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Support

You can visit the HP Software Support web site at:
http:/www.hp.com/go/hpsoftwaresupport
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valued support customer, you can benefit by using the support site to:
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e Enter into discussions with other software customers

e Research and register for software training
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1 Introduction

The main purpose of the HP OpenView Service Desk 4.5 Client 2008 major release (Client
2008) is to provide a new client Ul for Service Desk 4.5. The original Service Desk 4.5 client
(the previous client) runs on the Microsoft Java Virtual Machine (JVM) which reached its end
of life on December 31, 2007. For more information about Microsoft JVM, refer to Microsoft
Java Virtual Machine Support (http:/www.microsoft.com/mscorp/java/default.mspx).

Client 2008 incorporated a number of changes in both its GUI and functionalities. The
following are the main differences between the two clients.

Client 2008 is very similar to the previous client in feature set, look-and-feel, and deployment.
Users who are familiar with the previous client can quickly understand the Client 2008 GUI.

The main changes in Client 2008 are the following:

¢ Uses the Sun JVM instead of the Microsoft JVM.

e  Was developed using Eclipse technology.

e Uses a different upgrade and hotfix mechanism.

¢ The Administrator Console is a workspace and not a separate window.

e The chart view incorporates many changes (it was implemented using different
technology).

e Uses a new icon and image set which comes from Service Desk 5.0. Does not support
customizing icons or adding new icons.

Target Audience

This guide is intended to give a description of the changes in Client 2008 compared to
previous Service Desk 4.5 client. This guide assumes that the reader is familiar with Service
Desk 4.5, up to and including Service Pack 23. Information is task-oriented and does not
always describe exactly how some features work.
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2 Installation and Upgrade

Technology

Client 2008 is completely Sun Java-compliant. It was built using Java 2 Standard Edition
version 1.5. Microsoft Java was completely removed from Client 2008.

Installation and Configuration

For detailed instructions on installing and configuring Client 2008, see the HP OpenView
Service Desk 4.5 Client 2008: Installation and Configuration Guide.

Upgrade

For detailed instructions on upgrading Client 2008, see Chapter 5: Upgrading Client 2008 of
the HP OpenView Service Desk 4.5 Client 2008: Installation and Configuration Guide.
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3 Layout Differences

Startup Window

When you start Client 2008, the following startup window appears:

Previous Client Client 2008

product is licensed to system
Product 1D:B4321

_—?—

A SN
w
SIS S /N

sorvice desk 08 gy 3

i

HP OpenView Service Desk 4.5

Client 2008

| nadina Workhench

Logon Window

If you select the Display Logon Screen On Startup option in the General tab of the General
Settings window (accessible from View — Administrator console — System panel — General

Settings), then restart Client 2008, the Logon window appears.

17
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Previous Client Client 2008

Login name: |system

Login name: Igystem O

Password: |lc--c--c--c

o |
et - ool | Service Desk Server: |localhost
|

Service Desk Server: I\ocalhost

‘ OK H Cancel ]

e Slight change in layout: OK and Cancel
buttons moved down; Help button no longer
available.

Client Window

The previous client window looked like the following:

@ hp OpenView service desk

File Edit View|F Tools Actions Help
A=A I ) @ECT 5 |@ .|| Advanced Find... Default Service View (Table) ‘
e ]
Organization
CMDE Drag a column header here to group by that column
SLM 1D Name Service type Status Folder
20 SAP Business ¥ Supported
11 E-MAIL Business ¥ Supported
10 Desktop Business ¥ Supported
12 Database Management Business ¥ Supported
13 Webhost Business @2 Supported
_ 14 Server Operations management @2 Supported
Service Level Agreement 15 Network Operati Eg ,
16 DBA Operations management €% Supported
17 HP Hardware Service Underpinning ¥ Supported

|10 temis)
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The new Client 2008 window looks like the following:

E'4 » OpenView service desk

=5 @

Edit View Tools Actions Help 5

Ig
T 4=

Layout Differences

fE [ % %7 47 Advanced Find... |Default Service View (Table)
ttSho 2 #Ad | LrNavi| = O |rﬁ Service - Default Service View @ Web Browser
Service Desk
Organization ;
g Name Service type Status Folder
CMDB 10 Desktop Business ¥ Supported
SLM 11 Eman Business i Supparted
- 12 patabase Management Business "":'. Supparted
A "
B% 13 ywebhost Business i Supported
T 3 14 Server Operations management "'E'. Supparted
15 Network Operations management ¥ Supparted
I 16 DEA Operations management "":'. Supparted
17 Hp Hardware Service Underpinning il Supparted
o Lt‘"t‘| At_]_I'EEITI ent 1 OVO Services and Processes  Operations management "'E'. Supparted
20 sap Business. ¥ supported
10 Item(s) [ 22 ecT B | & System administrator | 16M of 64M @

The client window has the following changes with corresponding numbers marked on the
above screenshots:

1 Favorites menu not available in the Client 2008 window.

Group by Box not available in the toolbar of the Client 2008 window.
All shortcuts have new icons in Client 2008.

Client 2008 has a new client icon.

All Client 2008 toolbar items have new icons.

Client 2008 has new tabbed views.

N OO O AN

Client 2008 has the following new view control items:
— Refresh

— Expand All

— Collapse All

— Move up

— Move down

— Minimize

— Maximize

Collapse All

8 The following status bar items were added to Client 2008:

13



— Time Zone name: Displays the current time zone.
— Current user: The current user that is connected to the Service Desk server.

— Heap size: The first number shows the current memory allocated. The second number
(max) shows the biggest memory that was ever allocated by the client. The third
number (visible only in the tooltip) shows the maximum memory available for the
client (it is configured in the client settings).

— Garbage collector: Click it to start Java garbage collection. Java will release unused
memory.

Heap size status
10 Ttem(s) % ECT -t System administrator - 20Mof 64M [0
time zone name current user garbage collector
9 Client 2008 has a new navigation pane. You can enable the navigation pane by clicking

View — Navigation. It presents all items. When an item is selected, then all views of this
item are listed.

