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Legal Notices

Warranty

The only warranties for HP products and services are set forth in the express warranty statements accompanying such products and services. Nothing herein should be
construed as constituting an additional warranty. HP shall not be liable for technical or editorial errors or omissions contained herein.

The information contained herein is subject to change without notice.

Restricted Rights Legend

Confidential computer software. Valid license from HP required for possession, use or copying. Consistent with FAR 12.211 and 12.212, Commercial Computer Software,
Computer Software Documentation, and Technical Data for Commercial ltems are licensed to the U.S. Government under vendor's standard commercial license.

Copyright Notice

© Copyright 1994-2014 Hewlett-Packard Development Company, L.P.

Trademark Notices

Adobe™ is a trademark of Adobe Systems Incorporated.
Microsoft® and Windows® are U.S. registered trademarks of Microsoft Corporation.
UNIX® is aregistered trademark of The Open Group.

Documentation Updates

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

® Software Version number, which indicates the software version.
® Document Release Date, which changes each time the document is updated.
® Software Release Date, which indicates the release date of this version of the software.

To check for recent updates or to verify that you are using the most recent edition of a document, go to: http://h20230.www2.hp.com/selfsolve/manuals
This site requires that you register for an HP Passport and sign in. To register for an HP Passport ID, go to: http://h20229.www2.hp.com/passport-registration.html|
Or click the New users - please register link on the HP Passport login page.

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

Support

Visit the HP Software Support Online web site at: http://www.hp.com/go/hpsoftwaresupport
This web site provides contact information and details about the products, services, and support that HP Software offers.

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

®  Search for knowledge documents of interest

Submit and track support cases and enhancement requests
Download software patches

Manage support contracts

Look up HP support contacts

Review information about available services

Enter into discussions with other software customers
Research and register for software training

Most of the support areas require that you register as an HP Passport user and sign in. Many also require a support contract. To register for an HP Passport ID, go to:
http://h20229.www2.hp.com/passport-registration.html

To find more information about access levels, go to:
http://h20230.www2.hp.com/new_access_levels.jsp

HP Software Solutions Now accesses the HPSW Solution and Integration Portal Web site. This site enables you to explore HP Product Solutions to meet your business
needs, includes a full list of Integrations between HP Products, as well as a listing of ITIL Processes. The URL for this Web site is
http://h20230.www2.hp.com/sc/solutions/index.jsp
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INErOdUCH ON . . 5

AU NG 5

P e qUISIT S . ... 6

ArChItECIUNE 6
Introduction

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

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

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

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

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

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

Audience

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

e Solution Manager User

o System Administrators (for installation and initial configuration)

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

HP Service Manager

A J

-

SMSSMEX

ed Service Desk 1
‘ - SAP Solution Manager
~ Service Desk 2

“u| SAP Solution Manager
Service Desk 3

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

HP Service Manager
(Server)

SMSSMEX
Client Code

A
Y
?

e HP Service Manager Server is the HP service desk system.

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

SM
WebService Tomcat
SAP
Event In WeEGanice SAP Solution
~a SMSSMEX Manager
~ WebService
H » )—
SM WebService
SAP
A A
" WebSenvice '
SMSSMEX -u. =
Database Database

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

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

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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o SMSSMEX WebService exposes the incident webservice of HP Service Manager in the SAP
format and transfers client requests to SAP Solution Manager webservices.

e SMSSMEX Database provides persistent storage for the SMSSMEX WebService.

e SAP Solution Manager is the Service Desk.
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Set up SAP Instance Clin Service Manager .. ... ... 8
SM7.11to SAP Solution Manager 7.1 ... ... 10
SM 9.x 10 SAP Solution Manager 7.1 20
SM 9.x with Process Designer (PD) 9.30.3 to SAP Solution Manager 7.1 ... .......... 30
SAP Solution Manager 7.1 to SM 7. 11 .. 41
SAP Solution Manager 7.1 10 SM O.X 51
SAP Solution Manager 7.1 to SM 9.x with Process Designer (PD)9.30.3 ........................... 60

Set up SAP Instance Clin Service Manager

1. Logon 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.

a Do Queue: My To Da List ‘l Configuration Item: SAPInstance8) *

[ | & [~ « More v
Favaritca ond Dashboards Clidentifier Type Network Location Model
Configuration Managemant Sap application

Wanage Software J| SAPkstanceBOD sapinstance.

Search Cls.
Incisant Management
Knowledge Managemenl
Legacy Incident Management oz | |Pages: 1] -

$8 cancei & Previous () et [ Save & Ext [7 Save | More- | Sciocnscotor v

# Managed State

# Cl Changes

i Relationship Changes

i Relationships

=

Relationship Graph

=

Software

=

Cl Owner

=

Subscribers

5

Location

=

Vendor

=

Audit

=

Metrics

[

Financial

=

Attachments

SAP Instance Info

[

System D SLM
nstalation Number 0020314982
Clant 800

To get System ID, Installation Number and Client information from SAP:
1. Logon 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.
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7. Click OK.

s HF Service Manager

I To Do Queue: My To Do List ” Configuration Ttem Relationship }
G~ <3 oK $8 cancel b Add [F save O, Find [ Fil | More~

Favorites and Dashboards

‘ G-;ﬁ Configuration tem Relationship record added.

Configuration Management
» Configuration Management Administration Configuration ltem Relationship

Configuration Management Reports

» Configuration Management Setup Upstream Cl: * MyDevices =il Os
Baseline Wizard Relationship Name: * test
€l Queue Relationship Type: @ Logical
Configuration ttem Relationships -
Manage Software ) Physical
Search Cls Relationship Subtype: # Composition L Al=d
Incident Management Downstream Cls: ™ SAPInstances0n EIDO\
Knowledge Management 9,
Legacy Incident Management =i Q
g
Qutage Dependency
[} Outage Dependency
This Configuration tem will be considered down if
or more of the supporting configuration items are down
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 ... ... 16
Synchronize new information with Solution Manager ... ... 17
Check updates from Service Manager .. .. 18
Update the incident status in Solution Manager ... . .. 18
Close the incident in Service Manager ...l 19
Check the incident’s status in Solution Manager .. ... ... . 20

Create an incident in Service Manager

1. Log onto 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.

[ﬁ hiew Incident ‘E Incident Queue: All Open Incidents . " 36 N
B ok 88 Cancel [Fsave < Undo 32 close O Find ='Fil Q Clocks Send Incident  [*] Apply Template =
 LINPLE R =
Tneident 10: [mtozse | % Incident Detall | % Sap Solution Mana. .. | & Activitiss | % Affectsd Services | & SLA | % Related Records | %
Status: = = B
b~
Assignment Group: [spplication ~——_|=] Category: [reidert—— ]=]
Assignee! = Area access 3
Vendar: E Sub-area: autharization error i
Reference Humber: f— T E e =
affected Items Urgency: Tong |v
serice: (N - 1 Friority: 1 Critical
Affected CI: [5APinstancezn0 EEE=
O critical 1 O pencing change Service Contract: =]
[ cris operational (no octage) SLA Target Date: |bafz0/1z 12:00:00 =
Outage Start: [Peflei1z 0L 547 =] Alett Status: open
Outage End: [ [~ [ Problem Management Candidate
Location: I & O candidate for knowledge DB
Closure Cade: |
Title:

"ln(ldent From Service Manager

Description:

Search Knowledge

rest incidert: exchange

Solution:

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

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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% Incident Detail | & Sap Selution Manager | & Attachment

SAP Solution Manager I&&P Solhanl - @

SAP SolMani
Hidden Metadata AP 5o

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 ID: [ti0236 |

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

i Incident Detail | “» Sap Solution Mana... | “w» Activities | & Af

i Update | < Journal Updates | i Historic Activities |

---08/16/2012 07:40:19 local (event):
ncident ID at exkernal helpdesk is B000000145

7. Click OK to close the incident window.

Open the incident in Solution Manager

1. Log on to Solution Manager.

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

& MR Cae CHRER 0o BE @

SAP Easy Access - User menu for zhiu wei

(& ™ & | Shother menu & & | » a | [create role

~ 2 Favarites
. Salution Manager: Wark Centers URL
~ 4 User menu for zhu wei
¢ [l Business Partner
v ClEW - Reporting: administrator
v ClEW - Reporting: Display User
v [ Service Desk - Administrator
- '@’_Work Center _
g L@ SAP Solution Manager: wiork Cernter (SAF‘Gui)_L
« ) SAP Solution Manager: Work Center (URL)
v [ Support Desk
v [ Service Desk Interface
v [ wark Center
v [ Support Desk
» () CCMS Moritaring

e FA mrhAr RAoCiLo e feleilo e e ko mmimie —

SAP Solution Manager: Work Centers

@Assign LISErs D’,fDDcumentatiDr

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 Requesls o Change

~ Related Links

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

TAD T wwrt Drwtal

You have no Change Requests

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

Management page opens in Explorer.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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E' ¥ Solution Manager IT Service Management

Home

Worklist

Calendar

E-Mail Inbox

Incident Management

Search

Activities

Incidernt Templates
Incidents
Knowledge Sricles
Problem Templates

Master Data Problems
Change Request Mana. . *
Incident Management b Bepois B x
ST (EETS » Solution Manager Reporting
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.
Search: incidents Beeck ~
Search Criteria Hicle Search Fie
Incidert ID | i v | 8000000145 2 =
Created On ~| s - E . =
Status > s - |v + =
Business Partner ID > s ~ 3 @ =
Maxinum Number of Resuts:
Result List: 1 Incident Found
[ e ([ [ Newe irom Templste  Creste Follow-Lp [ Y]
[s] ‘ IRT Status. IRT Usage RT MPT Status MPT Usage MRT Descrigtion Priority Crested On | Status Reporter Category ‘ Transactio
8000000145 0% 0% incidert from Service Manager 1 VeryHigh 16082012 MNew Incidert

