimizer
License Management
Queries

Reports

~ Common Tasks

Hew Request for Change
Hew Defect Correction

Hew Maintenance Transaction
IT Service Management

¥ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Validation
SAP Links

TAD Twwncrt Derbal

Quality Manager

My Quality Gate Management Projects
Quality Advisory Board

Requests for Change

You have no Change Requests

Optimizer Req

Favorites

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

Incident Manageiment

Home

Search
Worklist

Activities
Calendar Incident Templates

Inciderts
E-Mail Inbox Knoweledge Sricles

Problem Templates
Master Data Problems
Change Request Mana. . #
Incident Management (] LIRS B x

Solution Manager Reporting

Service Operations ]

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 Criteria

[Incigent 1o [=][is [ =] [soooo00233 | @ &
[created on [=] [i= =] | @ =
[Status [=] = [=] | = ®
|Elusiness Partner ID |V| |i3 |V| | || * -

Mesximum Number of Results
Save Search As: | [E]zave]

Result List: 1 Incident Found

[ mewe  [[5 O Mew from Templste  Creste Follow-Lp
[[n] | IRT Status IRT Usage IRT MPT Status MPT Usage rPT Drescription

SO00000233 0% 0% Incident from Sha31

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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= Details [ Eoil

General Data

Category

o [soooooozas

Level 1

Description Incident ram SMa31

Level 2

Customer: | HPSW-R&D-5H

Reporter:  [zhu zlin

Processor: |[zhu wei

Service Team;

Processing Data

3]

|[&]] Solution Category

Relationships

Status: [ Pracess

=] Relatedt Problen:

Level 3

Level4:

I |

mpsct [ || woeney: [ <] Related Request for Change: | =3 |
Priartty. Priorty:* Related Knowledge Article: | = |

Dates

Reference Objects

Created:  [26.082012

Installed Base:

Changed:  [26.09.2012

First Response by: |

Installed Base Component:

3258 SLM 0020314982 800

IRT Status: 0%

Dueky: | ][ [=]

MPT Status: 0%

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

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

Note: Solution Manager autosaves the text field periodically. The auto-saved 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.

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  exthdl Q

Hidden Metadata  Requester.ProviderProcessing

Date Update
09/26/12 00:26:52 [/F] |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
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time the incident is updated.

= Activities

MNew Update Type - Visible to Customer

MNew Update

m e

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) -

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.

Check updates from Service Manager

1. Search the incident and then open it.

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

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1) Page 27 of 72



User Guide
Chapter 2: User Scenarios

Manager.

- Text Acd Tests | haintain Text Templates
Text Log

Description
26002012 092855 zhu wei ¥ D-

26092012 092854

0926/201 2 O7:23:55 USMourtain (evert):
Incident ID &t external helpdesk iz 2000000237
095260 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.

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”.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1) Page 29 of 72

~ Details [ Edi
General Data
Io:  [s000000233 |
Descripion:*  [Incident from SMa31 |
Customer:  [HPSW-RAD-SH |
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Service Team: | ||
Processing Data
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Dates
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3. Theincident’s status is changed to Confirmed.

Incident: 8000000233, Incident from 5931

0 The mezszage iz already clozed
[ Edit

General Data

 Details

(3
Description:
Customer:
Reporter:
Processor:

Service Team:

Processing Data

Status:
Impact:

Recommended Priority:

Dates

Created:

Changed:

First Response by
IRT Status:

Due by

MPT Status:

| (5 Mewe  Mewe from Templste  |[[5 | Creste Followe-Up | Actions =

000000233
Incidert from Sh931
HPEW-R&D-5H

zhu zl lin

Thu wrei

Confirmed
Lrgency:
Priority:
26.08.2012 0524
26092012 0s:04

(] 0 %

(] 0 %

| More=

2: High

SM 9.x with Process Designer (PD) 9.30.3 to SAP

Solution Manager 7.1

Create an incident in Service Manager

Open a new incident to send to SAP

Open the incident in Solution Manager . ... ...

Check updates in Service Manager

Synchronize new information with Solution Manager

Check updates from Service Manager

Update the incident status in Solution Manager

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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Close the incident in Service Manager ... ... 40

Check the incident’s status in Solution Manager . ... .. ... 40

Create an incident in Service Manager

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

2. Click Incident Management > Open New Incident. Click the Incident category. The incident
ticket quick form opens.

[ To Do Queue: My To Do List ” New Incident

& « | 8 cancel [ save [ Save &Ext [7] Apply Templats  More -
Favorites and Dashboards. Incident
Incident Management
Tie: z
Incident Queue ¥ [SM Incident
Incident Task Queue Description +[Incident from Sh
Open New ncident
Search Incidents
Search Incident Tasks
Search Knowledgebase
Know ledge Management Incident ID: 110136 Category. incident
Legacy incident Management Status: Open Subcategory:
Phase: Logging pre
Affected Service: = MyDevices HIOE Impact *4-User
Affected CI SAPInstanceg0d [OEiIE= Urgency: *4-Low
Clis operational (no outage) Contact Person
Location:
Outage Start Time: @
Outage End Time: =
Workfiow | Attachments
{ T ks Y
-
Logging > Categorization  |—g¢ investigation  [-Ex Recovery el Review »  Closure

x x x

3. Fillin required fields for the new incident as necessary:
a. Click Fill to select a Subcategory, and then select an Area.
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 SystemID, Installation Number and Client.

Caution: You should first select Affected Service and then select Affected ClI.
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
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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.
g. Complete the required fields in the Incident Details section.

h. Complete the form with any other relevant information.

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.

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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To Do Queue: My To Do List ” Incident: IM10136 *
$¢ cancel [ Save & Exit [5] Save [7] Apply Template | More +

Incident - IM10136

Title: * SM Incident
Description: *|Incident from SM
Incident ID: IM10136 Requested By:
Status: + Categorize Contact Person:
Phase: Categorization Location:
Affected Service: + MyDevices EIO‘ Major Incident:
Affectsd CL: SAPInstances0l @) Escalated:

|:| Clis operational (no outage)
Outage Start Time: 11/2813 02:30:58 E‘
Outage End Time: E‘

Categorization and Azsignment |Ta.5k5 ‘ Impacted Services | Workflow | Proposed Solution | Related Records - (D}| Activities | SLA |Aﬁachment5— (D}| SAP Solution Manager
SAP Solution Manager SAP SolMan 1

Exchange Status

Date Update
=]
4. Update the Status field to Work In Progress, fill in other fields, and then click Save.
5. Click Send Incident to send the incident to SAP.

6. Service Manager receives the Request accepted message after the incident is sent to
middleware successfully. Click Save & Exit to close the incident window.

[ To Do Queue: My To Do List ” Incident: TM10136 * l

$¢ cancel & save &Exit (5] save [ Apply Template | More ~

|@l SAP Solution Manager has received Incident IM10136 from Service Manager. This incident is "being processed".

