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Preface

This guide introduces the Telco categories and priority calculation definition used in
incident management module and how to add categories and configure different priority
calculation for incident management module.

Intended Audience

Prior knowledge of Service Manager and related knowledge is required.

Software Versions

The software versions referred to in this document are as follows:

IPM Operation system
1.0 Server: Windows2003/2008
Client: Windows XP, Vista, Windows 7

Service Manager Version: 7.11/9.20

Support

Please visit our HP Software Web site at: http:/www.hp.com/go/hpsoftwaresupport for
contact information, and details about HP Software products, services and support.

e Troubleshooting information
e Patches and updates

e Problem reporting

e Training information

e Support program information




Chapter 1
Overview

1.1 Purpose

As enhancements of incident management module, Telco customers will be benefit from:
Well defined Category, Area Sub-area for the Telco customer

Priority algorithm can be configured to choose and user can add more priority algorithms to Service
Manager.

In this guide, you can:

1) List all categories

2) List all areas.

3) List all sub-areas.

4) Maintain categories.

5) Maintain areas

6) Maintain sub-areas

7) View priority calculation script.

8) Configure to choose a priority calculation




Chapter 2
Telco Category Definition

Telecom Category Definition is made up of Category, Area and Sub-Area.
The following diagram is the relationship among them.

Category

L Area
L Sub-area

It is a Telecom-based hierarchy meant to easily classify the ticket in
telecom domains. The three-level hierarchy (category, Area, and Sub-area)
creates a “sentence” that clearly and uniquely defines the issue without
ambiguity.

2.1 List all Categories

From the Service Manager main menu, click Incident management ---
Tools -——Categories. Click ‘Search’ Button.
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You will see all Categories in the system.

2.2 List all areas

From the Service Manager main menu, click Incident management -
Tools-—-Area. Click ‘Search’ Button.

—
category.g(db. view
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You will see all areas in the system.

2.3 List all sub-areas.

From the Service Manager main menu, click Incident management -—
Tools--—-Sub-area. Click ‘Search’ Button.
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You will see all sub-areas in the system.

2.4 Maintain Categories

The system uses categories as a way of classifying events such as
incidents, interactions, complaints, and requests. Categories include a
group of associated elements such as assignment group, formats, and
alerts. As an Administrator, you can maintain these categories.

To maintain the categories:
1. Click Incident Management > Tools > Category.
2. Type a unique name in the Category Name field.

3. Edit or fill in the remaining fields that you need to complete the new
record.

4. Complete the Format fields with the applicable formats. Open, Update,
and Close are required.

5. If you want to add a category, Click Add. i7 Otherwise, go to step 6.
6. Click OK. v

2.5 Maintain areas

To maintain the areas:
1. Click Incident Management > Tools > Area.

2. Select a Category for the area.

producttype.gbe.g(db. vies




3. Edit or fill in the remaining fields that you need to complete the new
record.

4. If you want to add an area, Click Add. i .Otherwise, go to step 5.
5. Click OK. v/

2.6 Maintain sub-areas

A subarea specifies a more detailed description of area and category for an
incident description and is always linked to a specific category and area.

To maintain a subarea record:

1. Click Incident Management > Tools > Sub-area.

2. Select a Category for the sub-area.

3. Select an Area for the sub-area.

4. Edit or fill a name in the Sub-area field.

5. If you want to add a sub-area, Click Add. 97 Otherwise, go to step 6.
6

Click OK. ¥

2.7 Create incident from TeMIP alarms.

2.7.1 Start TeMIP Client 6.11

1.Click Start = All programs = TeMIP Client V6.1 for Windows 2> TeMIP
Client V6.1 for Windows
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2.Select the Console tab to show the TeMIP Service Console (see below)
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2.7.2 Create TT(incident)

1.Right click on “E2E_Service.bscl_sgsn34” Alarm, Select “Create TT” on
the menu. (see below)
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2. TeMIP Client creates TT and then shows the result of creating TT.
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From above picture, the number of TT is IM10390. We can see the detail
via HP service manager7.11.

2.7.3 Search for an incident
1.Click Incident Management = Search Incidents
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2.Fill “IM10390” in Incident ID field. Then Click Search.
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3.You can see the affected services, affected CI, and affected services
information which looked up by Service Manager.