6. Click theincident 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

[Slsave | Display | 3€ Cancel | [ New  New from Template |[( | Create Follow-Up | Actionss | Mores

~ Details [/ Ediit
General Data Category
i [B00000045 |
Level1: |
Descriptions*  [incident from Service Manager |
Levelz |
Customer:  [HPSW-RED-SH |
Levela |
Repoter;  [zhuzlin
- Leveld: |
Pracessor  [zhu wei [
Service Team: | = Solution Category: |
Processing Data Relationships
Status:  [Mew [~] Related Praklem: | =3 |
mpact: [ |+] ugerey: [ |+] Related! Reguest for Change: | @ |
Recommended Prioriy: || Priority:* Related Knowledge Article: | & |
Dates Reference Objects
Created:  [16.082012 | [pszs | Instaled Base, SOL_MAN_DATA_REP
Changed: 16082012 | [osz3 | Instailzd Base Camponsnt SLM 0020314362 500
FirstResponse by, | ] [ =]
8. Click Add Text in Text drop-down section to add description for the incident.
Incident: 8000000145, incident from Service Manager
[E]zave | Display | 3 Cancel | [ Mew Mew from Template | [ | Creste Follow-Up | | Actions= | Mores
First Response by | | | [~]
IRT Status: 0%
Due by | | | | il |
MPT Status: 0%

- Text Add Text= | Insert Text Template  Maintain Text Templates

Description

<nEn)

H el o e BN

description from SAP|

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...l & Activities | & Affected Services | & GLA | & Related Records |”2

SAP Solution Manager |5,qp SolMani | - |Q |

Hidden Metadata |Requester:F‘rwiderPrncessing |
Date I Update I
08/16/17 03:29:45 |><Created incident in External Helpdesk :SAP 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.

‘e Incident Detail | ‘& 3ap Solution Mana. .. | i Activities | i Offected Services | & 5L
“w» Update | < Journal Updates | 4 Hiskoric Activities |

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

B dditional infarmation received Ffrom External Helpdesk : SAP Solution Manager
F---08[ 1612 02:14:03 US/Mountain {ovicke:x):

ibdditional information received From External Helpdesk : SAP Solution Manager
Hescription From SAP

F---08f16/2012 07:40:19 local (event):

Incident ID ak external helpdesk is 000000145
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5. Click Activities tab > Historic Activities tab to view updated log from Solution Manager.

EEETET U ST .

i Incident Dekail | “ 5ap Solution Mana... | @ Activities | @ Affected Services | i ala | i Related Records |»2

% Update | % Journal Updates | % His

Filter By Activity Type: | | - " [=T— |
Diake) Time | Type | Opetakor | Descripkion |
03/16/12 02:20:36 External Update ovictex Additional infarmation received from Ex...
03016112 02 14:04 External Update ovickes Additional information received from Ex...
0f 16,12 01:40:19 |Jpdate From Customer ovickex 000000145
08/16/1Z 01:23:18 operator update zhulin Incident has been sent to SAP Solution...
03/16/12 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.

i Incident Detail | s 3ap Solukion Mana... | i Ackivities | i Affected Services |

i Update | & Journal Updates | ‘e Historic Ackivities |

e | = O
Update:

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.
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Check updates from Service Manager

1. Search the incident and then openit.

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

* Text Aod Texts | hzintzin Text Templates
Text Log
Description

16052012 10:35:595 zhu wei fD-

16052012 1003557

05M 62012 074019 local (evert):

Incidert ID at external helpdesk is 3000000145
03MEM 2 023546 USMourtain (zhulin):

add info from Service Manager

Description
16082012 10:14:02  zhu wei 1 D-

description from SAP

Update the incident status in Solution Manager

1. Search the incident and open it.
2. Click Editto 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 Text to 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.
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7. Click Display or Cancel to release the incident in Solution Manager.

 Details

[& Ecit

General Data

Processing Data

Dates

IC:
Description:
Customer:
Repatter:
Processor:

Service Team:

Status:
Impact:

Recommended Priority:

Created:

Changed:

First Responze by:
IRT Status:

50000001 45

incidert fram Service Manager
HPSW-RED-SH

zhu zl lin

Thu weei

Customer Action
Urgency:
Priority:
16.05.2012 09:23
16.05.2012 10:43
@ 0 %

Close the incident in Service Manager

1: Very 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.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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Check the incident’s status in Solution Manager

1.

2.

Search the incident and then open it.

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

The incident’s status is changed to Confirmed.

Incident: 8000000145, incident from Service Manager

0 The message is already clozed

[ Ecit

General Data

- Details

| 5 Mewe  Meswe from Template |[ | Creste Follow-Up | Actions =

D 80000007 45
Description:  incident from Service Manager
Customer:  HPSW-RE&D-ZH
Reporter:  zhu zllin
Processor:  zhu wei
Service Team:
Proces<=ing Data
Status:  Confirmed
Impact: rgency:
Recommended Priority; Priority:
Dates
Created:  16.08.2012 09:23
Changed: 16.08.2012 10:46
First Response by:
IRT Statuz:. @ 0%

Due by

MPT Status: @ 0%

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

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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Check updates from Service Manager ... ... 28
Update the incident status in Solution Manager ... . .. . 28
Close theincidentin Service Manager .. ... 29
Check the incident’s status in Solution Manager ... ... ... ... 30

Create an incident in Service Manager

1. Logonto Service Manager as an Administrator.

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

("o oo Guss: My To Do st | Potentislly Relaked Incidents by Asset | Displsy Which Incidsr Tickets? || Incident Queus: AllOpen Inciderts || Display Whith Incident Tickets? || New Incident
Ef=~] « | | 8concel Misavesbxt Elsave [ appy Template | More =
Favorites and Dashboards
Change Managemert

Configuration Management (=l Incident Details

Incident Managemert

Tods Incidert o w0181 Assignment Group +|
Incidlent Gueue Status - Dpen - Assignes
Open Mew Incidert Vendor
Search noiderts

Search Knowledgebase tfosted €I
et c

Knowledge Management [ Sy

[~ Clis operational (no outage) Category  incident

area o =
Subarea o

o[

Affected Service OB “endor Ticket

Problem Management

Request Management

Outoge Start |

Service Cetalog
Outage End |

EE

Service Desk

Service Contract mpact +| =
Service Level Management

Urgency =
System Adinistration

Tailoring

Title

M cellanzous Description
Approval Delegation Q
ServiceManager Mal

System Status =

»

Ta Do Queue

Frobiem Candidats
MySM w

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
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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
CIl 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.

[ 7o 0o Quetiei My ToDoList || Potentialy Relsted Incidents by Asset || Display Which Incdent Tickets? || Incicent Queue: ll oper Inciderts || Display Whih Incident Tckets? || New Incident
EX~ « | | $8cancel WSaveaEx [ESave [ Apply Template | More - ag

Favorites and Dashboards

Ghange Management
Configuration Management. _Incident Details

Incident Management

o ncidert Dttt Assignnent Group = [Applaton =i
neidert Gueue Status Bpen - assignes | &
Open New incidert vencor [ =
Search Inciderts
Afected Servics  +fiyBevicss Vendor Ticket
Search Knowledgebase (i =Y [
Knowldge Managemert anecteact - apnsiancein Sile) =
[ Clis operational (no outsge) Category  incidert
Problem ianagemert s
Reguest Management ’E e
Ouage st | 5 Subarea = Fufhorization srror &
Service Catsog
ouageent | g
Service Desk Service Contract Impsct =i Erterprise >
Service Level Management Ugency <
<Eg -
System Adminsiration
alma T+ freigert from ShE3T
VERCL s Description  #[Desc from SMA31 ﬁ
Aproval Delsgetion Q
ServiceMtanager hial
System Statue =
ToDa Gueue [~ Problem Candidste.
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.
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[ 7o Do Queue: My Ta Do List || Fatentially Related Inidents by Asset || Display which Incident Ticksts? || Incident Queus: All open Incidents ” Update Incident Number IM10181 %

8 cancel Fsavesbd [Fsave §2ciose ncidert Fhsendincidert [ apply Template | Ware ~

‘ (i) USMountain 09/26M2 00:14:01: Incident IM10181 has been opened by falcon

1= Incident Details

Incident I 10181 Assignment Group *lAppIication Iﬂ ﬂon

status open = Assigpes | =

Contact vender | ﬂ

Location | =i vendor Ticket |

Attected Service =fiyDevices B8 category frcigent I=|

Affected € ExPntanceot o aren +fooass =i

™ lis operstional (no cutage) Subarea + L ihorization error =l

Outage Start a6z 001401 B Impact = [ Erterprise [=]

Ouage End | [ Urgency +B - High |=|
Service Contract Pricrity 4 - Critical

SLA Target Date

ThlE < Jruciciert from SMeE
Description #[Desc from Shiast =]
Clasure Code [ =] [~ Prohlem Candidate [ Knowledge Candicate
Solution | =