& hp OpenView service desk
File Edit View Tools Actions Help

- A& ¥ - 4 Advanced Find... ‘Servil:e Today For Workgroup by item (Explore v|

%, Shor |22 Adm &t Navi &~ O || Service Today - Service Today For Workgroup by item @ Web Browser " =
4 Service Today Service Today -
Approval Tasks For Current Perso » @ D It Descripti Assi t Status Assi t Priority -
Service Todav For Person by item ||l © Item em type Description ssignment Status Assignment Priority
Cervice Today For Workaroup by Jees = Work order 709 =] Work order Order 2new e-Vectras New

b [ Project 710 | Workorder Schedule a convenie.., New 3
= Project B Service call 712 ] Work order Replace Mr. Westw... Hew 5
= Sarvice call e Change 713 = Workorder Replace Ms Newhou... New 5|
& Problem & Problem 742 =] Work order Configure spare ser... Mew
= /A Incident 740 <] Work order Place CPUin Web'S... MNew N
B Change 743 %] Work order Make inventory of al... New
ﬂ Work order 744 ﬂ Work order  Order internal memo... Mew
& Tncident 745 =] Work order Make plan for install... New

746 = \Work order Install internal mem... New
N 748 ﬂ Work order  Make inventory of al... Mew
i Workgroup 749 | Workorder Order appropriaten... New

4 Person 747 | Work order  Report on hardware... New
750 ﬂ Work order  Plan upgrade on PC... Mew
751 (=] Work order Install Windows 200... New

4% Organization

' Configuration Ttem
2| Maintenance contract
43 Service

* Service Level Agreement

752 = Workorder Report on change Mew

|~

[l

16 Item(s) 2 ECT =% System administrator 18M of 64M

Toolbar

Previous Client

M- S8 Y BaE X @ECT - B @ . Advanced Find... Default Service View (Table)  ~

Client 2008

B - A9 ® 4 E=E ® % - 4 Advanced Find... |All Service Calls (Table) v
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In Client 2008:

e The toolbar cannot be customized.

e The toolbar becomes active when Data View or an item is selected.

e Group by Box B in the Toolbar of the previous client is not available.

Menus

File Menu

Previous Client

Client File Menu

Administrator Console
File Menu

Client 2008

File Edit View Favorit

File Edit View Tools Actions

N File Edit View Tools Help New »
L ¢ & Open Ctrl+0 & Open Ctrl+0
= Open Ctrl+0
; Aces 3
i 4 Export...
Export... ; [ Generate Web API... ] —
: Aces 4
Report Style » i Generate Web APIL...
[& Print Preview Report Style 5
& Print...  Crl+P , i .
: & Print Preview
Exit . Exit = Print... Ctrl+P
Exit
In Client 2008:

e Open - Active only if an item is selected in the view.

e Merged from the File menu of the Administrator console of the previous client:

— Aces

— Generate Web API

Layout Differences
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Edit Menu

Previous Client Client 2008
Edit View Favorites Too Edit View Tools Actior
& Cut Ctrl+X
Copy Ctrl+C = Copy Ctrl+C
[ Paste Ctrl+V 5 Paste Ctrl+V
{7 Clear ] Select Al Cirl+A
Select All Ctrl+A :
D GrhD % Delete Ctrl+D
In Client 2008:

Clear - Not available. This button has no use in Client 2008.

Update All - Moved from the Tools menu of the previous client to the Edit menu of Client

2008.
View Menu
Previous Client Client 2008
View Favorites Tools View Tools Actions Help
. Current View
Current View »
+ Shortcut Bar Groups
= Group By Box | L Sho.rtcu.t Bar
Groups 5 zt. Navigation
— #2 Administrator console
Toolbars 4 % Data View
v Status Bar @ Web Browser
«" Refresh F5
In Client 2008:

The following menu options in the previous client are not available in Client 2008:

— Group By Box

— Toolbars

— Status Bar - It is moved to the bottom of Client 2008 window.

Client 2008 has the following new options added in the View menu:

Navigation - Select this option to enable the navigation pane.

Data View - Select this option to set the window focus on the data view pane.

Administrator console - Select this option to enable the administrator console pane. It
is no longer a separate window as in the previous client.

Web Browser - Refer to Web Browser on page 41 for more information.

Refresh - Moved from the Tools menu of the previous client to the View menu of Client




Favorites Menu

Not available in Client 2008.

Tools Menu
Previous Client
. . .. Client 2008
Client Window Administrator Console
Tools Menu Tools Menu
Tools Actions Help Tools Help Tools Actions Help
Refresh F5 Refresh F5 4" Advanced Find... F2
2 Advanced Find... F2 2 Advanced Find... F2 Block/Unblock Selection
Update All.. Block/Unblock Selection Bulk/Selective Deletion...
Options... Bulk/Selective Deletion... Check References
System... Check References Options...

In Client 2008:

e System - No longer available. The Administrator console is not a separate window

anymore. You can enable it in the View menu, if you have appropriate rights.

e Update All - Now it is available in the Edit menu.

¢ The following items were merged from the Tools menu of the Administrator Console

window of the previous Client:
— Block/Unblock Selection
— Bulk/Selective Deletion
— Check References

Layout Differences
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Options Window

Previous Client

Client 2008

Options X

Genersl lAccuurrIs 1 Sounds 1 Applications 1 Advanced I Form formats I Nunﬂ;

Regional Settings
% Language

Report Settings
G Output folder  [C\Documents and Settings'libiang'\My Doc @

[~ Automatic Refresh Interval

[Engish ]

=

General |A|:|:ount5 Applications | Advanced | Form for ¢ *

Regional Settings

Language |Eng|i5h v |

Report Settings
Output fol... |C:\DD|:uments and Settings\lil>|

O Automatic Refresh Interval

o E

Cancel | |

@ OK H Cancel ]

The Options window of Client 2008 (accessible from Tools — Options) has the following
changes:

— Sounds tab - Not available in Client 2008.
— Advanced tab

Form Cache option is not available.