Incident - IM10136

Title: + B Incident

Description: *|Incident from SK

Incident 10: IM10138

Status: * Work In Progress
Phase: Inwestigation

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

Categorization and Assignment | Tasks | Impacted Services | Proposed Sclution | Workflow | Related Records - (0)| Activities | SLA | KPI Metrics | Attachments - (0} SAP Sclution Manager

Vendor:

Update Type: - Customer Visible: |:|

Update:

Journal Updates: —11/28/2013 10:13:55 US/Mountain (event)
Incident ID at external helpdesk is 2000000709
—11/28/13 03:13:33 US/Mountain (Jennifer Falcon):
Service Desk Incident IN10145 has been sent to SAP SolutionManager.

8. 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.

(& Menu Edit  Faworites  Extras Systemn Help

1V MR Caa CHR Do BE @

SAFP Easy Accass - User meni for zhi wei

l__ﬁ [= E? S Other menu & F v . L_if}Create role @Assign LIsErs @Documentatiur

~ 3 Favorites
. Solution Manager: Work Centers URL
* 3 User menu far zhu wei
v [ Business Partner
v e - Reporting: Administratar
v e - Reporting: Display Lser
¥ [ Service Desk - Administratar
@'_WDrk Center _
. L@ S&P Solution Manager: Work Center I{SJ&F‘GI.Ji]lJI
« Ip? SAP Saolution Manager: Work Center (URL)
[ support Desk
[ Service Desk Interface
L work Certer
1 Suppart Desk
) CCMS Manitoring

s FR mrhar RA bt facloio oL sem ko i —

1

*
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SAP Solution Manager: Work Centers

Change Management ], SAP Solution Manager Configuration ), Root Cause Analysis ), Incident Management |, Jobh Management |, SAP Engagement and Service Delivery |, Soltion Manager Adr
4 Al
m Your sssigned Business Partner. zhu wei fD-(131)
Projects ‘ Projects

Requests for Change

Change Documents

- My Quality Gate Management Projects
System Recommendations

Quality Manager Quality Advisory Board Favorites
Maintenance Optimizer To Be Configured (0) To Be Configured (0) Praject (0)
License Management Mot Started (0] Mot Started (0)
Oueries Scope (00 Scope (00
Build () Build ()
Reports Test (D) Test ()
~ Common Tasks Deploy (1) Deploy (1)
Finished () Finished ()
Hew Request for Change
Hew Defect Correction AW AW
Hew Maintenance Transaction
IT Service Management o for Change

~ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Validation
SAP Links

AD uimnnrt Devkal

You have no Change Requests

Optimizer Req

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

Inciderts
E-Mail Inbox Knoweledge Sricles

Problem Templates
Master Data Proklems
Change Request Mana. . #

Reports F x

Incident Management 3
Solution Manager Reporting

Service Operations ]

Create

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

5. Type theincident ID in Search Criteria and then click Search. The incident is displayed in the
Result List.
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E' ¥ Solution Manager IT Service Management

Search: Incidents
Home
Search Criteria

Worklist
calond [Incident I [=] [is | = | [Foooooo7os | @ (=

Hencat [created on [~] [ [~] | E + -
E-Mail Inbox |Statu3 |,| |i3 |v| | |'| ) (=
Master Data |Elu3iness Partner 0 |v| |i3 |V| | || LS
Change Request Mana. . b Madmum Number of Results:

Incident Management »

Save Search Az | | (5] Save |

Service Operations 4

Result List: 1 Incident Found
Create

|—_| Mew [ |__, ey from Template  Creste Follow-Lp

1] | IRT Status IRT Usage IRT MPT Status MPT Usage MPT

3000000703 0% 0%

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

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

Incident: 8000000709, SM Incident 2

[Elzave | Display | 3€ Cancel | [ Mew  Mew from Template |[[3 | Creste Follow-Up | Actionss | Mores

~ Details [/ Eclit

General Data Category

i [soo00007os

|
Deseription:* | SM Incident 2 |
|

Customer:  [HPSW-RED-SH

Reporter. ‘zhu llin |

Processar, ‘zhu Wl ||
Service Team: ‘ ||
Processing Data Relationships
Stetus:  [New [=]
mpact | [=] Urgency: | [=]
Recommended Priority. | ] Priority:= (4 Low [=]
Dates Reference Objects
Crested: 28112013 [ EEE ]
Changed:  [28.11.2013 [ EEE ]
First Response by ‘ | | | - |
IRT Status 0%
et | | | &
WPT Status 0%

L

Solution Cat

Related Pr

Related Request for Ct

Related Knowledge ¢

Inztalled

Installed Base Comp

~ Text Add Tests | Inser Teud Template  Maintain Text Templates

Text Log

Description
28112013 114321 zhu wei /D-

26112013 111316
1128/ 3 031333 USMountain (Jennifer Falcon):
Service Desk Incidert IM1 0145 has been sent to SAP SolutionhManager

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

9. Add Refresh in Ext. Service Desk scheduled action.

b SAP Collaboration

a Scheduled Actions - Webpage Dialog [ %] I_

& | hitpe ffitsamgarmnl 20, asiapacific, hpgcorp.net: 8000/ sap{====} b /bspfsap/bsp_twd_h:
} SAP Hotes € http:/fitsama, P pacarp isap( Jbebspisap/bsp_wd _be
* Related Knowledge Articles T tction Processing Type
Dizplay SAP Action Log ethod call
~ Attachments [ Attachment [ URL [ with Template | Advanced Send Message to SAP Method call
(5] Mo result found Maintain SAP Logon Data Method call
Cpen System for SAP Method call
~ Scheduled Actions Edit List E-hail to Reporter Iutil
Prirt b Prirt
| Repest \ Mction Detals  Determinstion Log  Storage System i g "
= Call Solution Manager Disgnostics Method call
Actions Status Action Defintion itus
n Send to External Service Desk Method call 5
ﬁ‘]‘ Exgoute Py SLA& Escalation (IRT) : : e
i Refresh in Ext. Service Desk i Method call
ﬁ Execute Fil SLA& Escalation (MPT) a 4 (]
_— Send Solution to External Service Desk Method call
] Start Defta Compilation (el
] Start Detta Compilation Cess
ﬁ‘]‘ Execute Fa Start Defta Compilstion Schedule Cancel ive
ﬁ' Execute iy SLA Upcate Dates and Durstions |http:,i,|’itsamaavm130.asiapacific.hpqcorp‘net:BDDD;’sap( |@ Internet A five
Expanc] 4Back 1 2 Forward b

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

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

11. 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.