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

= Sap Solution Manager

SAP Solution Manager | SAP SolMan O\

Hidden Metadata |S.AF' SolMan -

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.
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[ To Do Queus: My To Do List ” Search Incidents l
$d Cancel @ Save & Exit [5] Save 5 Close Incident [ Apply Template | More-

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

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

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

Journal Updates | __p9/26/2012 06:26:52 USiMountain {event):
Incident ID at external helpdesk is 8000000233

7. Click Cancel to close the incident window.

Open the incident in Solution Manager

1. Log on to Solution Manager.

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

[ Menu Edit  Faworites  Extras Systern Help

& MR Cae CHRER 0o BE @

SAP Easy Access - User menu for zhiu wei

l__i‘_} [= @ &5 Cither menu & F v oA l__ﬁCreate role @Assign LISErs D’,fDDcumentatiDr

~ = Favorites
. Solution Manager: YWork Centers URL
= o= User menu for zhu wei
v [ Business Partrer
v ClEW - Reporting: administrator
v ClEW - Reporting: Display User
v [ Service Desk - Administrator
- '@’_Work Certer _
g I|_’i:33 SAP Solution Manager: wiork Cernter (SAF‘Gui)_L
« [ 5aP Solution Manager: Work Center (URL)
v [ Support Desk
v [ Service Desk Interface
¥
b

L wark Certer
1 Support Desk
+ 2 CCMS Monitoring

e FA mrhAr RAoCiLo e feleilo e e ko mmimie —
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SAP Sofubion Manager: Work Centers

Change Management I' SAP Solition Manager Configurstion |, Root Cause Analysis |, Incidert Management ), Job Managemert |, SAP Engsgement and Service Delivery ), Solution Manager St
4 » Al
m Your assigned Business Partner: zhu wei /D- (131)
Projects | Projects

Requests for Change

Change Documents

- My Quality Gate Management Projects
Systemn Recommendations

Quality Manager Quality Advisory Board Favorites
Maintenance Optimizer Ta Be Canfigured (0) Ta Be Canfigurad (0) Praject ()
License Management Mt Started (0) Mot Started (00
Queries Scope (0) Scope ()
Build (0) Build (0)
Reports Test(m) Test(m)
~ Common Tasks Deplay (0) Deplay (0
Finished (0) Finizhed (0)
Hew Request for Change
Hew Defect Correction Al Al
Hew Maintenance Transaction
IT Service Management o for Change

~ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Yalidation

SAP Links | Maintenance Optimizer Requests
D Tt Dl

You have no Change Requests

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

E' ¥ Solution Manager IT Service Management

Incident Management

Home

Search
Worklist

Activities
Calendar Incicdent Templates

Incidents
E-Mail Inbox Knowledge Sricles

Problem Templates
Master Data Proklems:
Change Request Mana. . *

Reports M x

Incident Management »
Solution Manager Reporting

Service Operations L3

Create

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

5. Type the incident ID in Search Criteria and then click Search. The incident is displayed in the
Result List.
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Search Criteria

[Incidert I [=] [i= | =] [sooooooz3a | @& &
[crested on [=] = [=]1 m + -
[Status [=] [i= [=] [=] &= =
[Business Partner ID [=] [i= [=] =] + =
Mzximum Mumber of Results:
Save Search As: | [[E]save |
Result List: 1 Incident Found
[ mewe (15 [ Mew from Template  Creste Followe-Lp
i IRT Status IRT Usage IRT MPT Status MPT Usage MPT Cescription
S000000233 0% 0% Incident from Ski9s1

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

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

~ Details [ Foit
General Data Category
D [B000000Z33 ]
Level1: | [+]
Description;*  Incisent from SM31 |
Levelz | [+]
Customer:  [HPSW-RED-5H ]
Level 3 | [~]
Reporter:  [zhuzilin |
Leveld: | [~]
Processor: |[zhu wei &)
Service Teart | =] Solution Category: | [=]
Processing Data Relationships
Status:  [n Process [+] Reelated Problem: | B [ ]
meset [ || ugeney: [ ] Related Request for Change: | al [ ]
Priorty: priotys [zHgn  [+] Related Knowledge Article; | al |
Dates Reference Objects
Createdt (26092012 | [os24 | InstaledBase: [1 | SOL_MAN_DATAREF
Changet: (26082012 | [oe24 | Installer Base Componert SLM 0020314982 800
First Response by: | ] [+]
FT Status: 0%
Duzby: | ] [~]
WPT 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.

In the Incident ID textbox, type the ID of the new incident created in step 1 and click Search. The
incident opens.
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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  exthd1 a
Hidden Metadata ~ RequesterProviderPracessing

Date Update

08/26/12 00:26:52 ['3] Created incident in External Helpdesk -SAP Solution Manager. Incident Id at External Helpdesk is 8000000233, External

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

incident is updated.

= Activities

New Update Type - 7] visible to Gustomer

Mew Update

] »

Journal Updates  —09/26/12 00:34:35 US/Mountain (ovictex):
Additional information received from External Helpdesk : SAP Solution Manager
Desc from Solution Manager
—09/26/2012 06:26:52 USiMauntain (event). -

Activity Type = 3
Date/Time Type Operator Description
09/26/12 00-34:35 Extemal Update R Additional information received from External Helpdesk :
R SAP Solution Manager
09/26/12 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 Desc from SM931

Synchronize new information with Solution Manager

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

= Activities

New Update Type - ] visible to Customer

New Update |Update from Service Manager

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

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

1. Search the incident and then openit.

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

* Text Add Tests | hzintain Text Templates
Text Log

Description
2B092M2 092855 zhu weilD-

26.0920M2 092894

09,2602 2 07:23:55 USMourtain (evernt):
Incident ID at external helpdesk iz 8000000237
097261 2 01:28:51 UsMountain (falcon):
Upidate 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.

+ Details

[& Ecit
General Data

IC:
Description:®
Cuztamet:
Repotter:
Processor:
Service Team:

Processing Data
Status:
Impact:
Recommended Priority:

Dates

Created:
Changed:
First Responze by

IRT Status:

[sooooo0z33

[Incidtert from Sma31

|HPSWM-RAD-SH

|zhu zl lin

|zhu ]

|Customer Action

| - | Urgency: |

Pricrity:* |2: High

[26.092012 | [os:z4 |
[26.08.2012 | [os:s0 |
| | | -l
0%

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

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

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

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.
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Check the incident’s status in Solution Manager

1. Search the incident and then openit.
2. Solution Manager displays the message “The message is already closed”.
3. Theincident’s status is changed to Confirmed.

Incident: 8000000233, Incident from 51931

| | | [y Mewe  Mew from Template |5 | Creste Follow-Up | Actionss | Maores
0 The mezzage iz slready clozed
= Details [ Edit
General Data
D 8000000233
Description:  Incident from S931
Customer:  HPSW-RED-SH
Reporter:  zhu zl lin
Proceszor:  zhu wei
Service Team:
Processing Data
Status:  Confirmed
Impact: rgency:
Recommended Priority: Priority: 2 High
Dates
Created. 26092012 0g:24
Changed: 26.09.2012 0504
First Response by
IRT Status: @ 0%
Due by
MPT Status: @ 0%

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

Solution Manager 7.1

Create anincident in Service Manager ... .. 31
Openanew incident to send t0 SAP .. . 32
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Open the incident in Solution Manager ... ... ... 34
Check updates in Service Manager . . .. ... L 37
Synchronize new information with Solution Manager ... ... 38
Check updates from Service Manager ... ... 38
Update the incident status in Solution Manager ... ... .. 39
Close theincidentin Service Manager . ... 40
Check the incident’s status in Solution Manager ... ... 40
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.
I To Do Queue: My To Do List “ New Incident
< 88 cancel [7] Save [ Save &Exit [2) Apply Template  More v
Incident
e pe i e
Phase: Logging Area
Affected Service: + MyDevices. Al B Impact: 4 - User
Affected CE SAPInstance30 [o)EIEY =R Urgency: T 4-Low
[C]  clis operational (no outage) Contact Person:
Location
Outage Start Time: [
Outage End Time: [
Workfow | Afiachments |
* id :
E ab o s
Logging S Categorization o Investigation Lr Recovery s Review Cle
: %

Fill in 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.
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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
CIl 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 & Extt [5] Save [7] Apply Template | More »

Incident - IM10136

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

|:| Clis operational (no cutage)
Outage Start Time: 11/28/13 02:30:58 E‘
Outage End Time: E‘

Categorization and Assignment | Tazks | Impacted Services | Workflow | Proposed Solution | Related Records - (D}| Activities | SLa |Aﬂachment5— (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: IM10136 "l

§2 cancel & save & Exit [F] save [7) Apply Templats | More -

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

Incident - IM10136
Title: w B Incident
Description: *|Incident from SM
Incident 10: 10136
Status: + Work In Progress
Phase: Investigation

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 Solutien | 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 iz 8000000709
—11/28/13 03:13:33 US/Mountain (Jennifer Falcon):
Service Desk Incident IM10145 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 Favorites  Extras Systern Help

& MR Cae CHE oDdlos BAE @

SAP EFasy Access - Usermenu for zhu wei
B = E? & Other menu & F v oa L_ﬁCreate role @.&ssign LIZErs @Ducumentatinr

¥ = Favarites
. Solution Manager: Work Centers LRL
> = User mienu for zhu wei
v [ Business Partrer
v ClBw - Reporting: Administrator
v BW - Reporting: Display User
v [ Service Desk - Administrator
'@I_Work Certer _
g L@ SAP Solution Manager: Work Center (SAPGui)L
« [ Sap Solution Manager: Work Center (URL)
7 Support Desk
[ Service Desk Interface
L Work Certer
7 Support Desk
7 COMS Maoritaring