Field Selection Menu Style option moved to the new tab Other.

— Other tab - This is a new tab in the Options window of Client 2008.

E Options (=1

Date formats | Time fnrmat5| Other |

Field Selection Menu Style

Use consecutive style when number of menu

[300

1

@ ok ||

Cancel

Chapfer 3



Help Menu

Previous Client Client 2008

Help
(2) Help

& Contents and Index

hp OpenView on the Web

eCare Support
About...

Help
Help Fi

@ Contents and Index

@ hp OpenView on the Web
eCare Support

F1

About...

In Client 2008:

e Update option is new in Client 2008. It allows you to upgrade Client 2008 or to install

hotfix. For more information about upgrading Client 2008, see the HP OpenView Service
Desk 4.5 Client 2008: Installation and Configuration Guide.

Administrator console

Previous Client

£ Administrator Console

File Edit View Tools Help
= & BE

hp OpenView service desk
o
+-y=] Business Logic
+ Data

+ Presentation
+ Security

System Panel
=] Service Pages
+ @ Access
+ Data
+ gT:l Presentation
System Panel (service Pages)

7 tem(s)

-
Analyzed data  Analyzed data Analyzed data Analyzed data Anahyzed data Analyzed data Analyzed data
Change Incidert Problem Project Service call Workorder

Layout Differences
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Client 2008

& hp OpenView service desk
File Edit View Tools Actions Help
% - | 4 Advanced Find...
%t Short Z2Admi & -~ O [# Analyzed data =0

2 hp OpenView service desk

nlyzeddaa Analyzed Analyzed Analyzed Analyzed Analyzed Analyzed Analyzed
Du:mess ogic data data C... datal... dataP... dataP... dataS... dataW...
% Data

[ Presentation
&% Security
#2 System panel

3 Service Pages

7 Item(s) % ECT Syste...rator : 49M of 64M [

You can access the Administrator console in the same Client window from the View menu
if you have administrator rights.

No longer a separate window.
Nodes in Administrator console are not sorted alphabetically in Client 2008.
No Service Pages node. Service Pages is in a new group.

Icons (of nodes) are different in Client 2008.

Changes to specific nodes:

Business logic

— Database rules and Ul rules: Records in the view are not folded to the next line in Client
2008

Data
— Codes: Code icons cannot be imported from a file.

In the previous client, when you go to Data — Codes — (choose a code) — (create a new
code), then click the Quick Find button for the Icon field, you can select any icon from
a file to customize it for each code.

Chapfer 3



Previous Client

£3 Administrator Console

File Edit View Tools Help
& & % B@ %/ Change Classificat| Loocm: [ mages <] - @ ot @
rr% OpenView service desk Ll Change Classit gAuthorization.icD fd Change.ico
Anlyzed Data il Brand.ico v Check.ico
=] Business Logic § Business requirey z N 6 .
- Data de busy.ico checklist.ico
[l ACES &h Cache.ico code.ico
- Calculated Fields Calc.ico & Codel ocale.ico
- Checklist !
= [F Codes [}/ Third party prody | I 3
=] Change | Upgrade compar| '— = —
-7 Change Categc ] User dissatisfact] Fe name IChange ico Oper I
bl 5 New - Chai |
[ Change cl = Files of type:  [icon fil Cancel
ange closure type: I lcon files ;I
gy Change Status . ) R -
¥ Configuration kem File Edit View Tools Actions Help \
1+ 2] General W »
5[] Incident = Save and Close ‘ - |X|§N B
B Maintenance contre
[+ -=§ Organization Text I \
[+ E=] Person LY
Problem Parent [Incident fproblem T
[+~ I35 Project
[+-=F Service =0 I J
A3 Serviee cal ™ Blocked
-4 ) Service Level Agre
| il ] >
9 kemis)

In Client 2008, you can only select icons from a predefined icon list.
Client 2008

& hp OpenView service desk

File. Edit View Tools Adions Help ;
‘E-5 A8 @ 4B E|% % i+ Advanced @E:yg‘\zgwm&oun - v|
trSho [82Ad 2 BtNavi| = O|[= e e | | EicardviewGroup = p 4450
Eg hp OpenView service desk | Change Classificati B adngMenu]tem
=0 Codcehs & Business requireme| | #2 ChangeGroup
- ange [ Incident/problem | | £l ChangeRequest
il Change Cate?”“‘ . EfIntroduction new ¢ | @ Chassis
Change Classificz B | eciclatio & Checklist
Change closure ¢ # ChecklistGroup 3
~-uh Change Status - Change T‘I’""”“"‘” = — @
%’ Configuration Ttem File Edit View Tod = —
 Incident || | ElSave and Close [& @ [ ] [ J 2 o BB
Maintenance contrac OK Cancel
-4 Organization Text
i Person *,
?; Problem Parent ‘Incidentjproblem b |
-8 Project
2 L ~I| | Icon ‘ |E
& | & [ Blocked
@ Service Pages |
8 Item(s) | %4 ECT ‘ < System administrator | 18Mof 64M @

> In Client 2008, icons customized in the previous client (imported from a file) are
not visible.

e Presentation:
— The Shortcut bar is not available. It is not supported in Client 2008.

— Forms - Form Designer

Layout Differences
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When you go to Administrator console — Forms — (choose a form) — (double click an

item in the view), a form designer appears:

Previous Client

Client 2008

tributes 1

<—Group Box Bottol
<—Group Box Top—>
<—Insertion Marker—:
«——SEPARATOR——>

= Address - Form Designer g|
File Page Help

| ?

Address type Address type |
City
Country/Region Street1 |
Generic Incoming Relations LB
Generic Outgoing Relations Street2 |
State/Province
Street City |
Strest2
Zip/Postal code Zip/Postal code |
State/Province |
‘ Courtry/Region |
"
< >

File Page Help
[£l Save and Close

B Attributes 1 )

<---Group Box Bot ‘ |

<---Group Box To|

<--Insertion Mark \ |
\ |
\ |
| |

S SEPARAT!
Address type
City

Country/Region
Generic Incoming
Generic Outgoing |
State/Province
Street1

Street2

Zip/Postal code

Form designer Previewg

— The Attributes window is no longer a separate window in Client 2008. It is
incorporated as a part of the Form Designer window.