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.
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izks | Impacted Services | Proposed Solution | Workflow | Related Records - (0)| Activities | SLa& | KP| Metrics | Attachments - (0} SAP Solution Manager
SAP Solution Manager SAP SolMan 1

Exchange Status Requester:ProviderProcessing

Date Update

1142813 03:13:55 [78] Created incident in External Helpdesk :SAP Soluw

i

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.

Categerization and Assignment | Tasks | Impacted Services | Proposed Solution | Workflow | Related Records - (0} Activities  SLA | KPI Metrics | Attachments - (0} SAP Solution Manager
endor:
Update Type:

- Customer Visible:
Update:

Journal Updates: —11/28/13 03:25:59 US/Mountain (ovictex ovictex):

Warning! Contact not found. Please create a new contact: FirstMame: "zhu” LastName: "lin” Email: "lin.zhu@hp.com™
Additional information received from External Helpdesk : SAP Solution Manager
description from SAP

—11/28/2013 10:13:55 US/Mountain (event):

Synchronize new information with Solution Manager

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

Categorization and Assignment | Tasks | Impacted Services | Proposed Solution | Workflow | Related Records - (0| Activities | SLA | KPI Metrics | Attachments - (0} SAP Solution Manager
“endor:
Update Type:

- Customer Visible:
Update:

Upate from Service Manager|

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

3. Click Cancel to close the incident window.

Check updates from Service Manager

1. Search the incident and then open it.

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

* Text Add Text = | Inzert Text Template  Maintain Text Templates

Text Log

Description
0212213 03:21:43 zhu wei 1D-

02422013 03:21:44

120113 19:21:52 USMountsin (Jennifer Falcon):

Upate from Service Manager

Infarmation for this Incident has been added in SAP SoludionManager.

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 Display to switch to the view mode.

v Details [ Eclit

General Data

ID: (8000000709

Descrigtion:* | SM Inciclert 2

Customer:  |HPSW-RED-SH

Reporter: |zhu zl lin

Processor: |zhu el

Service Team: |

Processing Data

Status: |Cu310mer Action

Impact: | |v| Urgency: |

Recommended Priority: | | Priority:* |4: L

Dates

Crested: (25112013

| |
Changed: (02122013 | [oz:21
| |

First Response by: |

IRT Status: 0%
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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. Update Status to Resolved, and provide solution.

4. Click Save.

5. 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”.

3. Theincident’s status is changed to Confirmed.

Incident: 8000000709, SM Incident 2
| |

0 The meszage iz already closed

| G Meswe  Mesw from Template

General Data

T
Dezcription;
Customer:
Reporter:
Processar:

Service Team:

Processing Data

Status:
Impact:

Recommended Priority:

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)

|y | Creste Follow-Up | &ctionss | Mores

00000070
S Incident 2
HPSW-RED-5H
zhu =l in

zhu weei

Confirmed

Urgency:

Priority: 4 Loww
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SAP Solution Manager 7.1 to SM 7.11

Createincident in Solution Manager ... .. . 41
Send solutionin Service Manager . ... ... ... 44
Check the solution from Service Manager ... l.. 47
Send the incident back to Service Manager . ... .. . 47
Send the incident back to Solution Manageragain ... ... 48
Close the incident in Solution Manager . . ... ... . .. 49
Check the incident’s status in Service Manager ... .. 50
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.
[ Menu Edt Favorites  Extras  System Help
& - JdH @G SHER Do EE &

SAP Easy Access - User menu for zhi weai
(B & | Smother menu & & | w & [Bireate roke

= = Favorites

. Solution Manager: Work Centers URL
* = User menu far zhu wei

v [ Business Partrer

» [ BW - Reporting: Administrator

v BW - Reporting: Display Lser

v [ Service Desk - Administrator

= 4 wigrk Center

- 3 2P Solution Manager: Work Center (Sﬂ\PGui)_el

: L@ SAP Solution Manager: Work Center (URL)
[ Support Desk
[ Service Desk Interface
L wark Certer
Cl Support Desk

+ 12 CCMS Monitaring

B g L TR U U S O P SR S

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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SAP Solution Manager: Work Centers

Change Management ], SAP Solution Manager Configuration ), Root Cause Analysis ), Incident Management |, Jobh Management |, SAP Engagement and Service Delivery |, Soltion Manager Adr
4 Al
m Your sssigned Business Partner. zhu wei fD-(131)
Projects ‘ Projects

Requests for Change

Change Documents

- My Quality Gate Management Projects
System Recommendations

Quality Manager Quality Advisory Board Favorites
Maintenance Optimizer To Be Configured (0) To Be Configured (0) Praject (0)
License Management Mot Started (0] Mot Started (0)
Oueries Scope (00 Scope (00
Build () Build ()
Reports Test (D) Test ()
~ Common Tasks Deploy (1) Deploy (1)
Finished () Finished ()
Hew Request for Change
Hew Defect Correction AW AW
Hew Maintenance Transaction
IT Service Management o for Change

~ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Validation
SAP Links

AD uimnnrt Devkal

You have no Change Requests

Optimizer Req

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

Inciderts
E-Mail Inbox Knoweledge Sricles

Problem Templates
Master Data Proklems
Change Request Mana. . #

Reports F x

Incident Management 3
Solution Manager Reporting

Service Operations ]

Create

4. Click Create > Incident. The Incident: New page opens.
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FTY solution Manager IT Service Management

Home:

Workiist

Calendar

E-Mail Inbox

Master Data

Change Request Mana. . »

Incident Management

Service Operations.

Create

Recent tems

P Incident: New

Service prouct INVESTIGATION not found

[Elsave | Display | € Cancel | [ New  Mew from Tempiste |[[) | cresie Folow-Lp | Ao Complete | More=

Fersonaize | SystemMews | Log:

ek - £
% B 7

|~ Details? [t
General Data Category
=
‘ ‘ Lot | =
Description | |
Lever2 | =
Customer | 5]
Level [ <]
» Reporter® | &=
Leveta: | [=]
5 Processar | @]
ServiceTeam: | =] Souton Cetegory: | =
Processing Data Relationships
St [Now = Reltect Probism | =l ]
gt [ o] ugeney | = Reletsc Recuest for Crangs: | @ | ]
prorty [ ] prorty | = Reted Knowidge Articee | B |
Dates Reference Objects
Crestes: | | [oo00 ] neteledBase: [ ]
changect | | [mo ] nsteled Base Componert | |3
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 SystemlID, Installation Number and Client.

= Complete the form with any other relevant information.

