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

Copyright Notices

© Copyright 1996-2006 Hewlett-Packard Development Company, L.P.

This product includes cryptographic software written by Eric Young (eay@cryptsoft.com). This product
includes software written by Tim Hudson (tjh@cryptsoft.com). Smack software copyright © Jive Software,
1998-2004. SVG Viewer, Mozilla JavaScript-C (SpiderMonkey), and Rhino software Copyright © 1998-2004
The Mozilla Organization. This product includes software developed by the OpenSSL Project for use in the
OpenSSL toolkit. (http:// www.openssl.org). OpenSSL software copyright 1998-2005 The OpenSSL Project. All
rights reserved. This project includes software developed by the MX4dJ project (http://mx4j.sourceforge.net).
MX4J software copyright © 2001-2004 MX4dJ Team. All rights reserved. JEreeChart software © 2000-2004,
Object Refinery Limited. All rights reserved. JDOM software copyright © 2000 Brett McLaughlin, Jason
Hunter. All rights reserved. LDAP, OpenLDAP, and the Netscape Directory SDK Copyright © 1995-2004 Sun
Microsystems, Inc. Japanese Morphological Analyzer © 2004 Basis Technology Corp. The Sentry
Spelling-Checker Engine Copyright © 2000 Wintertree Software Inc. Spell Checker copyright © 1995-2004
Wintertree Software Inc. CoolMenu software copyright © 2001 Thomas Brattli. All rights reserved. Coroutine
Software for Java owned by Neva Object Technology, Inc. and is protected by US and international copyright
law. Crystal Reports Pro and Crystal RTE software © 2001 Crystal Decisions, Inc., All rights reserved. Eclipse
software © Copyright 2000, 2004 IBM Corporation and others. All rights reserved. Copyright 2001-2004 Kiran
Kaja and Robert A. van Engelen, Genivia Inc. All rights reserved. Xtree copyright 2004 Emil A. Eklund. This
product includes software developed by the Indiana University Extreme! Lab (<http:/
www.extreme.indiana.edu/>). Portions copyright © Daniel G. Hyans, 1998. cbg.editor Eclipse plugin copyright
© 2002, Chris Grindstaff. Part of the software embedded in this product is gSOAP software. Portions created
by gSOAP are copyright © 2001-2004 Robert A. van Engelen, Genivia Inc. All Rights Reserved. Copyright ©
1991-2005 Unicode, Inc. All rights reserved. Distributed under the Terms of Use in http:// www.unicode.org/
copyright.html.

Trademark Notices

Java™and all Java based trademarks and logos are trademarks or registered trademarks of Sun
Microsystems, Inc. in the U.S. and other countries.

Microsoft® and Windows® are U.S. registered trademarks of Microsoft Corporation.
Oracle® is a registered US trademark of Oracle Corporation, Redwood City, California.
UNIX® is a registered trademark of The Open Group.



Documentation Updates

This manual’s title page contains the following identifying information:

e  Software version number, which indicates the software version

e  Document release date, which changes each time the document is updated

e 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://ovweb.external.hp.com/lpe/doc_serv/

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

Peregrine Product Support

You can obtain support information for products formerly produced by Peregrine as follows:

e Ifyou work with an HP OpenView Services Integrator (SVI) partner (www.hp.com/
managementsoftware/svi_partner_list), contact your SVI agent.

e Ifyou have an active HP OpenView support contract, visit the HP OpenView Support site
and use the Self-Solve Knowledge Search to find answers to technical questions.

e For the latest information about support processes and tools available for products
formerly produced by Peregrine, we encourage you to visit the HP-Peregrine Software
Support web site at: www.hp.com/managementsoftware/peregrine_support
where you can download the Customer Support Handbook.

e Contact your HP Sales Representative if you have additional questions.

HP OpenView Support

You can visit the HP OpenView Support web site at:
www.hp.com/managementsoftware/support

HP OpenView online support provides an efficient way to access interactive technical support
tools. As a valued support customer, you can benefit by using the support site to:

e Search for knowledge documents of interest

e Submit and track support cases and enhancement requests

¢ Download software patches

e Manage support contracts

e  Look up HP support contacts

e Review information about available services

e 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 find more information about access levels, go to:
www.hp.com/managementsoftware/access_level

To register for an HP Passport ID, go to:
www.managementsoftware.hp.com/passport-registration.html
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ServiceCenter 6.2.0.0 Release Notes

These Release Notes describe known issues with this release and provide
instructions to access information from other sources, such as the HP
OpenView Customer Support Web site. Before you begin installation, ensure
that you have a valid Customer Support login ID and password.

The media shipped with this release contain a complete installation of the
product and documentation. See the packing list included with your shipment
for a complete description of the media provided.

This release addresses issues reported internally and externally against
various previous releases.

Key features of ServiceCenter

ServiceCenter is a suite of service management applications that enables an
organization to automate and optimize service support and delivery processes
through a single point of contact, improving the availability and productivity
of the infrastructure and reducing costs.