— Client 2008 has a toolbar for forms with icons for commonly used items included

for easy use.

— New preview function is added, accessible from the Preview tab.

System panel

— General Settings - Remote updater

The status information and the Install button in the previous client are not available

in Client 2008.

Previous Client

Client 2008

General Settings

General I Application |

Service pack
[™ Enabled

e

Hot fix
I” Enabled

& General settings |.-

General | Application Remote updater

Service pack
O Enabled

Hot fix
O Enabled

— Functionality is also different. For more detailed information, see Chapter 5:
Upgrading Client 2008 in the HP OpenView Service Desk 4.5 Client 2008: Installation

and Configuration Guide.

Chapfer 3



Layout Differences

— Regional Settings

— Update all prices is a new tab in the Regional Settings window of Client 2008.

Previous Client

Client 2008

Language} Time Zones Cumency I

Regional Settings 2%

N Update all prices X
Sign/Name s |Mu|t|p?yby j |1 ::I
Secondary Cumency
[~ For selected items only
Sign/Mame ?
2
Conversion from primary to secondary curg r
(+ Direct method r
Divide by - r
-
8825 El:
-
" Triangulation method -
-
-
Update all prices
Update: Cancel
T
oK | cacel | oy |

- [BX]

Lenguage| Time Zones | Currency | Update all prices |

™ Regional Settings

|Mu|tip|y by v | |1 |i

[1For selected items only

Update...

@ { OK ] [ Cancel ] Apply

— Access this functionality by clicking Update

on Currency tab.

— Access this functionality from
the new tab directly.

23
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4 Forms

Forms in Client 2008 are very similar to the ones in the previous client. There are not many

changes. This chapter lists general differences, differences in fields, and differences in
attachment fields.

Previous Client

713 - Work Order

File Edit View Tools Actions Help
& Save and Close

-

Genera | Cis / Outage | Predecessor/Successor | Time/Cost | Histry |

D fa——
I [ 3|
Descripti Priorty [ None [=|
Replace s Newhouse's PC Dot | =
Information Actual Firish [ =
Assignmert

XS0 Al ey D

Toworkgroup | [Deslton Specialists
Toperon _~ | [Senses.

|2 |0 |m

Vors [Assignment: Status: New
From person’ Shampe, Patrick

Folder [ @

Category [Task

Closure code [

Related to

Incidert - |[
Servicecal v ||
Problem - |[

Changs - | [Uparade to eVedias

= |6 g |5

Client 2008

713 - Work Order
File Edit View Tools Actions Help
[/ Save and Close [

X af+tan s

General | CIs / Outage | Predecessor/Successor | Time/Cost | History

1D

Impact -
Description Priority None v
Replace Ms Newhouse's PC Deadline -
Actual Finish | v
Assignment
To workgro... | Desktop Spedialists |B
To person Scholes, Ann |B

Assignment | Assignment Status: New
From person: Sharpe, Patrick

Information

Folder

Category Task

Closure code

Related to

Incident |B
Service call B
Problem B

B

Change Uparade workstations to e-Vectras

25



e New look and feel of forms.
e New icons for toolbar items.

e New context menu options are available for some fields.

Form Fields

¢  Drop-down menu button:

In Client 2008, drop-down context menu options are available by clicking the small arrow
next to the Quick Find button.

Previous Client Client 2008
[(corbpeaon .. | TR &l (Configurati... | APSERVICEDES|[7]]] From perso
Advanced Find = Service Desktop 4" Advanced Find...
CIs Used By Servi 1
s Used By Service 1 ® Service Level Bronze (8 x 5) ClIs used by Caller
B SLA Desktop CIs owned by Organization
Cls Used By Caller ] Description CIs used by service
Cls Owned By Organization Password forgotten for Service
Quick View ial Desk
¢ Quick View
Open
New Information & Open
. login ID for Service Desk = &' New
Actions ’ Ad b
A Actions ’
e New icons for Quick Find buttons.
e Sort order of the items in the drop-down menus is different.
¢ No icons in combo box: for example, Priority field in Service Call item.
Previous Client Client 2008
Priorty Priority Low 4
Deadline Deadline
) None
Sl Actual Finish
i . Medium
e Assignment | ;1
To workgro... Top

¢ Boolean fields - The check box image with “none” state is different than in the previous
client.

Previous Client Client 2008

[5] Known Error

Chapfer 4



Attachment Fields

Previous Client Client 2008
0 % B AN

Add Attachment Insert Attachment

Open
Add
Remove

Attachment
log.txt

Attachment Classification

In Client 2008:
e The icon and screen tool-tip is a bit different.

e Four views are available for the attachment. In the previous client, you can right-click on
the attachment and select Toggle to switch to another view.

Forms 27
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5 Views

Client 2008 contains all types of views that were available in the previous client. Most views
are very similar, only chart views incorporated many changes. This chapter discusses the
differences in views in details.