~ Details

General Data

Processing Data

Dates

[ Edt

[

Description*  fincident from Sohtion Marmger

Customer:  |[HPSVW-RED-SH [l
Reporter:  [zhu 2l lin |
Processar: | =]
Service Team: | =]
Status: [New [=]

Impact

Priority:

Priarty:= 2 High [~]

Createct |

Changec: |

First Respanise by:

IRT Status: 0%
Dueby: | | [~]
s e e

Category
Levelt
Level 2
Level 3
Level &
Solution Categary:
Relationships

Related! Problem
Relsted Request for Change:
Relsted Knowledge Article:
Reference Objects
Installed Base:

Installed Base Component:

SOL_MAN_DATA_REP
SLM 0020314862 600

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 patch 1)
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Incident: New
Elsave | Dizplay | 3 Cancel | [ Mew  Mews from Template | [ | Creste Folow-Up | Actionss | Mores
descrigtion from Solution Manager &) Scheduled Actions - Webpage Dialog
() &
T Action Processing Type
b SAP Collaboration Dizplay SAP Action Log Methiod call
Send Mezsage to SAP Method call I
F SAP Hotes Maintain SAP Logon Data Methiod call
Open System for SAP Methiod call e
} Related Knowledge Articles E-Mazil to Repaorter bl
Prirt Meszage Prirt -
v Attachments [ Attachment [jURL [ with Template | Adva
[3] Mo result found Send to External Service Desk Method call
Refresh in Ext. Service Desk hiethod call
| ¥ Scheduled Actions  Ecii List Send Solution to External Service Desk Method call
[ Schedule Mew Actions | Repest | &ction Detallz — Determination Log
Actions Status Action Defintion ’m‘ ’m‘ Bty
ﬁ' Execute Py Start Detta Compilation od Cal zhu weei
ﬁ' Execute & SLA Update Dates and Durat Method call Thil wei
ﬁ' Execite i Automatically synchronize with Ext. Service Desk Method call zhiu weei

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

+ Scheduled Actions Edlt List

[ Schedule Mew Actions | Repest | Action Detsils  Determination Log  Storace System

Actionz Status Action Defintion

'ﬁ' Execite & Send to External Service Desk

ﬁ Execute i Start Delta Compilation |N|:| Strategy J Action Definition Exists|
ﬁi Execute Fik) SLA Updste Dates and Durations

ﬁi Execute Fik) Avtomatically 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
e 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.
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< Incident Detail | <+ Sap Solution Mana... | < Activities | @ Affected Services | @ SLA | & Related Records | ™

S&P Solution Manager |5,c..p SalManl | - |Q |
Hidden Metadata |F‘rovider:RequesterPrncessing |
Ciate | 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 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.

Tranzaction S0000001 46 saved
~ Details [ Edit
General Data

ID:
Description:
Customer.
Reporter:
Processor,
Service Team:

Processing Data
Stetus:
Impact;
Recommended Priority:

Dates

Crested
Changed.
First Response by

IRT Status:

Due by

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)

Incident: 8000000146, incident from Solution Manager

Save [iDisplay i | 36 Cancel | [ New  New from Template | [ | Creste Follow-Up | Actions= | Mores

5000000146

incident from Solution Manager
HPEW-RED-ZH

zhu zllin

zhu wei

Canfirme
Urgency:

Priority: 2 High

16082012 1111

20082012 08:51

@ 0%

Category

Level 1:

Level 2:

Level 3

Level 4:

Solution Categary:
Relationships
Related Proklem:
Relsted Reguest for Change:
Related Knoweledoe Article:
Reference Objects
Installed Baze:

Installed Base Component:

3258
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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 cancel [7] 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: @ - .
Assignment Group: fAppication  |=] Categary: focdent—— [=F]
Assignee: = Area; = =
Wendor: = Sub-area: ‘autherization errar =
Reference Number: Impact: T-Erterprise A
Affected Items Urgeney: e ‘ =
e =11 T
Affected CI: SAPInStanceBoD Zla
O critical c1 O Pending Change Service Contract: [ =
[ clis operationsl (no autage) SLA Target Date: [ -]
Outags Start: ‘ ‘ v‘ 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.
[ ]
SAP Solution Manager 7.1 to SM 9.x
Create incident in Solution Manager _ .. ... .. 50
Open new incident in Service Manager ... .. . . 54
Check the solution from Service Manager . ... . 56
Send the incident back to Service Manager ... ... .. 57
Send the incident back to Solution Manageragain ... ... ... 57
Close the incident in Solution Manager .. ... ... 58
Check the incident’s status in Service Manager ... ... 59

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

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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Manager Work Center.

=4 Mernu

&

Edit

Eavarites

Extras  Systern Help

v CEe CHE ODhod BE @m®

SAP Easy Access - User menu for zhi weai

(& % | & | su0Other menu

= = Favorites

5l & | w & [Bcreate roke

. Solution Manager: Work Centers URL
* = User menu far zhu wei

v [ Business Partrer

v BW - Reporting: Administrator
bW - Reporting: Display Liser
¥

[ Service Desk -
~ < Wark Certer

Adrninistrator

[Fe all
= I_@ SAP Solution Manager: Work Certer (Sﬂ\PGui)_L

« g Sap Salution Manager: Work Camter (URLY

7 Support Desk

L wark Certer
1 Support Desk

- v v v

®

[ Service Desk Interface

I COMS Moritoring

e FDA mrmam RAo i o fecleiio oL

= A e

SAP Solution Manager: Work Centers

@Assign LIsErs @-Ducumentatior

- Change Management

SAP Solution

Manager Configuration Root Cause Analysis Incident Management Jobh Management

SAP Engagement and Service Delivery Soltion Manager Adr

4 Al

Projects

Requests for Change
Change Documents
System Recommendations
Maintenance Optimizer
License Management
Queries

Reports

~ Common Tasks

Hew Request for Change
Hew Defect Correction

Hew Maintenance Transaction
IT Service Management

Your sssigned Business Partner. zhu wei fD-(131)

Projects

My Quality Gate Management Projects

Quality Manager Quality Advisory Board Favorites

Req! for Change

~ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Validation
SAP Links

AD uimnnrt Devkal

You have no Change Requests

Optimizer Req

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 patch 1)
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E' Y Solution Manager IT Service Management

Incident Manageiment
Home
Search
Worklist
Activities
Calendar Incident Templates
Inciderts

E-Mail Inbox Knoweledge Sricles

Problem Templates

Master Data Problems
Change Request Mana. . #
Incident Management (] LIRS B x

Solution Manager Reporting

Service Operations ]

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

Fersonaize | System News

Log:

ETY solution Manager IT Service Management

f) Incident: New

Elsave | vispiay | % cancel | [iNew  Mew from Tempiate | | Crecte Folow-Up | Auto Compicte | Mores % B &
Home Service product INVESTIGATION not faund
Worklist { v Detaile} [/ Foir
Galendar General Data category
E.Mail Inbox o ]
st ‘ ot | =l
Level2 [ <]
Change Request Mana. . » customer. | =]}
Lotz | =
Incident Management  » Reportsr= | =]
Levets: | [=]
Service Operations | » Processor. | =)
Service Team: | &l Soldtion Category: | ~]
Creat Processin g Dat: Relationships
Status [New = Related Proplem | & | ]
Impact | I~ Urgency: | [~] Related Request for Change: | = [ ]
prioiy. | ] priorty® | = Relted Knowledge Aricle: | & I
Dates Referance Objects
Creates: | | [oo00 ] nstaledgese: [ ]
e — Changed: | ] [oooo | Installed Base Component
First Respense by | ] [ =
o

Fill in 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 SystemlD, Installation Number and Client.