B e T TR U S PR I I

®
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SAP Sofubion Manager: Work Centers

Change Management I' SAP Solition Manager Configurstion |, Root Cause Analysis |, Incidert Management ), Job Managemert |, SAP Engsgement and Service Delivery ), Solution Manager St
4 » Al
m Your assigned Business Partner: zhu wei /D- (131)
Projects | Projects

Requests for Change

Change Documents

- My Quality Gate Management Projects
Systemn Recommendations

Quality Manager Quality Advisory Board Favorites
Maintenance Optimizer Ta Be Canfigured (0) Ta Be Canfigurad (0) Praject ()
License Management Mt Started (0) Mot Started (00
Queries Scope (0) Scope ()
Build (0) Build (0)
Reports Test(m) Test(m)
~ Common Tasks Deplay (0) Deplay (0
Finished (0) Finizhed (0)
Hew Request for Change
Hew Defect Correction Al Al
Hew Maintenance Transaction
IT Service Management o for Change

~ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Yalidation

SAP Links | Maintenance Optimizer Requests
D Tt Dl

You have no Change Requests

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

E' ¥ Solution Manager IT Service Management

Incident Management

Home

Search
Worklist

Activities
Calendar Incicdent Templates

Incidents
E-Mail Inbox Knowledge Sricles

Problem Templates
Master Data Proklems:
Change Request Mana. . *

Reports M x

Incident Management »
Solution Manager Reporting

Service Operations L3

Create

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

5. Type the incident 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
[Imcicient ID [=] [is | =] [Foooooo7og | @ =
Calendar
|Created0n |V| |is |'| | || % =
E-Mail Inbox |Statu3 | 'l |i3 | v | | |, | &) (=
Master Data |Elusiness Partrer I | v| |i3 | - | | || L s
Elmy e rest (W o Maimum Mumber of Results:
Incident Management (]
Save Search Az | | [E] save |
Service Operations
Result List: 1 Incident Found
Create
|__, Mewe ([ |__, Mewy from Template  Creste Followe-Up
_ . - IC | IRT Status IRT Usace IRT MPT Status MPT Usage MPT
S000000703 0% 0%
6. Click theincident ID link to open the incident.
7. Fill the required fields (Reporter) and change the Status to In Process.
Incident: 8000000709, SM Incident 2
[Elsave | Display | 3 Cancel | [ New  Mew from Template |[[3 | Creste Follow-Up | Actionss | Mores
~ Details [ Edit
General Data Category
ID:  [s000000703 |
L
Descriptiors® [ SM Incidert 2 |
L
Customer:  [HPSYW-RED-SH |
L
Reparter: |Zhu zl fin ‘
L
Processor |zhu e “
Service Team: | “ Salution Cat
Processing Data Relationships
Status:  [Mew [+ Related Pr
impact: | [=] Urgency: | [+ Related Request for Ct
Recommended Priority: | ] Priority: 4 Lowe [+ Related Knowledge 2
Dates Reference Objects
Crested:  [26.1.2013 | 13 | Installed
Changed:  [28.11.2013 | [z | Installed Base Comp
First Response by: | ] | [+]
IRT Status: 0%
Dueby: | ] [+]
MPT Status: 0%
- Text Add Text= | Ineert Test Template  Maintain Text Templates
TextLog Waimum
Description
2811.2013 111321 zhu wei /D-
26.101.2013 11318
117281 3 031333 USMountain (Jennifer Falcon):
Service Desk Incident IW10145 has been sert ta SAP SolutiorManager
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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.

} SAP Collaboration

aScheduled Actions -- Webpage Dialog [ %] I_

£ | httpifitsamgaym1 30, asiapacific, hpgcorp, net: 2000 sapi====}/bc/bsp/sap/bsp_wd_b:
» SAP Hotes €. httpifitsama, p pocorp fsap( {be/bspisap/bsp_wd_b:
} Related Knowledge Articles 5 Action Processing Type
Display SAP Action Log Method call
~ Attachments [ Atachment [ URL [ with Templste | Advanced Send Message to SAP Method call
m Mo result found hairtain SAP Logon Data Method call
Open System for S4P Method call
~ Scheduled Actions Edlit List E-Mail to Reporter htail
3 Print M Prirt
i | Repeat | Action Detailz Determinstion Loy Storage System SIS i
= Call Solution Manager Diagnostics Method call
Actions Status Action Definition Lis:
N Send to Externsl Service Desk Method call
ﬁ Executs Fa SLA Escalation (IRT) 2 + (=3
i Refresh in Ext. Service Desk i Method call
ﬁ Execute Fa) SLA Ezcalation (MPT) R 4 (U]
- Send Solution to External Service Desk Method call
1] Start Detta Compilation (=5
] Start Detta Compilation Cess
ﬁ Execute Fi Start Detta Compilation Schedule Cancel e
ﬁ‘ Execute Fa SLA Unddate Dates and Durations |http:,|’,|’itsamqavm130.asiapacific.hpqcorp.net:SDDDIsap( |@ Internet e
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. Extendthe 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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3sks | Impacted Services | Proposed Solution | Workflow | Related Records - (0)| Activities
SAP Solution Manager SAP SolMan 1

SLA | KPI Metrics | Attachments - (0} SAP Solution Manager

Exchange Status Requester:ProviderProcessing

Date Update

1128013 03:13:55 [78] Created incident in External Helpdesk :SAP Solu

E

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.

Categorization and Assignment | Tasks | Impacted Services | Proposed Selution | Workflow | Related Records - (0} Activities  SLA | KPI Metrics | Attachments - (0} SAP Sclution 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 Asgignment | Tasks | Impacted Services | Proposed Solution | Workflow | Related Records - (0} Activities  SLA | KPI Metrice | Attachments - (0} SAP Solution Manager
Vendor:
Update Type:
Update:

- Customer Visible:

Upate frem Service r.|ar|ager|

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 openit.

2. As shown in the following screenshot, Solution Manager receives update from Service Manager.
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- Text Add Text =
Text Log
Description

02122013 03:21:43 zhu weifD-
02422013 03:21:44

Upate from Zervice Manager

1201 M3 19:21:52 USMourtain (Jennifer Falcon:

| Inzert Text Template  Mairtain Text Templates

Infarmation far this Incident has been added in SAP Soldiontanager .

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.

- Details

[ Ecit
General Data
IC:
Description:*
Customer:
Reporter:
Processor:
Service Team:
Processing Data
Status:
Impact:
Recommended Priarity:
Dates
Created:
Changed:
First Response by
IRT Status:

[goooono7os

[sh Incidert 2

[HPsvi-RaD-SH

|zhu Zllin

|zhu el

|Cus{omer Action

Urgency: |

| Priarity:* |4: Loy

[z8.112013

[oz1z.2m3

0%

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

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

Incident: 8000000709, S\ Incident 2

| | | [ Mewe  Mew from Template ([ | Create Followe-Up | Actionss | Maores

0 The message is already closed

General Data

ICx 8000000709
Descriptior: M Incident 2
Customer:  HPEW-RED-SH
Reporter:  zhu zllin
Processzor:  zhu wei
Service Team:

Processing Data

Status:  Confirmed

Impact: Lrgenc:y:

Recammended Priority: Priarity:

SAP Solution Manager 7.1 toSM 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

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.

4: Lowy
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= Mernu

&

Edit

Favaorites

Eutras

MR Cea SHE Do BE @M

Systern

Help

SAP Easy Access - Usarmeniu for zhi wei

(& ™ | & | guother menu

~ < Favorites
. Solution Manager: wWork Centers URL

> Y User menu for 2hu e

* [ Business Partner

v B - Reporting: Administrator
v CEW - Reporting: Display Lser
v [ Service Desk - Administrator

- =4 work Center

# By 2 -

4 | [Hireate role

¥ [ Support Desk

¥ [ Service Desk Interface

v O work Center
v [ Support Desk
+ 22 COMS Monitoring

B e R A TS T SRR S N TR

SAP Sofubion Manager: Work Centers

=N S I PR

= ol
5 L@ SAP Solution Manager: Work Certer (SAF‘Gui)JI
« 2 5ap Saolution Manager: Work Center (URL)

@Assign LIsErs

@Documentatiur

- Change Management |

SAP Solition Manager Configurstion

Root Cause Analysis

Incidert Management

Job Managemert

SAP Engsgement and Service Delivery

Solution Manager St

4 »

Al

Projects
Requests for Change
Change Documents
Systemn Recommendations
Maintenance Optimizer
License Management
Queries

Reports

~ Common Tasks

Hew Request for Change
Hew Defect Correction

Hew Maintenance Transaction
IT Service Management o

Projects

for Change

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

~ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Yalidation
SAP Links

DA Twert Drtal

Your assigned Business Partner: zhu wei /D- (131)

My Quality Gate Management Projects
Quality Manager

Quality Advisory Board

You have no Change Requests

Maintenance Optimizer Requests

Management page opens in Explorer.