Table View

il
] ~
D Description Config... Corfiguration tem M... |Caller Status
144 We want to do an of ... Pong, Mi Registered
143 We planto haveam... Mok, Ching Registered
29 User unable to mail ... C... Microsoft Outlook 2... Finch, Brian Registerad
Previous Client 2 Run managemert in... LAM Local Area network 1 Stock, Paula In Progress
36 Printer toner cardridg... La... HP Laseret 5Sikkx Babbott, Charles In Progress
A Printer paper jam duri... In... HP Inkjet Grunner, Gerard In Progress B
20 Printcard Printer emror... La... HP Laserjet 5Silk Finch, Brian In Progress
23 Password forgotten. D... Service Desk 4.0 ap... Bemstein, Holly Watting
8 Password forgotten ... B... PCKAYAKP3 500 M... Bemstein, Holly In Progress
1 Password forgotten ... D... Service Desk 4 0ap... Imaris, Wendy In Progress
7 Password forgotten ... B... PCKAYAK P3 500 M._.. Whitby, Alice In Progress
37 Mailzerver probably ... 5... HP 5000 server | Finch, Brian Registerad 3
24 Service call - Open Calls By CI Category o = =0
Service call (Filter Applied)
1D Description Configuration... Caller Status ~
=] (none) - 4 item(s)
22 How can I look up a charge ... Ashfield, Jack Registered
143 We plan to have a maintena. .. Mok, Ching Registered
144 We want to do an offline ba... Pong, Mi Registered 8
Client 2008 164 Connection to internet is ve... Sally Copeland  Registered
[ BusinessPC-2 item(s)
7 Password forgotten for Ema... PCKAYAKP3900Mhz  Whitby, Alice In Progress
8 Password forgotten HP Serv... PCKAYAK P3 900 Mhz Bernstein, Holly  In Progress
= Communication - 2 item(s)
2 User unable to mail message... Microsoft Outlook 2000  Finch, Brian Registered
55 Forgot e-mail password Microsoft Outlook 2000  Adams, Paul Waiting
=] Database - 1item(s) 3
S | B
In Client 2008:

e Records cannot be grouped by dragging and dropping a column header.

e  “Group items” takes only one column instead of one row in the views.
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View settings differences

Previous Client Client 2008

Other [X| [l = other X
Headers Sample Rows Sample
Fort M Shell Dig (17) Left Right el Left Right
RICT RICZ | [ Font... ]l—la oma RICI RiC2
Ro RoC2
" RCt Use even/odd colors =t R2C2
Font MS Shell Dig (11) RICT RiC2 Rxc1 aac
[ Use even/odd colors Oddedor: [ s R Odd color: @ R4C1 R4C2
rid lines Other L
s e v A Grid lines Other
= one hd ow Group . Py
. . ™
” : % Automatic column sizng Lines: |None ~ Automatic column sizing
V:;::UETE [ Shade group headers None
Both Both
oK Cancel
@ I OK I l Cancel I

Go to View — Current View — Customize Current View — Other, the Other window which
contains view settings will appear.

The following view setting differs in functionality:
— Automatic column sizing

In Client 2008 this setting is used to remove any empty end column in the Table view.
In the previous client, this setting is used to ensure that all columns are displayed in
the screen. You do not have to adjust the horizontal scroll bar to view all columns.

The following view settings are not available in Client 2008. This is a limitation.
— Headers - Font
— Grid Lines
— Horizontal and Vertical options not available for Lines.
— Style and Color settings not available.
— Other - The following options are not available in Client 2008:
—  Show “Group by Box”
— Shade group headers
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Context Menu

e The context menu in the previous client is not available in Client 2008 when you right
click on a column header. This is a limitation.

21 New Service Call

= Group By This Field

Remove This Field

Alignment 3
Best Fit
Format Fields...

Customize Current View...

e The view context menu (when you right click on a record or in the views) includes Format
Fields and Customize Current View options from the column header context menu of the
previous client.

The following menu options are not included: Group By This Field, Remove This Field,
Alignment, and Best Fit.

Previous Client
Client 2008
Right click on a record Right click in the view
#3 New Service Call 2 New Service Call T4 New Service call
Open = Open
Report Style 4
Report Style 3 A
[3, Print Preview E Group By This Field ] 2 Print Preview
& Print... = Print...
Remove This Field
Alignment » % Delete
LR Best Fit
Format Fields Format Fields...
[CUStDmiZE Current View...] Customize Current View...
View Menu

e The Group by Box option is not available in the View menu and view settings. This is a
limitation. See View Menu on page 16 for more information.
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Explorer View

Status

Previous Client

Service call

Service call Status
s Registered
by In Progress
by Waiting
~tuty Completed
by Informed
i1 Closed

01/08/01 14:00 How can | look up a charge numberin th...

|Status

|Categorr

01/08/01 14:00 Calculation result emor after retieving sal...

27/07/01 14:00 Computer locked up when trying to print ...

26/07/01 14:00 Mailzerver probably down. Unable to acc...

05/07/01 14:00 We want to do an offline backup

147 07/07/01 14:00 Cant send e-mail

Service call

o ¢ & =0

= wdi Service call Statug| 1 = | Deadline = Description
udi Registered 22 01/08/01 14:00 How can I look up & charge number in the ICIS system
oy Tn Progress || % 27/07/011400. Howtoeste anewsectonimawoddoaument,
- waiting 01/08/01 14:00 Calculation result error after retrieving sales volume report.
s Completed | % 25/07/011400 Userunabe o mai messages vis Emad ppicaton,
Client 2008 s Informed 30 27/07/0114:00 Computer locked up when trying to print VISIO document
w4 Closed % 27o7io1 1400 Caladaton rests inan eror after rnming the montiy YT fnancal e
37 25/07/0114:00 Mailserver probably down, Unable to access E-mail
144 p5/n7/01 14:00 We want to do an offine backup
147 p7/07/01 14:00 Can't send e-mail
] | 51| i T a
In Client 2008:

¢ The current view name is displayed in the view tab header instead of in the field above
the tree (as marked out on the above screenshots).

¢ In the explorer views, after you right click on the table, and then in the context menu click
Customize Current View — Other, you get other Table View settings instead of Explorer
View settings. This is new in Client 2008. The Customize Current View option is not
available in the previous client context menu.

To access Explorer View settings, go to View menu (View — Current View — Customize

Current View — Other).
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Chart View

zil
=EHEBE 8->~ BEHR @ e »
Service Call By Category: Count by Category (Chart)
Complaint
. . RFI {Request for information)
Previous Client e e
RFC (Request for change)
Category
24 Service call - Service Call By Category 53 - O
Service call it
BRe @ - B ERENENE
Service Call By Category: Count by Category (Chart)

Cornplaint

. RFI (Request
Client 2008

FFC (Request
for change)

|‘C0mplaint *Incident “RFC (Request for change) “RFI (Request for information)

The Chart View function in Client 2008 differs from the previous client. In Client 2008, the
Chart View is implemented using the open source component JFreeChart (www.jfree.org/
jfreechart/). The previous client uses the ChartFX ActiveX component.

