
HP Service Request Catalog

for the Windows® operating system

Software Version: 1.30
Deployment Best Practices and Sizing Guide
Document Release Date: July 2011
Software Release Date: July 2011
 



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 Items are licensed to the U.S. Government under vendor's standard 
commercial license.

Copyright Notice

© Copyright 2010- 2011 Hewlett-Packard Development Company, L.P.

Trademark Notices

Microsoft and Windows are U.S. registered trademarks of Microsoft Corporation.
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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.
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Support

Visit the HP Software Support Online web site at:

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 user 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 
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1 Service Request Catalog Sizing
The goal of the Performance Center of Excellence (PCoE) is to deliver 
scalable and reliable HP Software products to its customers. This includes 
performance risk analysis information and performance recommendations 
targeted at enterprise environments. 

This document provides guidelines to help Service Request Catalog 
(SRC) 1.30 customers to deploy SRC with Service Manager (SM) 9.30. The configuration 
recommendations and guidelines are based on tests conducted in HP Performance labs. These 
best practice recommendations help you configure your hardware resources for better 
performance.

Before you implement SRC, make sure you have configured SM 7.11 to comply with all 
available best practice recommendations for SM deployments.

For specific information about supported hardware, software, and other requirements, see the 
Service Manager 9.30 Support Matrix on the HP Software Support Online web site described 
on page 4.

Deployment Model

The deployment model shown on Figure 1 on page 8 includes these components:

• A web server hosting Apache Tomcat and a supported browser

• Multiple Load Balancers

• SRC application nodes.

• SM web service application nodes

• SM server instance

• SM database server

Web Server

The SRCapplication is deployed on a server with a supported operating system running a 
supported browser application. 
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Figure 1 Deployment Model

Load Balancers

A Load Balancer directs user traffic from the web server to one SRC application servers.

The web service traffic from the SRC application servers should be routed through a second 
Load Balancer. This Load Balancer needs the ability to route the traffic to Single-server IP/
Multiple ports and Multiple servers/Multiple ports. The LoadBalancer should be configured to 
route the user traffic to both SRC application nodes where all the user traffic is routed to the 
first SRC application node until that node fails. While the first application node handles the 
user traffic, the second node should be available to maintain the catalog refresh schedule.
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If the first application node fails, the Load Balancer should detect the failure and switch the 
user traffic to the second application node. If the Load Balancer shifts user traffic, the current 
user session is terminated. That user must log in again.

The Load Balancer between the SRC application nodes and SM application nodes needs to 
maintain the sticky session logic.  

SM Web Service Application Nodes

SM web service application nodes are deployed horizontally based on the number of 
concurrent users expected at peak user traffic periods. The user traffic from the SRC 
application nodes is routed to a second Load Balancer, which distributes that traffic among 
the available SM application nodes. This design provides a redundancy strategy at the SM 
application server layer. 

Recommended Settings

The following settings are recommended for optimum performance.

Apache Tomcat catalina.bat File

Specify minimum and maximum Java heap size values in the Apache Tomcat catalina.bat file.

-XX:MaxPermSize=128m

Service Request Catalog applicationContext.properties File

You can change the default values of certain parameters to make sure the Service Request 
Catalog server starts and runs efficiently and the catalog refreshes at an optimum interval.

1 Stop the Tomcat server using one of the following methods.

Windows Service: Navigate to the Control Panel > Administrative Tools > Services 
dialog to stop the Apache Tomcat service.

Manual Process: Run C:\...\apache-tomcat-7.0n\bin\shutdown.bat.

2 Open this file with a text editor: 

C:\...\src-n.nn\WEB-INF\classes\applicationContext.properties

Sticky session logic: After the load balancer forwards user traffic to an application server, 
it ensures that all further requests in that session are forwarded to the same server as long as 
that session is active. The Load balancer persists the session based on certain information 
like IP address, port, and cookie.
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3 Make sure the following parameters have these values.

4 If you support multiple locales, you can reduce the value of the src.languageSet parameter 
to download only the languages used.

5 In the # SM config properties section, change these parameters:

src.sm.defaultMaxConnectionsPerHost=25
src.sm.maxTotalConnections=25

Specify a value between 25 to 60 depending upon the user traffic that you expect. Increase 
this value by 10 for each additional Service Manager node. Do not exceed 60 regardless of 
the number of Service Manager nodes. For example, if there are six or more Service 
Manager nodes supported by Loadbalancer, set this value to 60.

Note: HP recommends that you do not change src.sm.userInboxBatchSize=100.

Service Manager sm.ini File

On the Service Manager server, locate the sm.ini file. The default path is:

C:\Program Files\HP\Service Manager 9.30\Server\RUN\sm.ini

For each Service Manager application node, add the following parameter, or change the 
existing value for threadsperprocess. For example:

threadsperprocess:60

Hardware Recommendations

In a scenario where there is an estimated load of 400 concurrent users, HP recommends the 
following minimum hardware configuration.

Parameter Recommended Value

src.sm.attachmentDownloadBatchSize 20

src.sm.catalogLanguageBatchSize 50

src.reloadCatalogAfterEvery 1800000 (msec)

src.refreshLookupsAfterEvery 21600000 (msec)

Hardware Component Recommendation

CPU Quad Core 3.0 GHz

RAM 4 GB

Storage 10 GB
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Operational Constraints

The server startup elapsed time is proportional to the volume of the catalog item data 
downloaded from the SM server. Catalog volume depends on the number of items, number of 
images associated with an item, and attachments for a single item.

Over a period of time, as the volume of the requests in the SRC/SM system increase, response 
times may increase for some specific user transactions that query against a large volume of 
request data. For example, dashboard and status inbox updates typically query a large 
volume of data. 
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