Favorites

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

Page 42 of 73



User Guide

Chapter 2: User Scenarios

E' ¥ Solution Manager IT Service Management

Home

Worklist

Calendar

E-Mail Inbox

Master Data

Incident Management

Search

Activities

Incidernt Templates
Incidents
Knowledge Sricles
Problem Templates
Problems

Change Request Mana. . *

Incident Management b

Service Operations L3

Reports

Solution Manager Reporting

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

SAP4 IT Service Persorslize | Systemiews | Logt
incident: New @seck - £
Elsave | Dispiay | % cancel | [ New  New from Template |55 | Create Folow-Up | 2uto Complete | Mores % B2
Home Service product NVESTIGATION not found
Worklist v Details [
Galendar General Data Category
E-Mail Inbox o ]
st | ot | =
Level2 [ I~
Change Request Mana. . customer: | =]}
Lovels | =
[or—— Reportsr® | @l
Levels | I=]
Service Operations Processor. | =]}
Service Team | =l Salution Categary: | I~
Creat Processin 9 Data Relationships
z Stetus: [N = Related Protlem: | B ]
Impact | =] Urgency:. | =] Related! Request for Change: | A [ ]
prorty. | ] Prioy | = Relatec Knowieege Articke: | & I
Dates Referance Objects
Createct | | [oomo | nstaledBase: [ |
L o
—— Changeet | ] [oooo | Installed Base Compenert
Frst Response by | ]| =
i 1o

= Type a Description and a Reporter for the incident.

= Select a Priority in the drop-down list.

Fill in the required fields for the new incident as necessary:

= Click Fill to select the Installed Base Component. This field describes the client information of
Solution Manager, such as SystemID, Installation Number and Client.

= Complete the form with any other relevant information.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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~ Details [ Edit
General Data Category
I
l l Level ;|
Description:®  [incident from Soiution Manager |
Level2 |
Customer.  [HPSW-RAD-EH 3]
Level 3 |
Reporter [zhuzlin |
Leveld: |
Pracessar | &
Service Team | & Solution Category: |
Processing Data Relationships
Status  [New [~] Related Problem: | = |
Impact | [+] Urgeney: | [~] Related Request for Change: | =3 [
FRecommended Priority. | | Priority:* 2 High [~] Releted Knowledge Sricle: | 3 [
Dates Reference Objects
Crested | | [om00 ] Installed! Base: SOL_MAN_DATA_REP
Changed: | | [omoo ] Installedt Base Component SLM 0020314382 800
First Response by: | ] [~]
RT Stetuis: 0%
bueey | | | =
M St o

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

Incident: New

Elsave | Dizplay | 3 Cancel | [ Mews  Mews from Template |[7 | Creste Folow-Up | Actions =

| Mores

description from Solution Manager cheduled Actions -- Webpage Dialog
B action Processing Type
[ # SAP Collaboration Dizplay S&P Action Log Method call
Send Message to SAP Method call
[ # SAP Hotes Mairtain SAP Logon Data Method call
Open System for SAP Method call
[ » Related Knowledge Articles E-Mil to Reporter il
Prirt Messane Prirt
w Attachments [ attachmert 7 URL [ with Templste | Adva
[3] Mo resutt found  Send to External Service Desk { Method call
Refresh in Ext. Service Desk Method call
~ Scheduled Actions  Edlt List Send Solution to External Service Desk Methiod call
[ Schedule Mew Actions | Repest | Action Details Determinstion Log
Actions Status Action Definition LSchm‘ ’m‘
ﬁ' Execute oy Start Detta Compilation Tethod call Zhit weei
ﬁ' Execute oy SLA Update Dates and Durat Method call zhil weei
ﬁ Execute & Automatically synchronize with Ext. Service Desk Method call zhu wei

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

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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+ Scheduled Actions Edlit List

[ schedule Mew Actions | Repest | Action Detsilz  Determination Log — Storace System
Actions Status Action Definition
ﬁ' Execute P Send to External Service Desk
ﬁi Execute
ﬁ' Execute
ﬁ' Execute

Start Defta Compilation |ND Strateqy | Action Definition Exists

SLA Update Dates and Durations

b= = =

Automatically synchronize with Ext. Service Desk

[ F 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. Log onto Service Manager as an Administrator.

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

HP Service Manager - Incident Queue: ll Open Incidents - HP Service Manager Client

Fle Edt Window Help

|& o]l = [ven|&

& | systemtiavigator 23| (= @5 © = O[3 Display Which Incidenk Tikets? =
[& | @[5 Connection- hulin 2] pack ) =
=l Q) Favort . -
o| o T AT = @
[ configuration Management
@ Configuration Management Reports.
&8 Contracts Queus: [t T] v [FTGpen Tncdent 3|
0 resources
(3 oceert mensgenent © et Ter s w00 [ees T
- 16204 Cpen Agpleation incident 1
10206 Open Applcation new incident from sm 1
© s 0208 Open applcaton n 1
ts o211 Closed Applcation incident from sm 1
[ Search Knowledgsbase © Refreshlit Mi0z13 updeted Closed Appication s from 1
B Knonledge Management w0215 updsted Closed Agpleation an 1
Problem Mansgement © bressionment 10217 uptatert Closed Applcation s from 1
D Rt fgenent w0219 ated Closed plcation s 1
w0220 updated Closed Applcation incident from sm 1
B Servics Catalog M10223 Application 1
{0 service Desk. M10225 1
@ service Level Management. M10226 1
B system Administration M10228 1
g Taloring 110230 1
[ Approval Delegation mHig2s2 !
[ ServiceManager al B0z !
6 syeemans
L To b0 quene ent: Hardare (32 tems)
8 system Defintion siqnment;Netvork (35 tems)
signment:Offce Suppiies (North America) (9 tems)
signment: 54 Support Horth America) (1 tems) -
»

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

< Incident Detail | € Sap Solution Mana...| & Activities | & Affected Services
S&P Solution Manager |5,qp 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 | % 5ap Solution Mana. .. | i Ackivities | i Affected Services | @ SLA | i Related Record

| & Historic Activities |

F---08)16/12 03:11:01 US/Mountain {owvickex:
indditional information received From External Helpdesk : SAP Solution Manager
F---08) 16/ 12 03 10059 LS Mountain {owvickex

=<Exkernal Helpdesk, : S8P Solution Manager created new incident ID 000000146 For this incident
=<Incident ID ak external helpdesk is S000000146

6. Click Incident Detail tab to add solution to the Solution field.
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& Incident Detail | < Sap Solution Mana...| & Activities | & Affected Services | & SLA | % Related Records | 2

Incident Detail

Categorny: incident
Area: [access
Sub-area: |authorizatinn error
Impact: |2 - Site/Dept | - |
Urgency: |3 - Average | - |
Priarity: [ - High |
Service Contract: | | o |
SLA Target Date: | | - |
Alert Status: DEADLIME ALERT

Problem Management Candidate

[] Candidate for Knowledge DE

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

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

Hidden Metadata.

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

. Update Incident Number.

B oK §3 Cancel [ Save 4 Undo $3 Close O, Find [ Fil (2) Clacks AddInfo  [] Apply Template i
. A=
Incider ID: [Wi0z38 ] [ Incident Detal | & Sap Solution Mana... | & Activities | & Affected Services | & 5LA | & Related Records | 72
Status: @ - SAP Solution Manager
.
Assgnment Group: e T Fickdon Metadata
assignee: =
Vendar: = Date [ Update
Reference Humber: 08/18/12 03:35:27 > <Solution is provided to External Helpdesk: AP Solution Manager
Affected Items
Service: T o 51 =

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.
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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 Acd Test= | hdzintsin Text Templates:
Text Log
Description

16.0582012 11:35:23 zhu weifD-

16052012 11:35: 3
0BMEM2 033521 USMourtain (zhulin:
zolution from Service Manager

Description
16.082012 1110:57  zhu wei fD-

description from Solution Manager

Send the incident back to Service Manager

1. Log on to Solution Manager.

2. Search the incident and openit.

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. Click Save to send the incident back to Service Manager.

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

Send the incident back to Solution Manager again

1. Logonto 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.
4. 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.

HEITT W EEm

@ Incident Detail | < Sap Solution Mana... | g Activities | i Affected Services | & SLh | % Related Records | ™
SAP Solution Manager |5,c.,p SolMani | — |Q |
Hidden Metadata |F'ru:uvider:PrnviderPrDcessing| |

Date | |Ipdate

0a/16/12 03:35:27 =<Solukion is provided to External Helpdesk: SAP Solution Manager

08719012 20:58:44 =< Cwnership transferred to External Helpdesk: SAP Solution Manager

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

7. After afew 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 | ™

AP Solution Manager

|S.C\P SolManl

E

Hidden Metadata

| Provider:RequesterProcessing

Dake

I Update

08/16/12 03:35:27
081912 20:58:44
08/20/12 00:38:23

=<Solution is provided ko External Helpdesk: SaP Solution Manager

=<Ownership transferred to External Helpdesk: SAP Salution Manager

=<Ownership transferred to External Helpdesk: SAP Salution 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.