The major difference in the technology means there are many differences in the chart views
between the previous client and Client 2008. Client 2008 maintains most of the useful
functionalities available in the previous client chart views.

Overall Differences

Client 2008 implements most of the graph types available in the previous client. The following
table shows the Graph Types differences between the two clients:
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Table 1 Chart View Graph Type Differences

Previous Client Client 2008
Line Yes
Area Yes
Curve No
Area-curve No
Step Yes
Bubble No
Scatter Yes
Bar Yes
Gantt Yes
Cube No
Candlestick (Column) No
Open-High-Low-Close No
High-Low-Close No
Pie Yes
Doughnut No
Pareto No
Pyramid No
Radar Yes
Contour/Spectral No
Surface No

) Colors cannot be displayed in chart views on Windows 2000 Terminal Service which only has
256 colors.

Differences in the Chart View Toolbars

In Client 2008, the toolbar for chart views differs from the previous client:

Previous Client

EEER -~ IlEEEBER «@© Qe »
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Client 2008

HES M- MW-0-&EE B &&

The Client 2008 toolbar provides the following functions: Save, Copy, Print, Graph Type,
Stack Type, Grid Type, 3D or 2D, Legend, Point Label, Option, and Zoom In / Zoom Out.

Functional differences in the toolbar are as follows:

The tooltip format in the toolbar is different.

The following options are not available in the toolbar - Client 2008 does not provide these
functions in Chart view:

— Print Preview;
— Data Editor;
— Rotate

— Z-clustered

No Context Menu in the Chart View of Client 2008

Chart FX of the previous client provides a context menu as shown below. In Client 2008, the
Chart View does not provide a context menu. These functions are no longer available.

v Toolbar
Data Editor
Legend box

S Gallery 4
Color 4
=1 Edit title
Point labels
Font ...

i\ Properties ...

The following functions are no longer available:

Views

No Data Editor function in the Chart View.
Cannot edit the title using the context menu in Chart View.

You cannot edit the title directly in the view. But, you can edit the title through the Chart

Properties window (accessible by clicking Properties button = in the view toolbar) or
through View settings dialogue box (View — Current View — Customize Current View — Other
— More — Title).

Point labels are available, but the font cannot be customized.

Point labels can be selected through the Chart view toolbar; Client 2008 uses the default
(system fonts) for chart labels.

Color settings not available for charts.

In the previous client, you can customize the color for a chart slice by right clicking on the
chart as shown below. In Client 2008, the color of a chart slice cannot be customized.
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Previous Client
Open Calls By Priority: Court by Priority (Chart)

Top

Medium

S Gallery »
-

LN Properties ...

Priority

e The background color for the Chart View cannot be customized directly in the view, but
can be set through the Chart Properties window (accessible by clicking Properties = in

the Chart View toolbar, then go to Other — Background Paint).

Differences in Open and Save Functions

In Client 2008, the Open function is not available. In the previous client, the Open function

opens the Chart FX resource files (Chart FX files and templates).

In Client 2008, the Save function saves a chart as an image file. In the previous client, the

Save function saves the chart as a resource file.

Differences in Chart Properties

Chart FX Properties windows in the previous client are as follows:

General lSeries ] D ] General Series ]3[)

[~ 3D Palette: - Fil

Previous Stacked: El_l L L L L L Boider

Client faesatyle: [ |'| Scheme: L] |V| ; EL?:th

l

Effects Colars ’WI
[ H N

Styles
Gallery:

Gap width %:

™ Show point labels

Chart FX Properties [X [ chart FX Properties X

Girid fnes: |v| Background: ||| Coor | pn <] | ¥ Visble
Chart box: :EI Style: -
Sample
weight: |— ﬂ
Title: |Dpen Callz By Priority: Count by Priority [Chart]
0K | Cancel Hep | oK | Cancel | Ay | Heb |
Chapfer 5



Views

You can set most of the Chart FX properties in the Chart FX Properties windows. See the
previous client for details about these functions.

In Client 2008, the Chart Properties windows are totally different:

Client 2008

= Chart Properties

@ = Chart Properties

X

Title | Plot | Other

Title | Plot | Other

General:
Show Title:

Text: |Open Calls By Priority: Cuunt\
Font: |1]SansSerif|13.0/1|WINDOW [Select...]

Color: I

Category Plot:
Domain Axis |Range Axis | Appearance

General:
Label: |Priority |

Font: |1]SansSerif|10.0]0]WINE] [Select...]

peint:

Other
Ticks |
Show tick labels
Tick label font: | 1|5an55erif|8.| [Select...l
[ Show tick marks

0Ok ] ’ Cancel

Ok ] ’ Cancel

The following Chart properties in Client 2008 are new:

Title

You can set Title properties in the Title tab of Chart Properties window:

e General

— Show Title - Use to show the title or not.

— Text - Use to provide title text for a Chart view.
— Font - Use to set font for the Chart view title.

— Color - Use to set color for the Chart view title.

Plot

Plot properties vary with Graph Types:

e  Domain Axis

— Label - Use to set the label for the X-Axis.

— Font - Use to set the font for the X-Axis label.
— Paint - Use to set the color for the X-Axis label.
— Show tick labels - Use to show labels’ tick or not.

— Tick label font - Use to set the font for the tick label.

e Range Axis

— Label - Use to set the label for the Y-Axis.

— Font - Use to set the font for the Y-Axis label.
— Paint - Use to set the color for the Y-Axis label.
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— Ticks
—  Show tick labels - Use to show labels’ tick or not.
— Tick label font - Use to set the font for the tick label.
— Range
— Auto-adjust range - Use to auto-adjust the range or not.
— Minimum range value - Use to set the minimum range value.
— Maximum range value - Use to set the maximum range value.
e Appearance
— Outline stroke - Use to set the style of outline stroke for the chart.
— Outline paint - Use to set the color of outline stroke for the chart.
— Background paint - Use to set the background color for the chart.