HP Service Manager - Update Incident Number IM10390 - HP Service Manager Client

Fie Edit window Help

E =N vy iVan B
E | 2l system Navigator 33 I g~ =0 g—m Do Quee: My To Do List =g
‘§| = [ connection - 16.17.10.192_DEMO_Configuratior Ok 8 Cancel [ Save 4 Undo ggllClose O, Find [=7Fil (D Clods Apply Template Bl -
{8 Favorites and Dashboards R U S W,
&g Menu Navigaton . =
8 Change Mansgement Inadent I0: 10350 | @ Incident Detzil | & Interventians | & Related Alarms | @ Activities | & Affected Services | 7
Status:
8B configuration Management (2= b KEY ACKTIVE ACKSTATE CHANGEDTIME | CLEARE...
{5 1ncdent Management Ass

OPERATION_CONTEXT .ngo... 10/04/20 09:42... ACKNOWLEDGED
£ Toois

[ tncident Queue
- [ mtervention Queue
- Open New Incident Wendor:

[ Open New Intervention Reference Number:
| g Search Incidents
[ Search Knowledgebase LD
B rnonledge Management Managed Object: [F2E Service .bsc1_sgsn34
@ Problem Management Affected CT: [becl_sgsnaa @
: Pem

Assignment Group:

Assignes:

BB Request Management -
B service Catalog

i service Desk y
Location: ]
BB service Level Management

-E@ System Administration Affected Services
g Talering Service Name Customer Name
[ Approval Delegation .
~[ g3 ServiceManager Mail scl_sgsn3d H

[ System Status

[ To Do Queue

B3 system Defrition
Tithe:

[rawsed by raot for alarm occured on E2E_service .bscl_sgsn3d ‘

Description: Search Knowledge @ F

aised by root for alarm occured on E25_Service bsc1_sgsn3d

< I | & v

IM.update. incident(apm. edit. problem)

You can also see the “Related Alarms” of the ticket.

2.7.4 Create Multi Interventions in Service Manager.
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1.From the form of the ticket information, you can see the intervention
tab.
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2.Click Batch creating intervention tab. Input the group name of the
intervention (see below).

pdate Incident Number IM10390 - HP Service Manager Client
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BB svstem Administration Affected Services
B9 Tairng Service Name Customer Name
[ Approval Delegation . .
[ ServiceManager Mai scl_sgen34 L Intervention Management
[ Svstem Status Create Mult Interventions for current incident
==
[ To Do Queve
-B3 system Definition
Title:
"ra\sed by root for alarm occured on E2E_Service (bsc1_sgsn3d ‘
Description: Search Knawledge P
zised by roat for alarm ccured on E2E_Service bscl_sgsn3t
] T} ] = v

M.update incident(zpmedit.prablem)

14



3.Click “Create multi interventions for current incident” button. You will
see “There are totally 1 intervention have been created successfully”
information. And then a new intervention displays in the form.

Fle Edt Window Hebp

Y Com—

]

B |5 systemtavgster 3 28 © 0|8 rovo ques: myToDoLst . =0
& = B%ﬂ*&wﬂ-‘-ﬁ-i?-lﬂ-m_m_mﬁwm VO % Concd Hsoe @ oo gcose QFnd TR (DCodks T Apply Tempite v
& ® R Favorites and Dashboards = = . ————re
N R e ——— W =
u ® g Change Managerent . ” = T ]
# B Cenfigraton Mansgenent Kot & Incdent Detad | & Inesventions | @ Related s | & Actvives | & Affected Services | s
n @ ancent Meragenent Aks: & _Creats Intervention | @ Batch Creatng Interventon [
= Taoks T ' —— — — —— T —————_—_—_—__ - 1
B - :":‘Qmue‘! Assgrment Group: 1 a Intervention Management I
ré Oipen ew & t Lesras: 1 Open New Intervenbon |
[a Open Mew Intarvantion wender: 1 ]
L sexch M Refarence Number: Ir I
[ Search Knoiedgebase — D Affecte... | Open... | Stats  Priority | Tite
® g Krorledge Managenant . V puosooor bscisg. wps. e 2 red brmothy domocamedonc |
i s R 1 l
& B Serviee Catmiog Al ERE I 1
Egmmm ; by ey | I
# [ Service Leve! Management . |
& B9 Syt adnnstazon e —— ® |} '
& @ Taloring Affected Services 1 1
LD Aporovel Delegation 1 ]
:6 Systam Statue | bscl sgsn34 = I I
L To Do Queve 1 | i
& system Defiton 1 I
1 1
1| I
i B
L 1 2