[Elsave [[Display; |
Transaction 5000000146 saved

v Details [ Edit

General Data

Processing Data

Dates

Createc

First Response by

Due by

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

I
Description:
Customer:
Reporter:
Pracessar:

Service Team:

Status:

Impact:

Recommended Priority:

Changed:

IRT Status:

5000000146

Incident: 3000000146, incident from Solution Manager

Cancel | [fMew  Mew from Template |[[ | Greate Follow-Up | Actionss | Maores

incidert from Solution Manager

HPEW-RED-SH

zhu 2l lin

zhu weei

Canfirmed

16082012

20082012

Urgency:
Priority: 2 High

1141

0851

0%

Category
Level 1.
Lewvel 2:
Level 3.
Level 4:
Solution Category:
Relationships

Related Problem:
Relsted Request for Change:

Related Knowlzdoe Aricle:

Reference Objects

Installed Base:

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

1. Logon 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.

% Update Incident humber It

15 O ace\ HSave Ur\do $clhse OLFind = FIl (D) Clocks  [] Apply Template B
B YO
Incident 10: [miozze ] & Inciderk Detall | & Sap Solution Mana... | & Activities | & Affected Services | < 5LA | & Related Records | ™2
Status: @ =
R ]
Assignment Group: [Fepicaton . |#| Category: fradee |7
Assignee: = Area: access =
Viendar: = Sub-ares: authorization error &
Reference Mumber: Impact: T~ Enterprise [~
Affected Items Urgency: o |v
N i1 = T
Affected CI: SAPInstancesnl Z2lQ
O critical 1 [ Pending Change Service Cantract: | =]
O cris operational (no outage) SLA Target Date: | |_‘
Outage Start: | ‘ = ‘ Alert Status: updated
Outage Endi [ | [ Problem Management Candidate
Location: | ‘I_; ‘ [ candidate for knowledge DB
Closure Code: Bl
Title: Solution:
"\n(\dent From Solution Manager | =
Description: Search Knowledge
Flefau\t ‘description 4
The Status field is Closed and all buttons about SAP are not available.
SAP Solution Manager 7.1 to SM 9.x
Createincident in Solution Manager ... ... 52
Open new incident in Service Manager ... ...l 55
Check the solution from Service Manager . ... . ... 57
Send the incident back to Service Manager . . . ... . 58
Send the incident back to Solution Manageragain ......... ... ... ... 58
Close the incident in Solution Manager . .. ... . e 59
Check the incident’s status in Service Manager . . ... ... 60
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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.

= Mernu

&

Edit

Favaorites

Ewtras  Systern  Help

MR Cea OHRER Do EE @

SAP Easy Access - Usarmeniu for zhi wei

(& ™ | & | guother menu

~ < Favorites

& & | w & | [Breate role

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

¥ [ Business Partner

» [ BW - Reporting: Administrator
v B - Reporting: Display User
»

[ Service Desk -
= = Work Center

Administratar

= ol
5 L@ SAP Solution Manager: Work Certer (SAF‘Gui)JI

« ) SAP Solution Manager: Work Canter (URL)

» [ Support Desk

¥ [ Service Desk Interface

v O work Center
v [ Support Desk

« 1) CCMS Monitaring

B e R A TS T SRR S N TR

=N S I PR

SAP Solution Manager: Work Centers

@Assign LIsErs @Documentatiur

- Change Management | SAP Solution Manager Configuration

Foot Cause Analysis Incidert Management «Joh Management

SAP Engagement and Service Delivery Solution Manager Adr

1) [A]
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 Walidation
SAP Links

TAD T wwrt Drwtal

Your assigned Busingss Partnar: zhu el F0- (131)

Projects

My Quality Gate Management Projects

Quality Manager Quality Advisory Board Favorites

Requests for Change

You have no Change Requests

Maintenance Optimizer Requests

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

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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Management page opens in Explorer.

E' ¥ Solution Manager IT Service Management

Incident Management
Home
Search
Worklist
Activities
Calendar Incicdent Templates
Incidents

E-Mail Inbox

Master Data

Change Request Mana. . *

Incident Management b

Service Operations L3

Create

Knowledge Sricles
Problem Templates
Problems

Reports

Solution Manager Reporting

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

E‘ pd IT Service Persorslize | Systemiews | Logt
incident: New
Elsave | Dispiay | % cancel | [ New  New from Template |55 | Create Folow-Up | 2uto Complete | Mores % B2
Home Service praduct NVESTIGATION nat fourd
waorklist v Details [
Galendar General Data Category
E-Mail Inbox o ]
| | ot | =l
Level2 [ I~
Change Request Mana. . customer: | =]}
Lovels | =
[or—— Reportsr® | @l
Levels | I=]
Service Operations Processor. | =]}
Service Team | =l Salution Categary: | I~
Create Processin 9 Dat: Relationships
Stetus: [N = Related Protlem: | B ]
Impact | =] Urgency:. | =] Related! Request for Change: | A [ ]
prorty. | ] Prioy | = Relatec Knowieege Articke: | & I
Dates Referance Objects
Createct | | [oomo | nstaledBase: [ |
L o
—— Changeet | ] [oooo | Installed Base Compenert
Frst Response by | ]| =

5. Fillin the required fields for the new incident as necessary:
= Type a Description and a Reporter for the incident.
= Select a Priority in the drop-down list.

= Click Fill to select the Installed Base Component. This field describes the client information of
Solution Manager, such as SystemID, Installation Number and Client.

= Complete the form with any other relevant information.
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~ Details [ Edit
General Data Category
I
l l Level ;|
Description:®  [incident from Soiution Manager |
Level2 |
Customer.  [HPSW-RAD-EH 3]
Level 3 |
Reporter [zhuzlin |
Leveld: |
Pracessar | &
Service Team | & Solution Category: |
Processing Data Relationships
Status  [New [~] Related Problem: | = |
Impact | [+] Urgeney: | [~] Related Request for Change: | =3 [
FRecommended Priority. | | Priority:* 2 High [~] Releted Knowledge Sricle: | 3 [
Dates Reference Objects
Crested | | [om00 ] Installed! Base: SOL_MAN_DATA_REP
Changed: | | [omoo ] Installedt Base Component SLM 0020314382 800
First Response by: | ] [~]
RT Stetuis: 0%
bueey | | | =
M St o

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

Incident: New

Elsave | Dizplay | 3 Cancel | [ Mews  Mews from Template |[7 | Creste Folow-Up | Actions =

| Mores

description from Solution Manager cheduled Actions -- Webpage Dialog
B action Processing Type
[ # SAP Collaboration Dizplay S&P Action Log Method call
Send Message to SAP Method call
[ # SAP Hotes Mairtain SAP Logon Data Method call
Open System for SAP Method call
[ » Related Knowledge Articles E-Mil to Reporter il
Prirt Messane Prirt
w Attachments [ attachmert 7 URL [ with Templste | Adva
[3] Mo resutt found  Send to External Service Desk { Method call
Refresh in Ext. Service Desk Method call
~ Scheduled Actions  Edlt List Send Solution to External Service Desk Methiod call
[ Schedule Mew Actions | Repest | Action Details Determinstion Log
Actions Status Action Definition LSchm‘ ’m‘
ﬁ' Execute oy Start Detta Compilation Tethod call Zhit weei
ﬁ' Execute oy SLA Update Dates and Durat Method call zhil weei
ﬁ Execute & Automatically synchronize with Ext. Service Desk Method call zhu wei

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

Actions

ﬁ' Execute
ﬁi Execute
ﬁ' Execute
ﬁ' Execute

Eclit List

Status
&

b= = =

[ schedule Mew Actions | Repest | Action Detsilz  Determination Log — Storace System

Action Definition

Send to External Service Desk

Start Defta Compilation |ND Strateqy | Action Definition Exists
SLA Update Dates and Durations

Automatically synchronize with Ext. Service Desk

[ F 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 onto 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? || Disphy Which Incident Tickets? || Incident Queue: All Open Incidents || Incident Queue: All Open Incidents =
[FBack = New Q Search B Refresh fg;By Assignment Group | More»

Incident

Queue Incident View. All Open Incidents

[T] Incident 1D Category Alert Status Status sou Assignee Brief Description Prio... Initiallr Urg... Problem Type
[ m10152 incident DEADLINE ALE... Open Application zhulin This is SAP incident 1 1 1 incident
[E 110155 incident DEADLINE ALE... Open Application HP SM SAP Incident 110 2 2 2 incident
[ 10158 incident DEADLINE ALE. Open Application SM 1 1 1 incident
[ IM10159 incident DEADLINE ALE... Open Application HP SM SAP Incident 112 2 2 2 incident
[ 1410164 incident updated Open Application HP SM SAP Incident 115 1 2 1 incident
[ 10165 incident updated Closed Application SAP Incident 001 1 1 2 incident
[[] IM10166 incident updated Clozed Application SAP Incident For HP 001 1 1 1 incident
[C] 110167 incident updated Closed Application SAP Incident for HP 002 1 1 1 incident
[ 10168 incident reopened Open Application sap incident for hp 003 1 1 2 incident
[C] IM10169 incident updated Clozed Application SAP Incident for HP 004 1 1 1 incident
[ m10170 incident updated Closed Application SAP Incident for HP 005 1 1 1 incident
[ 10171 incident updated Open Application SAP Incident for HP 008 1 1 2 incident
[ 10172 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
[ 1410174 incident updated Suspended Application test 1 1 2 incident
[ 10175 incident updated Open Application SAP Incident For HP 001 . 3 3 4 incident
[C] 10180 incident open Open Application Incident from SM331 1 1 1 incident
[ 1410184 incident updated Open Application HP Incident for SAP 118 2 2 2 incident
7] 110185 incident updated Open Application HP Incident for SAP 200 2 2 2 incident
‘ : 1110186 incident updated Open Application Incident from Solution Ma... 1 1 1 incident

3. Open 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.
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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

Q,

SAP Solution Manager  exthdq
Hidden Metadata  ProviderProviderProcessing

Update
[

Date

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 - [7] visible to Customer
New Update

m »

Journal Updates | __0a/26/12 01:14:49 US/Mountain (ovictex):
Additional information received from External Helpdesk : SAP Solution Manager

—09/26/12 01:14:45 US/Mountain (ovictex).
External Helpdesk : SAP Solution Manager created new incident 1D 8000000236 for this incident

| EES
Operator Description

Date/Time Type
Additional information received frem External Helpdesk ©
ovictex
SAP Solution Manager

Activity Type

09/26112 01:14:50 External Update

09/26/12 01:14:46 Open

avictex default description

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

tab.