— Orientation - Use to set the chart orientation.

Other

e Draw anti-aliased - Use to draw the chart in anti-aliased mode.

e Background paint - Use to set the background color for the Chart view.

Settings in Properties dialogue box are not saved, so all the changes you made will be lost

once you restart the Client.
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Card View

Views

B
123
E=] Ronson, Mike &= Cape, Jonathan E 45
E-mail: @invention-nc.com E-mail: j cape@hpov com E od
Search code: ROMSM Search code: CAPEJ Se oF
Location: USAD1 Organization : HF OV Sales Organization o] &
Organization : IT Operations Department ‘-”_.Telephone number: 201-760 2552 i
. . Telephone number: 1472 E W
Previous Client &= Legman, Bemice E
£=] Kelly, Roger E-mail: @invention-inc.com by |
E-mail: @invention-nc.com Search code: LEGMB Lo jEma
Search code: KELLR Location: UsA03 O _Pa
Location: usa03 Organization : Development Department Te T
Organization : Development Depatment Telephone number: 3469 st
Telephone number: 455 uv
< | | v
=8

i Person - Person

&

I:[ Sally Copeland I:[ Zeul, Roger H
E-mail: s_copeland@e-gotrading.com E-mail: r_zeul@hp.com -
Search code: COPES Search code: RZEUL abc
Location: Location:
Qrganization : E-Go Trading Inc. Qrganization : Hewlett-Packard def
Telephone number Telephonenumber 1343 43324 423
Client 2008 § Pong,Mi § Darbyshire, Steve —
E-mail: m_pong@dslsp.com E-mail: @invention-inc.com
Search code: MPONG Search code: DARBS m
Location: ASTA Location: Usanz -
Organization : D5L Service Provider Organization : IT Service Management Dept.
Telephone number: Telephonenumber: 3458
pars
<5 | --WW2
In Client 2008:
e Empty fields are also shown. This causes all cards have the same height.
e The field label is truncated if the field space is not enough, and no ellipses are appended to
the label. The label has no tooltip.
¢ The drag line is not available to resize the card width. You can set card width in Card

View settings (View — Current View — Customize Current View — Other).
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Project View

Previous Client

|2.ﬂ - Upgrade to Windows 2000

August 2001

|0 | Description .. |Pla...

141 | Upgrade ... |13

£ |

27 |28 |29 |30 |31 )1 (2

s

¥

&% Project - Project o ¢ & =0
Project g

|2.0 - Upgrade to Windows 2000 v |
ID Description| '01  [Aug 26, '01  |Sep 2, '01 Sep 9, '01 Sep 16, '01 Sep
141 Upgradew..| TES|SMTWTFS|SMTWTFSISMTWTFSSMTWTFS|S M
142 Upgrade ...
f {18 hUpgrade workstatigns t
Client 2008 v ? 71F
L m i < 1] >
Differences:

¢ No Pert view in Client 2008.
e The project schedule is weekday based in Client 2008. In the previous client, it is day

based.

System View

The System View in Client 2008 is the same as in the previous client.
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Web Browser

Views

Client 2008

22 Project - Project @ Business Technology Optimization (BTQ) Software 2 =
o |https:ﬁ’h10078.www1.hp.com}’cda}’hpms}’displaw’main]hpms_homs v| B
Select: | United States-Englisl :

» Products & Services » Support & Drivers
Search:

' BTO Software Al

» Contact HP

[ﬁﬂ] Business Technology Optimization (BTO) Softw

Spotlight
Featured downloads T

»1DC report: HP the market Business s
share leader automation

» BTO for SOA white paper
Business s

in the data ¢ +

>

® You can enable it by clicking View — Web Browser, and then open a Website in this view.

e The Web Browser tab has navigation buttons and an address field (like a real browser).
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6 Online Help

The Online Help in the previous client is built with Microsoft Help system in CHM format. In

Client 2008, the Online Help is built with the Eclipse help system. The following are the

differences.
& HP OpenView Service Desk
z 5 B B
Hide Locate Font Print  Options  Help
findezc I Search vonteLlL Using incident views
Type in the keyword to fin
I The incident view is a flexible tool to view incident information and to find specific
incidents. The incident view also enables you to open an incident for editing.
_CHM files A
R PDF files — ‘What do you want to do?
Previous accepting
. access Open an item for editing
Client :
refining 72“ ‘ttems et
rights reate a”nevl\, inciden
to history lines Chiangs vows
y Modify views
access to Service Desk Use system actions
accounts Close items
adding Delete items
block
editing Related topics
for integrations 3
- = © Copyright 1999 - 2002 Hewlett-Packard Company
Display
& Help - HP OpenView Service Desk
Search: Search scope: All topi 3
Contents - |~ @ e B[l o O
= B HP OpenView Sel ~| Using the service call view 2 4
& Welcome to HP OpenV
B Copyright 1999-2002 + The service call view is a flexible tool to view service calls and to find specific service
B We welcome your com calls. The service call view also allows you to open a service call for editing.
= i
[ Getting help What do you want to do?
[ Starting Service Desk
Client 2008 ¥ Getting started » Create new service calls
[ Using the Service Desk| || a creste s subcontract service call
4 Using Service Desk iter )
o w Check the status of service calls
I Printing
i Service calls = Contact the caller to pass the resolution and close the service calls
4 Incidents
4 Work orders © Copyright 1999 - 2002 Hewlett-Packard Company
[ Problems
4 Confiauration items
< |
B[ 5 | ¥ gl

In Client 2008 (corresponding numbers are marked in the screenshots above):

1 Navigation tabs are located at the bottom of navigation pane instead of the top. No labels,

just icons.

2 Navigation buttons are in a different place, also look different (Back, Forward, Home).
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3 The Search field and Search scope are always on the top.
4 The following are new buttons: Collapse All / Expand All, Refresh / Show Current Topics,

Maximize / Minimize, Show in Table of Content, Bookmark Document.