() There are totally 1 inventions have been created successfully.

mmu.mﬁm,ﬁt.wm;
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Chapter 3
Priority Calculation configuration

The priority Calculation can be configured. A parameter
“$G.PriorityCalculationWay” is provided on the Format Control

“login. DEFAULT” of HP Service Manager7.11 products. And user can
define the calculation related to this parameter. Here is the value of the

parameter.
Value Description
1 Standard priority calculation
Priority = (impact + urgency)/2
2 Priority related to the hierarchy of affected Cls of
incident.
3 Remain for user to define.
4 Remain for user to define.
5 Remain for user to define.
Remain for user to define.

3.1 View priority calculation script

To view priority calculation script:

1) Click Tailoring > Script Library.
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File Edit Window

fc |

=

Help

ven %

o
=

[iA

5l system Navigatr 32| B & ¥ T O

B Incident Management
-E@ knowledge Management
B Problem Management
-E@ Request Management
@ Service Catalog

@ Service Desk

a Service Level Management

g System Administration

= E Tailoring

BB Audit

E Benchmark Utility
@ Differential Upgrade
B Document Engine
B Event Services

B Notifications
-E@ SQL Utilites
B Taloring Tools
B Web Services
B Database Dictionary
B Database Manager
G Data Palicy
B Format Control
Forms Designer
[ RAD Editor
B Report Writer
Run Report
| g Seript Library
Scripts
| s Templates
|y Unload Script Uity
~ [y View Knowledge Base

- gy Wizards

B Approval Delegation
B ServiceManager Mail

[ svstem 5tatus
[ To Do Queve

£ nowledge Engineering

L] Back oi Add

Search Script Library Records X

+ Search O, Find = Fill

brary

I i )

53

|

v

2) Type the “IncidentEnhancement” in the name field of script library

records form.

3) Click

“Search”

ScriptLibrary(db.search)

Fille Edit Window

\id a2

&

ript Library:

Help

VeRn

=
=]

B Incident Management
- Knowledge Management
@ Problem Management
@ Request Management
@ Service Catalog

[ Service Desk
B service Level Management
B system Administration

= @ Tailoring

BB Audit
R Benchmark Utity
{ER Differential Upgrade
R Document Engine
R event Services
R tnowledae Engineering
£ Notifications
£ 5oL Utiities
@ Tailoring Tools
@ Web Services
- } Database Dictionary
} Database Manager
} Data Palicy
} Farmat Control
Forms Designer
[& RAD Editor
@ Report writer
Run Report
[ b Seript Library
Scripts
[ Templates
[ Unload Script Uity
- [ view Knowledge Base

- [ Wizards

[B Approval Delegation
B ServiceManager Mail

[ system 5tatus
[ To Do Queve

Al v ok & Cancel

IncidentEnhancement - HP Service Mana

o

gh Add save [l Delete 4% Comple [P Execute O, Fnd =7Fil

‘Inc\dentfnhancement

£
[N

|

else if

function update_priority()
1f (system. wvars $G_TELECOM

var file = lib.common . get_file():
var priority = 4

##The Standard Priority Calculation.|
if (system.wvars $G_PrioritvCalculationWay =="1")

priority = Hath. floor((parselnt(file initial_impact)+parselnt(file severity))~2):
priority. toString():

file priovity_cods

return;

#7The priority calculation is based on the hlerarchles of Cls
(systen vars. 5G_PriorityCalculationlWay = ")

wvar producttype - mew SCFile("
if ((producttype.doSelect("product.typs
subcategory = N

if (producttype severity && producttiype severity < priority)
priority = producttype. ssverity:

war device = null:
if (file logical_: name) device
var service = nul
if (file affected_ 1tEm)

if (service &4 service problem priority &4 service problem priority ¢ priority)
priority = service.problem priority:

if (dewice && device problem _priority &é device problem priority < priority)
priority = device problem_priority:

var item = lib.common.get_ci(file);
if (item)

Lanlimred i b =

|

¥
R f1la product_typs + "~" and ~
+ file subcategory + "~" and

category = ~"" + file category + "~" and act1ve#true )l

lib.common. lookup_device(file. logical name):

service = lib.common. lockup_device(file affected_item):

lanknn nrinritol)

3 4

v

HP Problem Managem.