ServiceCenter enables IT organizations to manage Calls, Incidents, Change
Requests, Problems, and Service Level Agreements. ServiceCenter makes it
possible to improve delivery of services and availability of technology and
infrastructure assets with predefined processes for managing configuration
items.

ServiceCenter supports the ITIL best practice standards and can be tailored
to meet your organization's specific needs. With support for Web Services, as
well as an extensive set of prebuilt integrations, ServiceCenter can be
integrated to virtually any third-party enterprise application.



What's New in ServiceCenter 6.2

There are new application features, new ways to use existing features, and
deprecated features when you migrate to ServiceCenter 6.2. The following list
highlights some of the new features. For a more complete list, consult the
ServiceCenter online documentation.

Change Management

— A calendar to improve corporate calendar visibility to changes and
planning activities.

— Expanded functionality using groups and change workflow, such as
automatic task generation for Configuration Item (CI) groups.

Configuration Management
— A Baseline Group wizard to enable Baseline group creation.

— Ability to manually create a list-based or query-based Configuration
Item (CI) Group.

Knowledge Management included as an integrated licensable option for
ServiceCenter.

Service Catalog added to ServiceCenter to provide a built-in service
catalog solution.

ReportCenter improvements provide detailed sample reports that help
maximize the abilities of your organization through data monitoring and
tracking. The reports provided are created in Crystal Reports Server XI.

The spell checker is now offered in both the Windows client and the Web
client.

Option added to convert data to UTF-8 on-demand to eliminate system
outages.

System events renamed to better align with Information Technology
Infrastructure Library (ITIL) terminology.

CTI available through both Windows and Web clients.



Compatibility Matrix

The Compatibility Matrix lists supported versions of operating systems,
browsers, HP OpenView products, and other compatibility and support
information.

To access the Compatibility Matrix

1

Use a browser to navigate to the HP OpenView Customer Support Web
site at http:/support.peregrine.com or the Support Software Online
(SSO) Web page: http://support.openview.hp.com/sc/
support_matrices.jsp.

Log on with your Customer ID and password or your HP Passport sign-in.

Navigate to the applicable information.

Software Change Requests

In addition to the ServiceCenter 6.2 features, ServiceCenter 6.2.0.0 includes
resolutions for many Software Change Requests (SCRs).

To view the SCRs included in this release

1

Use a browser to navigate to the HP OpenView Customer Support Web
site at http:/support.peregrine.com.

Log on.

For the Peregrine customer support Web site, from the left navigation
pane, click Product Information > Product
Family > ServiceCenter > View SCRs.

Filter the query by selecting the version, category, or subcategory for SCRs
as search criteria.

The Web site displays a report that matches your criteria. You can view the
report or click Create Excel Report to download a spreadsheet with the
contents matching your search criteria.


http://support.peregrine.com/
http://support.peregrine.com/

KnowledgeBase

The KnowledgeBase contains articles with related information, tips, and
workarounds for this release.

To search the KnowledgeBase

1 Use a browser to navigate to the HP OpenView Customer Support Web
site at
http://support.peregrine.com.

2 Log on with your Customer ID and password.
From the left navigation pane, click Advanced Search.

4 Type one or more keywords to filter the search, then choose a product from
the drop-down list.

5 Click Go.

Known issues

The following table describes the Severity 2 known issues with this release. To
search the KnowledgeBase for more information on these known issue, type
the Known Issue Document ID (enclosed in quotation marks) as the search
criteria.

SCR
Document
ID Known issue Workaround
38747 The Advanced Debugger does not go | In another session, open the panel in
1272899 to the next line/panel when you add a | the RAD Editor and test the values
breakpoint on a RAD panel and click | there.
“Step Into.”
38883 When using the Web client (Mozilla | Whenever contributing a new
1416534 Firefox or Internet Explorer), if you | external document in order for the

select a category after adding an link for the name of the document to
external document, the system clears | be visible, always add the external
the “Currently uploaded external document link as the last step.

document” field, but the reference to
the external document is not lost.

10
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SCR

Document
ID Known issue Workaround
39006 When using the Web client (Firefox | To keep the name of the external
1420128 or IE) and adding an external document visible when you contribute
document, if you attempt to approve |anew document, ensure that you have
or submit for approval and a entered all required fields, (category
validation error occurs, the system and title) before submitting or
clears the “Currently uploaded approving the document.
external document” field. The actual
link has been stored and is not lost.
39023 When searching in the online Help When you display a help topic, you
1417485 system, some search results include | can use the Show in Table of Contents
topics for both IR Expert and button on the toolbar to view the
Knowledge Management. The text in | location of the help topic in the online
the topics does not always indicate to | Help system table of contents.
which application the help topic
information applies.
39117 Shutting down a servlet container Start each servlet container process
1475353 process unexpectedly stops other individually from the ServiceCenter
servlet container processes and load | configuration file (sc.cfg) rather
balancer processess. than using the automatic spawning
feature.
39121 Some Windows client installations Go to the client installation directory:
1417582 fail to export to Excel. <Client
Root>\plugins\com.peregrine.e
clipse.thirdparty_6.2.0.0\1ib
copy the five DLLs that are there to:
\WINDOWS\system32
39139 Get-Services cannot connect to Copy the msver71.4d11 file from the
1430687 ServiceCenter 6.2.0.0. ServiceCenter Server\RUN

directory to the oaa
WEB-INF\lib\ServiceCenter6l
directory (where the sccl32.d11
resides).
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SCR