What's This Function

Client 2008

Previous Client

Help

Help
F1 @ Help

(2) Help
& Contents and Index B Contents and Index
id What's This? ), _Shift+F1 | | WhatsThis2_______, _Shift+F1_]

@ hp OpenView on the Web

F1

hp OpenView on the Web
eCare Support eCare Support
About... About...

It displays the description of the field that is currently active/selected. In the previous client

you can also use “What's this” to point a field.

Chapfer 6
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7 Localization

Client 2008 reused the localization (L10N) mechanism of the previous client. No extra
language pack is needed for Client 2008. For most functions in Client 2008, a localized version
can be enabled by adjusting the language setting. You can go to Tools — Options — General —
Language, select the language of your choice, and click OK.

You should restart Client 2008 after you change the language settings. In the previous client,
it is not necessary to restart the client.

For the following functions, you need to modify the startup parameter to enable a local
language:

e Progress hints in the startup window or login window
¢  Popup menu of views and navigation bars

e Heap status bar

e Upgrade manager window

¢ Online help browser

The language displayed for these functions depends on the language settings in the Windows
operation system by default. If you choose a language in Client 2008 that is different from the
language settings of the operating system, you get a mixed-language client UL

If you want the client Ul to display in a language that is different from the operating system
language setting, you must add a startup parameter in the Command line or modify the
Configuration file (servicedesk.ini).

Command line

You can add parameter -nl <language ID> to the following command line or shortcut:
#servicedesk.exe -nl zh CN

See Table 2 on page 46 for a list of language IDs available.

Configuration file

Modify the servicedesk. ini configuration file (present in <Client_ HOME_DIR>\
directory) to add the language ID of your choice at the end of the file. For example, add zh_CN
for simplified Chinese as shown in the following example:

-application
com.hp.sd.eclipse.application
-clean

-nl

zh CN
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Table 2 Language ID Parameters

Language ID Parameter
Dutch nl

English en

French fr

German de

Japanese ja

Korean ko

Spain es

S-Chinese zh CN
T-Chinese zh TW

For more information about the configuration file, see Chapter 4: Configuring Client 2008 of
the HP OpenView Service Desk 4.5 Client 2008: Installation and Configuration Guide.
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8 Performance

Form Cache

The Client 2008 cache mechanism does not include the form cache. The main purpose of form
cache is to save the time/cost for reconstructing the Ul component. However, this is not an
issue in Client 2008. The cost of creating the UI component is not high. No problem is
expected because hardware requirements for Client 2008 are higher than for the previous
client. As a result, performance should not be affected by lack of cache.

Memory Settings

Client 2008 allows you to set the java memory size. You can set the memory settings in the
config files. See the Troubleshooting chapter of the HP OpenView Service Desk 4.5 Client 2008:
Installation and Configuration Guide for more information about memory settings.

View Performance

View performance of Client 2008 is slower than in the previous client. For more information
about optimizing view performance, see the Troubleshooting chapter of the HP OpenView
Service Desk 4.5 Client 2008: Installation and Configuration Guide.
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Q  Miscellaneous

Print

e Project view cannot be printed.

e Standard style print is not available in Client 2008.
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Advance Find

Previous Client

% Advanced Find

File Edit (View) Tools Help

Look for v Service call
View N\ Service Calls (Table) M
Service call l More Choices 1 Advanced ]

. | o ‘ New Search

Caller Ml =

Description [

Category |

Priority [ [=]] = | [=]

Status | ﬂ to: ‘ j
Topeson_ ~ || g

Corfiguration I...+ | | i

“ Advanced Find

File Edit Tools Help

F& Open Search (5] Save Search o+ B B ]

Look for |Servi|:e call 3 |

View |AII Service Calls (Table) b |

Service call | More Choices | Advanced|
D | to:] |

Client 2008 Caller | ([
Description | |
Category | |
Priority | e |to: | ¥ |
Status | v |t01 | =4 |
To person | |E]
Frclfmas | IE=m|
In Client 2008:

e There is a new toolbar.

e The View menu (which has Status Bar option only in the previous client) is not available.

e The Status bar is always displayed. It cannot be disabled.

e Searching criteria are not stored. When Advanced Find is re-opened, it is empty.

Sd dataform

The functionality of Sd dataform in Client 2008 is similar to that in the previous client.

50

Chapfer 9



Bat Files

The previous client is started by running client.exe; Client 2008 is started by running the
servicedesk.exe command.

The servicedesk.exe command does not support the following parameters which were
supported in the previous client:

/SILENT
/STRESSTEST
/BENCHMARK
/VIEWTEST
/TOY
/OPENTEST
/INSERTTEST

A new command line option is available for servicedesk.exe:
/DISABLEUPGRADE - used for disabling the hotfix automatic upgrading in client.
The following commands are not available in Client 2008:

SD45ViewRules.exe
AdjustSLWeight.exe
ViewAuditRules.exe

These commands are used by the Service Desk administrator. They can be found in previous
client.

Assignment Notification Window

The assignment notification window is a new function in Client 2008. It appears on the right
bottom corner when an item is assigned to the current user.

3 )
- % Tou hawe a new unopened item.

Function Keys

The functions of some of the hot keys are different. Table 3 lists the differences.
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Table 3

Function Keys Differences

Function Key

Function Differences

Previous Client

Client 2008

Tab / Shift+Tab You can switch forward/backward | You can only switch forward/
among all available fields and backward among available
buttons in a form. buttons and non-descriptive

fields in a form.
To switch forward/backward
among all available fields and
buttons, press Ctrl+Tab /
Ctrl+Shift+Tab.
Ctrl+Tab / You can switch forward/backward | This pair of function keys is not
Ctrl+Shift+Tab among the tabs in a form. supported.
Also, you can use left and right You can switch forward/
arrow keys to achieve the same backward among tabs in a form
function. by simply pressing left or right
arrow keys.
Ctrl+T When you create a new form, you | Not supported.

can press Ctrl+T to launch
template while your cursor is in
an available field.
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