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1 Overview of Service Pack Documentation

Introduction

This document presents information previously released with Service Desk 4.5 Service Packs
7 through 19, and previously unreleased information explaining features delivered with
Service Pack 20.

Audience

This document is intended for the following audiences:

e System administrators who install and maintain HP OpenView Service Desk 4.5 Service
Packs

e Service Desk users who want to understand the features included with Service Desk 4.5
Service Packs

Related Documents

This section helps you find information that is related to the information in this guide. It
gives an overview of the Service Desk documentation and lists other publications you may
need to refer to when using this guide.

The Service Desk Documentation

Service Desk provides a selection of books and online help to assist you in using Service Desk
and improve your understanding of the underlying concepts. This section illustrates what
information is available and where you can find it.

) This section lists the publications provided with Service Desk 4.5. Updates of
publications and additional publications may be provided in later service packs. For
an overview of the documentation provided in service packs, please refer to the
Readme file of the latest service pack.

e The Readme.htm file on the Service Desk CD-ROM contains information that will help
you get started with Service Desk. It also contains any last-minute information that
became available after the other documentation went to manufacturing.

e The HP OpenView Service Desk: Release Notes give a description of the features that
Service Desk provides. In addition, they give information that helps you:

— Compare the current software’s features with those available in previous versions of
the software;

— Solve known problems.
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The Release Notes are available as a PDF file on the HP OpenView Service Desk 4.5
CD-ROM. The file name is Release_Notes.pdf.

The HP OpenView Service Desk: User’s Guide introduces you to the key concepts behind
Service Desk. It gives an overview of what you can do with Service Desk and explains
typical tasks of different types of Service Desk users. Scenario descriptions are provided
as examples of how the described features could be implemented.

The User’s Guide is available as a PDF file on the HP OpenView Service Desk 4.5
CD-ROM. The file name is User’s_Guide.pdf.

The HP OpenView Service Desk: Supported Platforms List contains information that
helps you determine software requirements. It lists the software versions supported by
Hewlett-Packard for Service Desk 4.5.

The Supported Platforms List is available as a PDF file on the HP OpenView Service
Desk 4.5 CD-ROM. The file name is Supported_Platforms_List.pdf. It is also online
available at http://openview.hp.com/sso/ecare/getsupportdoc?docid=0V-
EN007678

The HP OpenView Service Desk: Installation Guide covers all aspects of installing Service
Desk.

The Installation Guide is available as a PDF file on the HP OpenView Service Desk 4.5
CD-ROM. The file name is Installation_Guide.pdf.

The HP OpenView Service Desk: Administrator’ s Guide provides information that helps
application administrators to set up and maintain the Service Desk application server for
client usability.

The Administrator’s Guide is available as a PDF file on the HP OpenView Service Desk
4.5 CD-ROM. The file name is Administrator’s_Guide.pdf.

The HP OpenView Service Desk: Data Exchange Administrator’s Guide explains how you
can use data from other applications in Service Desk. It explains the underlying concepts
of the data exchange process and gives step-by-step instructions on exporting data from
external applications and importing it into Service Desk. The data exchange process
includes importing single service events and batches of data.

The Data Exchange Administrator’s Guide is available as a PDF file on the HP
OpenView Service Desk 4.5 CD-ROM. The file name is Data_Exchange.pdf.

The HP OpenView Operations Integration Administrator’s Guide explains the integration
between Service Desk and HP OpenView Operations for Windows and UNIX®. This
guide covers the installation and configuration of the integration and explains how to
perform the various tasks available with the integration.

The HP OpenView Operations Integration Administrator’s Guide is available as a PDF
file on the HP OpenView Service Desk 4.5 CD-ROM. The file name is
OVO_Integration_ AG.pdf.

The HP OpenView Service Desk: Web API Programmer’s Guide contains information that
will help you create customized integrations with Service Desk using the Service Desk
Web API. This API is particularly suited for developing Web applications.

The Web API Programmer’s Guide is available as a PDF file on the HP OpenView
Service Desk 4.5 CD-ROM. The file name is Web_API_pg.pdf.

The HP OpenView Service Desk: Migration Guide provides a detailed overview of the
migration from I'TSM to Service Desk, to include an analysis of the differences in the two
applications. Detailed instructions in this guide lead through the installation,
configuration and other tasks required for a successful migration. The Migration Guide is
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available as a PDF file on the HP OpenView Service Desk 4.5 for Windows CD-ROM. The

file name is Migration_Guide.pdf.

o The HP OpenView Service Desk: Data Dictionary contains helpful information about the
structure of the application.

The Data Dictionary is available as an HTML file on the HP OpenView Service Desk 4.5
CD-ROM. The file name is Data_Dictionary.htm.

e The HP OpenView Service Desk 4.5 Computer Based Training (CBT) CD-ROM is
intended to assist you in learning about the functionality of HP OpenView Service Desk
4.5 from both a user and a system administrator perspective. The CD-ROM contains
demonstration videos and accompanying texts that explain and show how to perform a
wide variety of tasks within the application. The CBT also explains the basic concepts of
the Service Desk application.

The HP OpenView Service Desk 4.5 Computer Based Training (CBT) CD-ROM will be
shipped automatically with the regular Service Desk software. The CBT will be available
for shipment shortly after the release of the Service Desk software.

e The online help is an extensive information system providing:

— Procedural information to help you perform tasks, whether you are a novice or an
experienced user;

— Background and overview information to help you improve your understanding of the
underlying concepts and structure of Service Desk;

— Information about error messages that may appear when working with Service Desk,
together with information on solving these errors;

— Help on help to learn more about the online help.

The online help is automatically installed as part of the Service Desk application and can
be invoked from within Service Desk. See the following section entitled “Using the Online
Help” for more information.