= Complete the form with any other relevant information.
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~ Details [ i
General Data Category
| |
Levelt: |
Description*  [incident from Sohtion Manager ]
Levelz |
Customer:  [HPSW-RED-SH 3]
Level3 |
Reporter:  [zhu zlin |
Leveld |
Processor | &
Service Team: | = Solution Category: |
Processing Data Relationships
Status:  [New [+] Related Problem; |
Priority: Priority:* Related Knowledge rticle: |
Dates: Reference Objects
Created: | | [oo:00 | Installed Base. SOL_MAN_DATA_REP
Chengedt: | | [oo:oo | Instelled Base Component SLM 0020314382 600
First Response by: | ] [ [+]
IRT Stetus: 0%
tuat: | ] | =
T St @ o

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 |[[5 | Creste Folow-Up | Actionss | Mores

description from Solution Manager Scheduled Actions -- Webpage Dialog
T Action Processing Type
[ b SAP Collaboration Dizplay SAP Action Log Mlethiod call -
Send Message to SAP Methiod call
[ F SAP Hotes Maintain SAP Logon Data Methiod call -
Cpen System for SAP hethod call
[ » Related Knowledge Articles E-Mail to Reporter Wil |
Prirt Message Prirt
~ Attachments [ attachmert [f URL [ wiith Template | Adva
[3] Ma result found Send to External Service Desk Method call
Refresh in Ext. Service Desk Method call
~ Scheduled Actions  Eci List Send Solution to External Service Desk  Method call
[ Schedule Mewe Actions | Repest | Action Details Determinstion Log
Actions Status Action Definition w ’m‘
ﬁ' Execute & Start Detta Compilation Fethod call Zhi e
ﬁ' Execute & SLA Update Dates and Durat Methiod call zhil el
ﬁ Execute Pl Automatically synchronize with Ext. Service Desk Methiod call zhu wvei

7. As shown in the following screenshot, the new action is waiting to be executed in the action
list.
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+ Scheduled Actions Exlit List

(5 Schedule Mew Actions | Repest | Action Detsils  Determination Log — Storage System

Actionz Status Action Definition

'ﬁ' Execute S Send to External Service Desk

ﬁi Execute & Start Defta Compilation |N|:| Strateqy | Action Definition Exists
ﬁ Execute i SLA Updste Dates and Durations

ﬁ' Execute iy Automatically synchranize 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. 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.

[ To Do Queue: My To Do List ” Display Which Incident Tickets? ” Display Which Incident Tickets? ” Incident Queue: Al Open Incidents ” Incident Queue: All Open Incidents *
[SBack = New Q Search &% Refresh #, By Assignment Group | More~

Queue: Incident View, All Open Incidents [=]

[] IncidentID  Category Alert Status Status spu Assignee Brief Description Prio... Initial Ir Urg... Problem Type
[ m10152 incident DEADLINE ALE Open Application zhulin This is SAP incident 1 1 1 incident
[ 1m10155 incident DEADLINE ALE... Open Application HP SM SAP Incident 110 2 2 2 incident
[ IM10158 incident DEADLINE ALE. Open Application SM 1 1 1 incident
[C] M10159 incident DEADLINE ALE . Open Application HF SM SAP Incident 112 2 2 2 incident
[ Im10164 incident updated Open Application HP SM SAP Incident 115 1 2 1 incident
[C] 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
[ IM10167 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
[ m10169 incident updated Closed Application SAP Incident for HP 004 1 1 1 incident
[ IM10170 incident updated Closed Application SAP Incident for HP 005 1 1 1 incident
[ 10171 incident updated Open Application SAP Incident for HP 006 1 1 2 incident
[ m10172 incident open 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
[ 10174 incident updated Suspended Application test 1 1 2 incident
[ m10175 incident updated Open Application SAP Incident ForHP 001 ... 3 3 4 incident
[ m10180 incident open Open Application Incident from SM931 1 1 1 incident
[ m10184 incident updated Open Application HP Incident for SAP 118 2 2 2 incident
[ Im10185 incident updated Open Application HP Incident for SAP 200 2 2 2 incident
\ 110186 incident updated Open Application Incident from Solution Ma_.. 1 1 1 incident

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

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

= Sap Solution Manager

SAP Solution Manager  exthd Q,
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 - [C] wisible ta Customer

MNew Update

Journal Updales  —09/26/12 01:14:49 US/Mountain (ovictex):
Additional information received from External Helpdesk : SAP Solution Manager
—09/2612 01:14:45 US/Mountain (ovictex):
External Helpdesk : SAP Solution Manager created new incident ID 8000000236 for this incident

m s

Activity Type I Fiter |
Date/Time Type Operator Description
0912612 01:14:50 External Update oRcex Admlmﬂa\_mfurmanon received from External Helpdesk
- SAP Solution Manager
09/26/12 01:14:46 Open ovictex default description

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

Closure Code Iz [7] Knowledge Candidate

Solution | splution fram Senvice Manager|

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

8. After afew 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
Hidden Metadata

exihd1 Q,

ProviderRequesterProcessing

Date
09/26/12 01:24:41
09/26M2 01:50:26

Update
[H| | Solution is provided to External Helpdesk: SAP Solution Manager
[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.

Transaction 000000236 saved

~ Detaile [ 7 Edit
General Data Category
D E000000236
Lewel 1
Description:  Incident from Solution Manager
Lewel 2
Customer.  HPEW-RED-EH
Lewel 3
Reporter:  zhu =l lin
Level 4
Processor.  zhu wel
Service Team Solution Category:
Processing Data Relationships
Status:  Confirmed Related Problem:
Impact Urgency: Relsted Reguest for Change:
Recommended Priority: Priorty:  1: Yery High Related Knowledge Article:
Dates Reference Objects
Created:  26.09.20M12 014 Installed Base:
Changed:  26.09.2012 09:55 Installed Base Component:
First Responzse by
IRT Statuz: @ 0%
Due by
MPT Statuz: @ 0%
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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 IO |M10126

Status  |Closed i
Contact  ZHU LIM
Location g
Affected Service +|MyDevices Sl
Affected Cl  |SAPInstance800 SR

Clis operational (no autage)

Cutage Start
Cutage End

=l =

Senvice 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.

SAP Solution Manager 7.1 to SM 9.x with Process
Designer (PD) 9.30.3

Create incident in Solution Manager _ ... ... .. 60
Send Solutionin Service Manager ...l 64
Check the solution from Service Manager . ... . 67
Send the incident back to Service Manager ... ... 67
Send the incident back to Solution Manageragain ... ... ... 67
Close the incident in Solution Manager .. ... ... 69
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Check the incident’s status in Service Manager .. ... ... 69

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.