Document
ID Known issue Workaround
39165 AuthHandler is no longer in See Document ID 752765 for the new
1457585 web.xml for configuring Secure instructions to integrate with a
Socket Layer (SSL) trusted sign-on. | third-party authentication tool for
trusted sign-on.
39176 Templates do not write values to To use a default value from a
1475608 target records in some cases because | template, clear out the corresponding
the template merge function does not | value from the individual record. To
merge into non-null arrays . correct errors when searching for
default values, apply the
ServiceCenter 6.2.0.1 patch.
39202 In Incident Management, when The 6.2.0.1 patch corrects this
using a Knowledge Management problem.
document as a solution, the
Knowledge source does not populate
the incident record. Found with
HP-UX11 and Red Hat. No error
message displays. Similar issue
occurs when searching for knowledge
(Search Knowledge) from Incident
Management. System is on Linux
(Linux Red Hat 3.0 / DB2 8.2). The
following error message displays:
RAD E Script 'KMSearch' 1line
504: ERROR TypeError:
mapping [row] .search_fields[idx
] has no properties at char 1.
39230 The system hangs attempting to load | You can load large files with a
1467393 (import) large unload files from a scenter command from the

client.

operating system command line.
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Documentation

ServiceCenter Help is the primary documentation. Field help is also available.
Administrators can change field help and ServiceCenter help by following the
customization instructions in the online Help system.

To access field help
1 Place your cursor in the text box for a specific field.
2 Click Help > Help on Field, or
— For the Windows client, press Ctrl + H.
— For the Web client, press F1.
To access help from the client
1 Launch the ServiceCenter client.

2 Click Help > Contents.

) You do not need to connect to the server to view ServiceCenter Help.

To access ServiceCenter help from a server

1 Install a Help server by following the instructions in the ServiceCenter 6.2
Installation Guide.

2 Start any supported Web browser.

3 Type the connection address of the Help server.

Related documentation

HP OpenView provides electronic versions of related documents in your
installation package.
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Upgrade information

A complete upgrade to ServiceCenter 6.2.0.0 requires the installation of the
client and server and the SC 6.2 applications. For more information, view
ServiceCenter Upgrade Center on the Customer Support Web site, and refer
to the ServiceCenter upgrade documentation.

The ServiceCenter Upgrade Guide contains information about:

¢ Running the 6.2.0.0 client and server with SC 6.2 applications

e Converting existing data to UTF-8 (for pre-ServiceCenter 6 customers)
e Combining favorites and inboxes

e Converting existing attachments to a new format

e Upgrading SC4 and later applications to SC 6.2

Unicode (UTF-8) support

UTF-8 is part of the Unicode standard, which enables you to encode text in
practically any script and language. ServiceCenter 6.2.0.0 supports UTF-8 as
an encoding method for new or existing data. It can support multiple
languages that adhere to the Unicode standard on the same server.

Localized versions of the ServiceCenter software and documentation will be
available in the ServiceCenter 6.2 language release. See the ServiceCenter 6.2
Language Pack Installation guide for more information.

Third-party products

HP OpenView products often integrate third-party products that use open
source standards. The HP OpenView Customer Support Web site contains
specific statements about the support of third-party products and open source
standards.



Need more information?

The HP OpenView Customer Support Web site has resource information
about third-party products, the Compatibility Matrix, documentation, and
customer support contact information.

Start your browser and navigate to http:/support.peregrine.com. You need
your Customer ID and password to log on.

Education services

For a complete listing of training courses, see the HP OpenView Education
Service Web site, http://www.peregrine.com/customers/value-path/
education/.

15


http://support.peregrine.com
http://www.peregrine.com/customers/value-path/education/
http://www.peregrine.com/customers/value-path/education/

16



	Release Notes
	Contents
	ServiceCenter 6.2.0.0 Release Notes
	Key features of ServiceCenter
	What’s New in ServiceCenter 6.2
	Compatibility Matrix
	Software Change Requests
	KnowledgeBase
	Known issues

	Documentation
	Related documentation

	Upgrade information
	Unicode (UTF-8) support

	Third-party products
	Need more information?
	Education services





<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /SyntheticBoldness 1.00
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /ENU (Use these settings to create PDF documents with higher image resolution for high quality pre-press printing. The PDF documents can be opened with Acrobat and Reader 5.0 and later. These settings require font embedding.)
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308030d730ea30d730ec30b9537052377528306e00200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /FRA <>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