6.

Closure Code ] Knowledge Candidate
Solution | golution from Service 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 Seolution Manager

SAP Solution Manager  axthd1 Q

Hidden Metadata  provider.SolutionProvided

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 Add Tests | Maintain Text Templates
Text Log
Description

26092012 092437 zhu wei fD-

250902012 09:24:35
Zolution 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. Logonto 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.
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 Solution Manager

SAP Solution Manager  exthd1 Q

Hidden Metadata  Provider-ProviderProcessing

Date Update
09/26M2 01:24:41 [ Solution 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. Afterafew 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

exthd1 Q,

ProviderRequesterProcessing

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

[F | Solution is provided to External Helpdesk: SAP Solution Manager
[F 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 8000000236 saved

~ Detaile [ Edit
General Data Category
D 8000000236
Level 1:
Description:  Incident from Solution Manager
Level 2:
Customer:  HPEW-RED-SH
Level 3
Reparter:  zhu zllin
Level 4
Processar.  zhu wel
Service Team: Solution Category:
Processing Data Relationships
Status:  Confirmed Related Problem:
Impact: Urgency: Related Reguest for Change:
Recommenced Priority: Priority: 1 Very High Relsted Knowledge Article:
Dates Reference Objects
Crested:  26.03.2012 0914 Installed Base: 1
Changed:  26.09.2012 0255 Installed Base Component: 3258
First Response by:
IRT Status: @ 0%
Due by
MPT Stetus: @ 0%
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Check the incident’s status in Service Manager

1. Logon 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 1D |M10126

Status  |Closed il
Contact  ZHU LIM
Location =i
Affected Service +|MyDevices [
Affected Cl  [SAPInstance800 =S

Clis operational (no outage)

Cutage Start
Cutage End
Service Contract
SLATarget 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 .. . il 61
Send Solution in Service Manager ... ..o 65
Check the solution from Service Manager . ... ... 68
Send the incident back to Service Manager . . ... .. 68
Send the incident back to Solution Manageragain .............. ... ... 69
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Close the incident in Solution Manager ... ... .. 70

Check the incident’s status in Service Manager . . ... ... 71

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 Edit Favorites  Extras  Systemn Help

LV * |4 Coe OHR 0 HE @0

SAP Easy Accass - User meni for zhi wei

L& ™ & | suOther menu & & | w & | [Bcreate role (8] B

~ =3 Favorites
. Solution Manager: Work Centers LIRL
* <=4 User menu for 2hu we
v [ Business Partner
r CEW - Reporting: Administrator
v B - Reporting: Display Lser
v [ Service Desk - Administrator
- @FWDrk Center _
g i@ SAP Solution Manager: Work Center (SAF‘Gui)L
« I SAP Solution Manager: Work Center (URL)
v [ Support Desk
v [ Service Desk Interface
v 1 wiork Center
» [ Support Desk
« I CCMS Monitoring

B e 7 T N S iy U S N S R
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SAP Sofubion Manager: Work Centers

Change Management I' SAP Solition Manager Configurstion |, Root Cause Analysis |, Incidert Management ), Job Managemert |, SAP Engsgement and Service Delivery ), Solution Manager St
4 » Al
m Your assigned Business Partner: zhu wei /D- (131)
Projects | Projects

Requests for Change

Change Documents

- My Quality Gate Management Projects
Systemn Recommendations

Quality Manager Quality Advisory Board Favorites
Maintenance Optimizer Ta Be Canfigured (0) Ta Be Canfigurad (0) Praject ()
License Management Mt Started (0) Mot Started (00
Queries Scope (0) Scope ()
Build (0) Build (0)
Reports Test(m) Test(m)
~ Common Tasks Deplay (0) Deplay (0
Finished (0) Finizhed (0)
Hew Request for Change
Hew Defect Correction Al Al
Hew Maintenance Transaction
IT Service Management o for Change

~ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Yalidation

SAP Links | Maintenance Optimizer Requests
D Tt Dl

You have no Change Requests

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

E' ¥ Solution Manager IT Service Management

Incident Management

Home

Search
Worklist

Activities
Calendar Incicdent Templates

Incidents
E-Mail Inbox Knowledge Sricles

Problem Templates
Master Data Proklems:
Change Request Mana. . *

Reports M x

Incident Management »
Solution Manager Reporting

Service Operations L3

Create

4. Click Create > Incident. The Incident: New page opens.
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ETY solution Manager IT Setvice Management

P Incident: New

[E)save | Display | 3 Cancel | [ New  New fr

om Tempiste | ([ | Creste Follow-Lp | Auto Complete | Mores

Personalize | Systemflews:

Logt

Back - [

%ES

«

M =

=1 ]

Il [ ]

3l [

Category
>
‘ I Lovelt: |
Description* | |
Loz [
Customer: | 5]
Leveld [
Reporter? | @l
Levelss |
Processor: | @l
Servie Team | =] Soluton Cetegory: |
Relationships
St [Fw = Reltectprobiem: |
mpact. [ =] uroeney | = RelatscRequest for Chnge: |
Prorty. | ] Prorty [ = Related Knowleige Artle: |
Reference Objects
cretest | o

Home Service procuct INVESTIGATION not found
Workiist T-Detais] (260
Calendar General Data
E-Mail Inbox
Master Data
Change Request Mans. .
Incident Management
Service Operations
Create Processing Data

[

Dates

Recent ltems

] |
crangest | | o
First Response by: | ]

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

6.

= Type a Description and a Reporter for the incident.

» Select a Priority in the drop-down list.

nstalscBase Conporent: ||

= Click Fill to select the Installed Base Component. This field describes the client information of
Solution Manager, such as SystemID, Installation Number and Client.

= Complete the form with any other relevant information.

- Detaile [ 7 Edit
General Data

D

Customer.
Reporter
Frocessor
Service Tear

Processing Data
status:
Impact
Recommenzd Friority

Dates

Createct
Changed:
First Response hy:
IRT Stetus:

Due by:

Description:*

Category
l l Level 1
[incistert from Solution Wanager |
Level 2
|FPsvRED-SH &l -
Level 3
[zhuzlin | o
| E Level 4
] Soltion Category:
[ [l
Relationships
[rugwr =] Related Prodlem:
[ [~] Urgency: | [~ Relatet! Request for Change:
Friorty:* |2 High - Relsted nowledge Aticle:
[ | \ =
Reference Objects

miziE
=1
=1
2

0%

= o

Inztalled Bage:

Inztalled Base Componert:

[ B |

[ B |

[ Bl |

3258 SLh 0020314332 500

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 | [ Mews  Mews from Template |[7 | Creste Folow-Up | Actionss | Mores

description from Solution Manager

:B Scheduled Actions -- Webpage Dialog

T action Processing Type

[ » SAP Collaboration Dizplay SAP Action Log Method call
Send Message to SAP Method call
[ # SAP Hotes Mairtain SAP Logon Data Method call
Open System for SAP Method call

[ » Related Knowledge Articles E-Mail to Reporter il

Prirt Mezzage Prirt

w Attachments [ attachmert  [fURL [ with Templste | Adva

[E] Mo resutt found Send to External Service Desk Method call
Refresh in Ext. Service Desk Method call

* Scheduled Actions Eciit Lizt

Actions Status
T Execute Fiy
T Execute Fi)
T Execute Fi

[f Schedule Mew Actions | Repest | Action Detsilz— Determination Log

Send Solution to External Service Desk Method call

Action Definition Schedule Cancel

Start Deta Compilation Method cal Zhu wwei
Schedule .

SLA Update Dates and Duratio Method call zhu e

Automatically synchronize with Ext. Service Desk Method call zhu wei

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

By

+ Scheduled Actions

Actions

ﬁ' Execute
ﬁi Execute
ﬁ' Execute
ﬁ' Execute

Edlit Lizt

Status
&

= = 0=

[ schedule Mew Actions | Repest | Action Detsilz  Determination Log — Storace Syatem

Action Defintion

Send to External Setvice Desk

start Defta Compilation |ND Strateqy | Action Definition Exists|
SLA Update Dates and Durations

Automstically 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 Add Text = | Inzert Texd Template Maintain Text Templates

Text Log

Description
02122013 035713 zhu wei fD-

02422013 05646
1201 M3 19:56:59 USMountain (ovictex avictex:
Incident ID &t external helpdesk iz 10146