& Menu Edt Favorites  Extras  Swystemn Help

& MR C@ee LHE DL BE @M

SAP Easy Access - User menu for zhir wei

(& ™ | & | &50ther menu & & | w & | [Breate role (E] E

* = Faviorites

. Solution Manager: Work Centers URL
= = User menu for zhu wei

v [ Business Partrer

v B - Reporting: Administrator

v LB - Reporting: Display Lser

v [ Service Desk - Administrator

- '@ WDrk Center

@ SAP Solution r'-'lanager work Center (URL)
1 Support Desk
[l Service Desk Interface
] wiork Certer
7 Support Desk
- & CCMS Monitoring

B e L TR U U N P S S S
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SAP Solution Manager: Work Centers

Change Management ], SAP Solution Manager Configuration ), Root Cause Analysis ), Incident Management |, Jobh Management |, SAP Engagement and Service Delivery |, Soltion Manager Adr
4 Al
m Your sssigned Business Partner. zhu wei fD-(131)
Projects ‘ Projects

Requests for Change

Change Documents

- My Quality Gate Management Projects
System Recommendations

Quality Manager Quality Advisory Board Favorites
Maintenance Optimizer To Be Configured (0) To Be Configured (0) Praject (0)
License Management Mot Started (0] Mot Started (0)
Oueries Scope (00 Scope (00
Build () Build ()
Reports Test (D) Test ()
~ Common Tasks Deploy (1) Deploy (1)
Finished () Finished ()
Hew Request for Change
Hew Defect Correction AW AW
Hew Maintenance Transaction
IT Service Management o for Change

~ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Validation
SAP Links

AD uimnnrt Devkal

You have no Change Requests

Optimizer Req

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

Inciderts
E-Mail Inbox Knoweledge Sricles

Problem Templates
Master Data Proklems
Change Request Mana. . #

Reports F x

Incident Management 3
Solution Manager Reporting

Service Operations ]

Create

4. Click Create > Incident. The Incident: New page opens.
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FTY solution Manager IT Service Management

Home:

Workiist

Calendar

E-Mail Inbox

Master Data

Change Request Mana. . »

Incident Management

Service Operations.

Create

Recent tems

P Incident: New

Service prouct INVESTIGATION not found

[Elsave | Display | € Cancel | [ New  Mew from Tempiste |[[) | cresie Folow-Lp | Ao Complete | More=

Fersonaize | SystemMews | Log:

ek - £
% B 7

|~ Details? [t
General Data Category
=
‘ ‘ Lot | =
Description | |
Lever2 | =
Customer | 5]
Level [ <]
» Reporter® | &=
Leveta: | [=]
5 Processar | @]
ServiceTeam: | =] Souton Cetegory: | =
Processing Data Relationships
St [Now = Reltect Probism | =l ]
gt [ o] ugeney | = Reletsc Recuest for Crangs: | @ | ]
prorty [ ] prorty | = Reted Knowidge Articee | B |
Dates Reference Objects
Crestes: | | [oo00 ] neteledBase: [ ]
changect | | [mo ] nsteled Base Componert | |3
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 SystemlID, Installation Number and Client.

= Complete the form with any other relevant information.

~ Details

General Data

Processing Data

Dates

[ Edt

[

Description*  fincident from Sohtion Marmger

Customer:  |[HPSVW-RED-SH [l
Reporter:  [zhu 2l lin |
Processar: | =]
Service Team: | =]
Status: [New [=]

Impact

Priority:

Priarty:= 2 High [~]

Createct |

Changec: |

First Respanise by:

IRT Status: 0%
Dueby: | | [~]
s e e

Category
Levelt
Level 2
Level 3
Level &
Solution Categary:
Relationships

Related! Problem
Relsted Request for Change:
Relsted Knowledge Article:
Reference Objects
Installed Base:

Installed Base Component:

SOL_MAN_DATA_REP
SLM 0020314862 600

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.
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incident: New

Elsave | Dizplay | 3 Cancel | [ Mew  Mews from Template | [ | Creste Folow-Up | Actionss | Mores

descrigtion from Solution Manager &) Scheduled Actions - Webpage Dialog
T Action Processing Type
[ b SAP Collaboration Dizplay SAP Action Log Methiod call
Send Mezsage to SAP Method call
[ F SAP Hotes Maintain SAP Logon Data Methiod call
Open System for SAP Methiod call
[ } Related Knowledge Articles E-Mail to Reporter il
Prirt Meszage Prirt
v Attachments [ &ttachmert [f URL [ with Template | Adva
[3] Mo result found Send to External Service Desk Method call
Refresh in Ext. Service Desk hiethod call
e o Send Solution to External Service Desk Method call
[ Schedule Mew Actions | Repest | &ction Detallz — Determination Log
Actions Status Action Defintion W‘ ’m‘
ﬁ' Execute Py Start Detta Compilation od Cal zhu weei
ﬁ' Execute & SLA Update Dates and Durat Method call Thil wei
ﬁ' Execite i Automatically synchronize with Ext. Service Desk Method call zhiu weei

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

+ Scheduled Actions Edlt List

[ Schedule Mew Actions | Repest | Action Detsils  Determination Log  Storace System

Actionz Status Action Defintion

'ﬁ' Execite & Send to External Service Desk

ﬁ Execute i Start Delta Compilation |N|:| Strategy J Action Definition Exists|
ﬁi Execute Fik) SLA Updste Dates and Durations

ﬁi Execute Fik) Avtomatically 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.
10. After afew minutes, re-open the incident to check whether it is sent to Service Manager.

If the incident is sent successfully, SAP receives the Incident ID message from Service
Manager.
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* Text Acd Text= | Imzert Text Template  Maintain Text Templates
Text Log

Description
02122M3 035713 zhu wei fD-

02122013 035646
120113 19:56:59 LSMountain (ovictex avictex:
Incidert ID &t external helpdesk is 10146