ScriptLibrary(ScriptLibrary. view)




You will see the priority calculation script in the form.

3.2 Configure to choose a calculation

If you want to configure to choose a calculation for the priority, you can
access the “login. DEFAULT” format control to modify the value of
“$G.PriorityCalculationWay”.

To access Format Control directly:

1) Click Tailoring > Format Control.

2) Type the “login. DEFAULT” in the name field of format control records
form.

& HP Service Manager - Search Format Control Records - HP Service Manager Client
File Edit Window Help

‘@ oallk vy iy @R B

|%‘ B [ connection - cpmgtmd1_PBM_YCH_Canfig @ Back g MNew ¥ Search 25 -

e [ER Favorites and Dashboards

= -l Menu Mavigation llm ] w_!m Eﬁ]

- @ Change Management ~
@ Configuration Management
-l Tncident Management

EN English (United States) B

Format Control Maintenance - Main Information

&g Tocls
[ area
| categories Mame: [ogin.DEFALLT]
| @ Downtme File Name:
[ @ Probable Cause System:

[ Problem Types
Reset Donntime
[ sub-area Default QBE Fmt:
[ summary Link
[ Incident Queue

Query Format:

[1save copy Default Sort sequence for queries
[ Intervention Queue
B Open New Incident [ 5tored Form Name
[ Open New Intervention [1Run Script
[ Search Incidents [ JUse Default Sart

B Search Knowledgebase
a Knowledge Management
E@ Problem Management Initialization Expressions
5 Request Management
5 Service Catalog
5 Service Desk
5 Service Level Management
5 System Administration
5 Tailoring
B Approval Delegation
B ServiceManager Mail
B System Status
B To Do Queue
@ System Definition

|~
[

farmatcirl.maint. initial.g{fc. search)

3) Click Search.

18



I8 HP Service Manager - Format Control: login.DEFAULT - HP Service Manager Client

File Edit Window Help

B ek & »

|§\ & [E connection - comgtm01_PEM_YCH_Config

{3 Favorites and Dashboards
= & l&g Menu Navigation
- E@ change Management
@ Configuration Management
= [ig5 Incident Management
=lig Tools
[B Area
[B Categories
Downtime
B Probable Cause
B Problem Types
Reset Downtime
B Sub-area
B Summary Link
B Incident Queue
B Intervention Queue
Open Mew Incident
B Open New Intervention
B Search Incidents
[ @ Search knowledgebase
[E® knovledge Management
[E® Problem Management
[E® Request Management
[E@ service Catalog
(5@ service Desk
[E@ service Level Management
(5@ system administration
&g Tailoring
Approval Delegation
[ ServiceManager Mail
[ svstem Status
To Do Queue
Ea System Definition

3

£

@

R R e A B =~ Il s M := Format Control: login.DEFAULT X

v

E]

EN English (United States) B 7

=0

OK # Cancel gp Add Sava [%De\ebe

= 4

U TR (B = 0D

Faorms ] [ Queries ] [Ca\culaﬁons] [ JavaSaript ] [ Vvalidations ] [Submuhnes ] [Add\opﬁons] [ Privieges ]

Format Control Maintenance - Main Information

Name: login.DEFAULT
File Name:
System: ase Utilities

Query Format:

Default QBE Fmt:

[save Copy Default Sort sequence far queries

[ stored Form Name
[1Run Seript
[[Juse Default sart

Initialization Expressions

view: short

$pm.asglist={}

$pm.catlist={}

5G.itil=false

$G.company.show="Y"

£G.company.show.no="N"

if (sysinfo.get{"Enviranment”) ~="scguiwweb”) then ($G.disable.work.mgmt=true)
$G TELECOM=true

$G.PriorityCalculationWay="1"

You will find the “$G. PriorityCalculationWay” variable, you can modify
the value according to the following table.