Send Solution in Service Manager

1. Logon to 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 &5 Refresh #ff; By Assignment Group | More ~

Incident
Queve Incident View: Al Open Incidents. -
[[] mcident 1D Category Alert Status status sou Assignee Brief Description Priority Initial Img Urgency Problem Type
]| m10008 incident updated Work In Progress Appication Incident Manager Wicrosoft Office keeps askingtoinst.. 4-Low  4-User 4-Low  incident
[ m10014 incident updated pen Appication Incident Coordinator Eis notresponding to users request  3-Ave.. 4-User 2-High incident
[ m1002¢ complaint updated Work In Progress Appication Incident Manager Wihen opening documents, Microsoft . 3-Ave.. 4-User 3-Ave.. compaint
[] m1o0030 incident updated Work In Progress Application Incident Managsr Virus sean reports Multiple Virusses  2-High  4-User 1-Crtl. incident
[ m1i0083 incident updated Work In Progress Application Incident Manager Wicrosoft Office Word cant startup, . 3-Ave. 4-User 2-High incident
[ m10085 compigint updated Open Application Incident Manager Wiindows keeps changing Dateand ... 3-Ave.. 4-User 3-Ave.. compaint
[/ mi00e6 compiaint updated Open Application Incident Coordinator Windows language keeps changing . 3-Ave.. 4-User 2-High  compiaint
[[] mioore incident updated Work In Progress Application Incident Manager E-mail box runs full with SPAN 2-Migh 4-User 1-Crii. cident
[ migors incident updated Open Application Incident Manager E-mailis not synehronizing 3-Ave.. 4-User 2-High incident
[ mio0077 incident updated Qpen Application Incident Coordinator My browser keeps giving msg: Notr.. 3-Ave.. 4-User 3-Ave.. incident
[ mio0se incident updated Wark In Progress Application Incident Coordinator E-mail runs full with SPAN 2-High 4-User 1-Cri. incident
[/ miooes incident updated Qpen Application Incident. Analyst Web browser not responding 3-Ave.. 4-User 3-Ave.. incident
[ mioto1 incident updated pen Application Incident Manager E-mailis not synehronizing 3-Ave.. 4-User 2-High incident
a] incident updated Work In Progress Application Incident Manager Microsoft Office Power Point can't st... 2-High 4-User 1-Criti.. incident
a] incident updated Work In Progress Application Incident Coordinator Wicrosoft Office Power Point won'ts... 3-Ave.. 4-User 2-High incident
a] incident updated Open Application Incident. Analyst Web browser not responding 2-High 4-User 1-Crii. incident
a] incident updated Accepted Application Incident Coardinator Wicrosoft Office Words can't startup,... 3-Ave... 4-User 3-Ave... incident
0 incident updated Accepied Application Incident Manager Windows language keeps changing .. 3-Ave.. 4-User 3-Ave.. incident
=] incident updated Open Applcation Incident Manager Wicrosoft Office Excel does not start.. 3-Ave.. d-User 3-Ave.. incident
=] incident updated Open Applcation Incident Manager Microsoft Office spel checker check .. 3-Ave.. 4-User 3-Ave.. incident
[ m10127 incident updated Work In Progress Application Incident Analyst Laptop cannot boot Operating System ~ 2-High ~ 4-User 1-Criti . incident
[C] m10128 complaint updated Open Application Incident Coordinator VPN connection drops every 10 minu... 3-Ave.. 4-User 2-High complaint
[C]) m10128 incident updated Work In Progress. Application Incident Coordinator Microsoft Office Words reports on e. 3-Ave.. 4-User 3-Ave. incident
=] complaint updated Open Appication Incident Manager Operating system language is Spanish  2-High  4-User 1-Crifi.. complaint
0] m10137 incident alert stage 2 Categorize Application SAP checker incident &-low d4-User 4-Low
[ mio138 incident alert stage 2 Categorize Applcation SAP checker incident 4-low  d-User 4-Low
[ mio0139 incident alert stage 2 Categorize Application SAP checker incident 4-low  d-User 4-Low
[ mi0140 incident alert stage 2 Categorize Applcation SAP checker incident 4-low  d-User 4-Low
[ m10141 incident alert stage 2 Categorize Appication SAP checker incident 4-low  4-User 4-Low
[ mi01a2 incident alert stage 2 Categorize Appication SAP checker incident 4-low  4-User 4-Low

incident updated Categorize Appication incident from Solution Manager 4-low  4-User 4-Low

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

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

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.
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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.

Categorization and Assignment | Tasks | Impacted Services | Workfiow | Proposed Solution | Related Records - (0)] Activities | SLA | Attachments - (0)] S4P Solution Manager
SAP Solution Manager SAP SolMan 1

Exchange Status  |Provider-ProviderProcessing

Date Update

1200113 19:58.18 E‘ Additional infermation sent to External Helpdesk : SAP Solution 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.

Categerization and Assignment |Ta.5k5 | Impacted Services | Workflow | Proposed Solution | Relsted Records - (0)| Activities | SLA | Attachments - (0}| SAP Soluticn Manager
Vendor:
Update Type:
Update:

|Z| Customer Visible:

Journal Updates: —12/01/13 19:56:58 US/Mountain (ovictex ovictex):

Incident ID at external helpdesk is IM10146
—12/01/13 19:55:26 US/Mountain (ovictex):

External Helpdesk : SAP Solution Manager created new incident ID 8000000710 for this incident
description from Solution Manager

Group by Activity Type

Date/Time

Type Operator
12/0143 19:58:17 Update from Customer ovictex
12/01/13 19:56:59 External Update 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 £\ Previous 7 Next Save & Exit [Z] Save [7] Apply Template E‘%Add Info Eﬁ Send Back | More -

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

Incident - IM10146

Title: + incident from Solution Manager

Description: +| default description

Incident ID: 10146 Reguested By:
Status: + Waork In Progress - Contact Person:
Phase: Investigation Location:
Affected Service: # MyDevices = B Iajor Incident
Affected CI: SAPInstanced00 .:i) =i \_} Eﬁ Escalated:

= Clis operational (no cutage)

Outage Start Time: 12/0113 19:56:28
Outage End Time:

ElE

Categorization and Assignment | Tazks | Impacted Services | Proposed Sclutien | 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
12/0113 19:58:16 E Agdditional information sent to External Helpdesk : SAP Solution Manager
12/01/13 20:38:05 |] Solution is provided to External Helpdesk: SAP Solution Manager
e

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.
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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.

vText  Add Texts | Insert Text Template  Maintain Text Templates

Text Log

Description
0212203 043727 zhu wei s D-

02122013 04:37:24
=olution from 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.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1) Page 68 of 73



User Guide
Chapter 2: User Scenarios

Send the incident back to Solution Manager again

1. Logon 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.
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 Selution Manager
SAP Solution Manager SAP SolMan 1

Exchange Status Provider:ProviderProcessing
Date Update
12/0113 19:58:16 E Additional information sent te External Helpdesk : SAP Solution Manager
12/0113 20:38:05 E Solution is provided to External Helpdesk: SAP Selution Manager

H

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

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

Vendor:

Update Type: - Customer Visible:

Update:

Journal Updates: —12/01/13 22:07:41 US/Mountain {ovictex ovictex):
External Helpdesk : SAP Solution Manager rejected solution
—12/0113 20:37:15 US/Mountain (Incident. Manager):
A solution for this Incident has been proposed to SAP SoluticnManager.
—12/01/13 19:56:58 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. Afterafew 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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Categorization and Assignment | Tasks | Impacted Services | Proposed Solution | Workflew | Related Records - (0) Activities | SLA | Attachments - (0} SAP Sclutien Manager

SAP Solution Manager SAP SolMan 1

Exchange Status Provider:RequesterProcessing

Date
120113 19:58:16 E Addtional information sent to External Helpdesk : SAP Solution Manager
12/01/13 20:38:05 [75]| Selution is provided to External Helpdesk: SAP Solution Manager
12/01/13 22:38:59 [7H| Ownership transferred to External Helpdesk: SAP Solution Manager

9. 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 before the

incident is changed to Confirmed.
4. Change the status to Confirmed.

5. Click Save to close the incident.

Incident: 710, incident from Solttion Manager
Slsave | Display | 30 cancel | [ Mew  Newe from Template | [ | Create Follow-Up | Actions= | Mores
[ Transaction 8000000710 saved
~ Details  [Z7Edit
General Data
ID: S000000710
Deseription:  incident from Solution Manager
Customer:  HPSW-RaD-SH
Reporter:  zhu 2l In
Processor:  zhu wei
Service Team:

Pracessing Data

Status:  Confirmed

Impact: Urgency
Recommended Priority: Priority: 4 Low
Dates
Crested: 02122013 0356
Changed: 02122013 07.05

First Response by

IRT Status: 0%
Due by:
MPT Status: 0%

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

Category
Level1
Level 2
Level 3
Level 4
Solltion Category:
Relationships

Reelated Problem:
Related Request for Change:
Related Knowledge Aricle:

Reference Objects
Installed Base:

Installed Base Component:

Page 70 of 73

3258



User Guide
Chapter 2: User Scenarios

Check the incident’s status in Service Manager

1. Logon 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.

[ To Do Queue: My To Do List ” Incident: IM10138 = 1
$8 cancel |More -

Incident - IM10138

Title: +|Incident 2

Description: * 0020314982

Incident ID: 10138 Reguested By: falco
Status, +/Closed Contact Person. FALC
Phase: Closure Location:

Affected Service: +|MyDevices Qg Major Incident:

Affected CI SAPB00 O Escalated

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

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

Summary | Past Activiies | Workflow | Categorization and Assignment | Tasks | Impacted Services | Related Records - (0)| SLA | KPI Metrics | Attachmenis - (0)| SAP Solution Manager
SAP Solution Manager Solutionllanager1
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 Additional information sent to External Helpdesk : SAP Solution Manager

01/23/14 01:55:48 Incident : IM10138 has been closed in the External Helpdesk: SAP Solution Manager

The Status field is Closed and all buttons about SAP are not available.
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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.

We appreciate your feedback!
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