Send Solution in Service Manager

1. Log onto Service Manager as Incident.Manager.

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

Incident Queue: All Open Incidents

[=] New (Q Search % Refresh s, By Assignment Group | More -

Incident
Queue: ncigent =] View AllOpen Incidents -
[] Incident I Category Alert Status Status sou Assignee Brief Description Priority Initial Img Urgency = Problem Type
[ m10005 incident updated Work In Progress Application Incident Manager Microsoft Office keeps asking foinst... 4-Low  4-User 4-Low incident
[ m10014 incident updated Open Application Incident Coordinator IE is not responding to users request  3-Ave_. 4-User 2-High icident
[C] m10024 complaint updated Work In Progress. Application Incident Manager ‘When opening documents, Microsoft .. 3-Ave... 4-User 3-Ave.. complaint
[ m10030 incident updated Work In Progress Application Incident Manager Virus scan reports Multiple Virusses 2 - High 1_Criti. incident
[0 m10063 incident updated Work In Progress Application Incident Manager Microsoft Office Word can't startup, .. 3-Ave. 4-User 2-High icident
[F] w0085 complaint updated Open Applcation Incident Manager Windows keeps changing Date and .. 3-Ave.. 4-User 3-Ave.. complaint
[C]| m10068 complaint updated Open Application Incident Coordinator ‘Windows language keeps changing 3-Ave.. 4-User 2-High complaint
[C] m1o070 incident updated Work In Progress Application Incident Manager E-mail box runs full with SPAM 2-High 1-Criti incident
[ moors incident updated Open Application Incident Manager E-mai is not synchronizing 3-Ave.. 4-User 2-High incident
[ morz incident updated Open Application Incident Coordinator My browser keeps giving msg: Not . 3-Ave_. 4-User 3-Ave.. incident
[ m1ooss incident updated Work In Progress Application Incident Coordinator E-mai runs full with SPAM 2-High 4-User 1-Crti. icident
=] incident updated Open Appication Incident Analyst ‘Web browser not responding 3-Ave.. 4-User 3-Ave.. ncient
=] incident updated Open Appication Incident lanager E-mai is not synchronizing 3-Ave.. 4-User 2-High ncident
@] incident updated Work In Progress Applcation Incident lianager Microsoft Office Power Point cantst . 2 - High 1-Cri. incwent
=] incident updated Work In Progress Appication Incident Coordinator Microsoft Dffice Power Point won'ts... 3 - Ave. 2-High  incident
@] incident updated Open Applcation Incident Analyst Web browser not responging 2 - High 1-Cri. incwent
=] incident updated Accepted Appication Incident Coordinator Microsoft Office Words cant statup,... 3-Ave.. 4-User 3-Ave.. ncident
=] incident updated Accepted Appication Incident lanager Windows language keeps changing .. 3-Ave.. 4-User 3-Ave.. ncident
=] incident updated Open Appication Incident lanager Microsoft Office Excel does not start... 3-Ave.. 4-User 3-Ave.. ncident
=] incident updated Open Appication Incident lanager Microsoft Office spel checker check .. 3-Ave.. 4-User 3-Ave.. ncident
B incident updated Work In Progress Application Incident Analyst Laptop cannot boot Operating System  2-High ~ 4-User 1-Crti. ncident
B complaint updated Open Application Incident Coordinator VPN connestion drops every 10 minu_. 3-Ave . 4-User 2-High  complaint
B incident updated Work In Progress Application Incident Coordinator Wicrosoft Office Words reporis on e 3 - Ave. 3-Ave.. incient
= complaint updated Open Application Incident Manager Operating mlanguage is Spanish 2 - High 1-Criti.  complaint
B incident alert stage 2 Categorize Application SAP checker incident 4-low  4-User 4-Low
la} incident alert stage 2 Categorize Application SAP checker incident 4-Low 4-User 4-Low
la} incident alert stage 2 Categorize Application SAP checker incident 4-Low  4-User 4-Low
la} incident alert stage 2 Categorize Application SAP checker incident 4-Low 4-User 4-Low
la} incident alert stage 2 Categorize Application SAP checker incident 4-Low  4-User 4-Low
] incident alert stage 2 Categorize Application SAP checker incident 4-Low 4-User 4-Low

incident updated Categorize Application incident from Solution Hanager 4-Low d-User d4-Low

@ Assignment Group: E-mail | Webmail (South America) (1 items)

@ Assignment Group: Field Support (Africa) (2 tems)

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

Categorization and Assignment |Tasks | Impacted Services | Workflow ‘ Proposed Solution | Related Records - (D]‘ Activities ‘ SLA | Attachments - (D)l SAP Solution Manager
SAP Solution Manager SAP SalMan 1

Exchange Status Provider-ProviderProcessing

Date

Update
12/01/13 19:58:16

E‘ Additienal information sent to External Helpdesk | SAP Selution Manager

=]

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.

Categorizaticn and Aszsignment | Tasks | Impacted Services | Workflow | Proposed Solution | Related Records - (D}| Activities | SLA | Atftachments - (D}| SAP Selutien Manager
Wendor:

Update Type:

|1| Customer Visible:
Update:

Journal Updates:

—12/01/13 19:56:59 US/Mountain (ovictex ovictex):
Incident ID at external helpdesk iz IM10148
—12/01113 19:56:25 US/Mountain (ovictex):

External Helpdesk : SAP Solution Manager created new incident ID 2000000710 for this incident
description from Solution Manager

Group by Activity Type
Date/Time Operator
12/0113 19:58:17 Update from Customer

ovictex
12/01/13 19:56:59 External Update

Type

ovictex

6. Update the status to Work In Progress and fill other fields.
7. Click Save.

8. Type solution in the Solution text box in the Proposed Solution tab.
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$8 cancel 0 Previous 7 Next [ Save & Exit [5] Save [ Apply Template E‘?}',Add Info Eﬁ Send Back | More -

|® US/Mountain 12/01/13 20:31:42: Incident IM10146 has been dated by Incident.M.

Incident - IM10146

Title: + incident from Solution Manager

Description: *|default description

Incident ID: IM10146 Requested By:
Status: + Work In Progress - Contact Person:
Phase: Investigation Location:
Affected Service: # MyDevices = B Wajor Incident:
Affected Cl: SAPInstance300 .:i) =) x_} Eh Escalated:

7] clis operational (no outage)

Outage Start Time: 12/01M13 19:56:28
Outage End Time:

ElE

Categorization and Assignment | Tasks | Impacted Services | Proposed Sclution  Workflow | Related Records - (0)| Activities | SLA& | Attachments - (0} SAP Sclution Manager

Problem Candidate: D
Solution: Solution from Service Manager]
9. Click Save.

10. Click Send Solution to send solution provided by Service Manager to Solution Manager.
11. Click Cancel to release the incident.

12. After afew 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.

Categorization and Assignment | Tasks | Impacted Services | Proposed Sclution | Workflew | Related Records - (0) Activities | SLA | Attachments - (0} SAP Solution Manager
SAP Solution Manager SAP SolMan 1

Exchange Status  Provider:SolutionProvided
Date Update
12/01/13 19:58:16 E Additional information sent to External Helpdesk : SAP Solution Manager
12/01/13 20:38.05 E Solution is provided to External Helpdesk: SAP Solution Manager

H

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

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1) Page 66 of 72



User Guide
Chapter 2: User Scenarios

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 incident from Solution Manager. The action is
unidirection. After the action, the incident in Service Manager cannot be sent back again to

Solution Manager.