Value Description

Standard priority calculation
Priority = (impact + urgency)/2

Priority related to the hierarchy of affected CIs of incident.

Remain for user to define.

Remain for user to define.

Ol | W| DN

Remain for user to define.

Remain for user to define.

Note: The values 3,4,5... is remained for user to extend. If you select one
of the values. You need to add a additional script to the priority
calculation script to make your value effective.

For example, you choose value 3 and set the value of $G.
PriorityCalculationWay to 3, it means you will define your own specific
priority calculation.

To add your own specific priority calculation:

1) Open the priority calculation script.(Refer to chapter 3-1)
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=

File Edit Window
B &l > v

B | Bl system Navigator £3

|~

: IncidentEnhancement - HP Service Manager Client
Help

EN English (United State:

@R &
(=l I E | := scipt Library: IncidentEnhancement X =0
8 Incident Management “l| v ox ® cancel B Add save Bl Delete &3 Comple b Execute O, Find =il i -
£8 Knowledge Management - =
£ Problem Management > =
ﬁ Request Management . — .
e fraceniEnhensament i sstem
§G Service Catalog |nc| entEnhancemen | @ [Csy
ﬁ Service Desk lfunction update priority() A
ﬁ Service Level Management 2 =
ﬁ System Administration 3 if (system vars $G_TELECOM |- trus) return:
o 4
E%Ta"“”g_ 5 var file = lib.common.get_file().
D audt & var pricrity - 4,
ﬁ Benchmark Uity 7 o
F0 Differental Upgrade 8  ~/The Standard Priority Calculation .
a Document Engine lg if (system vars. SG_PriorityCalculationWay =="1")
aEventSErwces 11 pricrity = Hath.floor({parselnt(file. initial_ impact)+parselnt({file severity))-2);
ﬁ Knowledge Engineering %g file.priority_code = priority.toString():
@ notifications 14 return.
8 soL utiities 15 #-The priority calculation is based on the h1erarchles of CIs
£ Tailoring Taols i; else if (system vars $G_PriorityCalculationlay =="2"
& vieb Services 18 var producttype = mew SCFile(producttyps®).
[ Database Dictionary 19 if ((producttype.doSelect( "product.type = ~"" + file.product_type + "~ and
} Database Manager 20 subcategory = ~"" + file subcategory + "~" and ™
i 21 category = """ + file category + "' and actiwe#trues"}) == RC_SUCCESS)
Diata Policy 37
[ Format Contral 23 if (producttype severity &f producttype sewerity < priority)
:B Forms Designer 24 priority = producttype severity;
[ RAD Editor gg ¥
[ Report wiiter 27 war device = null:
[ Run Report 28 if (file logical_nams) device = lib common . lookup_device(file logical_name):
} Seript Library 29 var service = null
Scripts a0 if (file. affected_: 1tem) service = lib.common. lookup_device(file affected_item):
a1
} Templates 32 if (service && service problen_priority &d service.problem_priority < priority)
[ & Unload Script Utiity 33 priority = service problem_priority!
} View Knowledge Base 34
35 if (device && device problem_priority && device.problem_priority < priority) n
[ wizards 36 priority - devics problem priority:
[ & approval Delegation 37 ) . ]
[ ServiceManager M = L] var item = lib.common.get_ci(file)
29 if {item)
[@ system status 10 4
To Do Queue » 41 Tanlnonricrity = 1ih comsan lookon nreiori ot M
> M

2) Add your priority calculation to the “update_priority” function. Please
refer to Red part of the following table (This is the structure of the script).

function update_priority()

{
if (system.vars.$G_TELECOM != true) return;

var file = lib.common.get_file();

var priority = 4;

/IThe Standard Priority Calculation.
if (system.vars.$G_PriorityCalculationWay =="1")

/[The priority calculation is based on the hierarchies of Cls

else if (system.vars.$G_PriorityCalculationWay =="2")

else if (.vars.$G_PriorityCalculationWay =="3")
{
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Here is your calculation.

§
file.priority_code = priority.toString();

v
S

3) Click Ok.
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