13. Click Cancel 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  Add Texts | Maintain Text Templates

Text Loy

Description
02122013 04:37:27  zhuwei s D-

02122013 04:37:24
solution fram Service Manager

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 onto Service Manager as Incident.Manager.

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.
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4. Extend 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.

Categorization and Assignment | Tasks | Impacted Services | Proposed Solution | Workflow | Related Records - (0) Activities | SLA | Attachments - (0} SAP Selutien Manager
SAP Solution Manager SAP SolMan 1

Exchange Status Provider:ProviderProcessing

Date Update
1200113 19:58:16 E Additional information sent to External Helpdesk : SAP Solution Manager
12/0113 20:38.05 E Solution is provided to External Helpdesk: SAP Solution Manager
B

5. Extend Activities tab to view the comments when SAP rejects the solution.

Categorization and Assignment | Tazks | Impacted Services | Proposed Sclution | Workflow | Related Records - (0)) Activities  SLA | Attachments - (0} SAP Solution Manager

Wendor:

Update Type: - Customer Visible:

Update:

Journal Updates: —12/01/13 22:07:41 US/Mountain {ovictex ovictex):

External Helpdesk : SAP Sclution Manager rejected solution

—12/01/13 20:37:15 US/Mountain (Incident.Manager):

A solution for this Incident has been proposed to SAP SolutionManager.
—12/01/13 19:56:59 US/Mountain (ovictex ovictex):

6. Click Send Back to send the incident back to Solution Manager.
7. Click Cancel to release the incident in Service Manager.

8. 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.

Categorization and Assignment | Tasks | Impacted Services | Proposed Solution | Workflow | Related Records - (0) Activities | SLA | Attachments - (0)| SAP Selution Manager
SAP Solution Manager SAP SolMan 1

Exchange Status Provider:ReguesterProcessing

Date Update
12/0113 19:58:16 E Additional information sent to External Helpdesk : SAP Solution Manager
12001113 20:38:05 E Solution is provided to External Helpdesk: SAP Solution Manager
12/01113 22:3%:59 E Ownership transferred to External Helpdesk: SAP Solution Manager

9. Click Cancel to close the incident window.
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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 before the
incident is changed to Confirmed.

4. Change the status to Confirmed.

5. Click Save to close the incident.

Incident: 8000000710, incident from Solution Manager

| | | O mew  new trom Template |[[3 | Creste Follow-Up | Actionss | Mores
Transaction 8000000710 saved
- Details [ Edit
General Data Category
D 8000000710
Level 1:
Description:  incident from Solution Managsr
Level 2
Customer:  HPSWW-RED-SH
Level 3
Reporter:  zhu 7l in
Level 4:
Processar.  zhu wei
Service Team Solution Category
Processing Data Relationships
Status:  Confirmed Related Prablem:
Impact Urgency: Related Request for Change
FRecommencded Priority Friorty: 4 Low Related Knowledge Article:
Dates Reference Objects
Createst 02122013 03:56 Installed Base: 1
Changed: 02422013 o705 Iistalled Base Component 3255
First Response hy.
RT Status: @ 0%
Due by
MPT Status: @ 0%

Check the incident’s status in Service Manager

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

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.
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I To Do Queue: My To Do List ” Incident: IM10138 '*
$8 cancel || Mors ~ |

Incident - IM10138

Title: = Incident 2

Description: * 0020314882

Incident ID: IM10138 Requested By, |
Status: +|Closed Contact Person FALC
Phase: Closure Location:

Affected Service: * MyDevices Major Incident:

Affected CI SAPS00 Escalated

Outage Start Time: 01/22/14 22:53:57

Outage End Time: 01/23/14 00:50:53

Summary | Past Ativities | Workflow | Categorization and Assignment | Tasks | Impacted Services | Related Records - (1)) SLA | KPI Metrics | Attachments - (0)] S4P Salution Manager
SAP Solution Manager  SolutionManager!
Exchange Status  |Closed

Date Update

01/23/14 01:08:16 Created incident in External Helpdesk :SAP Solution Manager. Incident id at External Help
01/23/14 01:53:40 Addtional information sent to External Helpdesk : SAP Solution Manager

01/23414 01:55:48 Incident : IM10132 has been closed in the External Helpdesk: SAP Sclution Manager

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 User Guide (Service Manager Exchange with SAP Solution Manager 1.10
patch 1)

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 ovdoc-itsm@hp.com.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1) Page 71 of 72


mailto:ovdoc-itsm@hp.com?subject=Feedback on User Guide (Service Manager Exchange with SAP Solution Manager 1.10 patch 1)




	Contents
	Chapter 1: Background
	Introduction
	Audience
	Prerequisites
	Architecture

	Chapter 2: User Scenarios
	Set up SAP Instance CI in Service Manager
	SM 7.11 to SAP Solution Manager 7.1
	Create an incident in Service Manager
	Open a new incident to send to SAP
	Open the incident in Solution Manager
	Check updates in Service Manager
	Synchronize new information with Solution Manager
	Check updates from Service Manager
	Update the incident status in Solution Manager
	Close the incident in Service Manager
	Check the incident’s status in Solution Manager

	SM 9.x to SAP Solution Manager 7.1
	Create an incident in Service Manager
	Open a new incident to send to SAP
	Open the incident in Solution Manager
	Check updates in Service Manager
	Synchronize new information with Solution Manager
	Check updates from Service Manager
	Update the incident status in Solution Manager
	Close the incident in Service Manager
	Check the incident’s status in Solution Manager

	SM 9.x with Process Designer (PD) 9.30.3 to SAP Solution Manager 7.1
	Create an incident in Service Manager
	Open a new incident to send to SAP
	Open the incident in Solution Manager
	Check updates in Service Manager
	Synchronize new information with Solution Manager
	Check updates from Service Manager
	Update the incident status in Solution Manager
	Close the incident in Service Manager
	Check the incident’s status in Solution Manager

	SAP Solution Manager 7.1 to SM 7.11
	Create incident in Solution Manager
	Send solution in Service Manager
	Check the solution from Service Manager
	Send the incident back to Service Manager
	Send the incident back to Solution Manager again
	Close the incident in Solution Manager
	Check the incident’s status in Service Manager

	SAP Solution Manager 7.1 to SM 9.x
	Create incident in Solution Manager
	Open new incident in Service Manager
	Check the solution from Service Manager
	Send the incident back to Service Manager
	Send the incident back to Solution Manager again
	Close the incident in Solution Manager
	Check the incident’s status in Service Manager

	SAP Solution Manager 7.1 to SM 9.x with Process Designer (PD) 9.30.3
	Create incident in Solution Manager
	Send Solution in Service Manager
	Check the solution from Service Manager
	Send the incident back to Service Manager
	Send the incident back to Solution Manager again
	Close the incident in Solution Manager
	Check the incident’s status in Service Manager


	We appreciate your feedback!

