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Preface 

This guide describes how to use intervention module of the value package. 

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. 

 Troubleshooting information 

 Patches and updates 

 Problem reporting 

 Training information 

 Support program information 
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Chapter 1 
Intervention Overview 

1.1 Purpose 
The intervention management process is used to manage simultaneously tasks performed 

by different support team which can reduce the resolution time for the incident.  

Intervention is created from a recording incident.  

The goals of the intervention management process are: 

  Create Interventions from an incident 

  Assign interventions to the correct work groups either manually or automatically for execution 

  Track and Manage progress of the intervention 

  Track the historic activities of the intervention 

  Manage the intervention queue 

 

Objective Allows you to assign tasks to different heads in order to resolve as 

quickly as possible a particular incident, to minimize the negative impact 

on current operations.  

Functions Complements the process of resolution of incident management. 

Allows management activities directly connected to the module incident. 

Allows optimum use of the management function Reminders. 

Provides appropriate notifications (email, pages) agreements service 

level   

Advantages Reduces time to resolution. 

Allows non-sequential, simultaneous analysis of incidents 
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Chapter 2 
Intervention Workflows 

2.1 Process Introduction 
The Intervention Management process logs, investigates, diagnoses, and resolves 

interventions. Interventions can be created from an incident or through Intervention 

Creation Wizard. The process includes all necessary steps to log and resolve an 

intervention, including any transfer or reassignments.  

The Intervention Management process consists of the following processes, which can be 

described by the intervention workflow chart: 

  Intervention Creation  

  Intervention Assignment 

  Intervention Process(Diagnosis and Recovery)  

  Intervention Closure  

OpenCreate 

Intervention

Assigned

Transfered

Assign 

togroup&engineer

Assign 

to group

process and close 

intervention
Closed

Assign to 

engineer

Assign to 

group

 

  

The key activities in the intervention management process are: 

  Create intervention in the system: The system will provide support for managing intervention 

tasks  in addition to managing incidents 

  Assign to the correct group or person: Send the intervention to the correct work group or person 

that needs to execute the tasks. 

  Evaluate and diagnostic  intervention: The assignee can acquire necessary information through 

Service Manager system to evaluate intervention Tasks 

  Perform intervention tasks: At the scheduled time, execute the tasks outlined in the intervention 

  Record intervention results: Record the results from executing the intervention in the system so 

that the results can be provided to the originator 

  Review and Close Intervention: Review the results of the intervention and close  it. 
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2.2 Relationship with other objects 

2.2.1 Relationship between Interaction / Incident / Intervention 

This diagram shows the relationships between objects Interaction / Incident / 

Intervention 
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  Client user calls Service Desk to report a service request.   

  Service Desk record the Contains contact information, recipient of the service, relevant articles 

and call details (title and description, category, urgency, impact and priority). An 

interaction is created. 

  If the Service Desk decides whether an incident needs to be created or linked. He can directly 

close the interaction or link it to an incident.  Multiple interactions can link to one incident. 

  The support team decides whether interventions need to be created. Several interventions can be 

active simultaneously for the same incident. 

 

2.2.2 Relationship between Incident and Intervention 

The Intervention Management process is used to support incident management process. 

It can be created from an incident or through Intervention Creation Wizard. An incident 

can create multiple intervention tasks. Only when all intervention tasks are closed can 

the incident be closed. 
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Intervention 3

Intervention 2

Intervention 1Incident

 

 

The chart shows the relationship between incident management system and intervention 

Management module. 

Incident and intervention management
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Chapter 3 
Intervention Management 

3.1 Create an Intervention 
Interventions can be created from incident management module. All 

relevant information relating to an incident such as ID, Category, 

Priority, Affected Service, Affected CI, Location etc, must be logged so that 

future assigned support group personnel can be better able to perform 

intervention tasks. 

Operator investigates an incident to determine if it needs to create an 

intervention or multiple interventions to expedite the incident‟s 

resolution. Operators can open an Intervention tasks through the two 

ways: 

  Create new intervention through Intervention Creation Wizard 

  Create new intervention from an Incident button 

 

3.1.1 Intervention Creation Wizard 

After successfully installing the package of intervention module, you will 

see to menus in the menu bar:  

  Intervention Queue  

  Open New Intervention 
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Click „Open New Interventions‟, the „Intervention Creation Wizard‟ form 

will appear. To create an intervention, the parent incident will be chosen. 

 

 

Here we choose IM10003 for an example; the incident information will be 

automatically filled in. 
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Click „Next”, you will see the intervention detail form. The fields marked 

with gray are information from parent incidents and could not be modified. 

You can fill in some instruction in „Description and Instruction‟ field.  
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Before submitting the intervention, an assignment group must be chosen. 

Select a group and click „Submit‟, the Intervention ID is automatically 

generated. The status is changed to „transferred‟. Click „OK‟ to save the 

intervention. You can go to the „Intervention Queue‟ to view the 

intervention. 

 

 

3.1.2 Create intervention from an Incident button 

Open an incident which status is not „closed‟. After successfully installing 

the package, you will see the „Open New Intervention‟ button. 
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Click the button, the intervention detail will be shown. You can follow the 

steps the same as 3-1-1. 
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After click „OK”, you will return to the incident form. Click „OK‟ to save 

the intervention. 

 

 

From an incident, multiple interventions can be created. Here we can see 

four interventions are related with incident IM10007. 
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3.1.3 Batch creates interventions 

Note: This function is visible only when the incident is created from 

TeMIP. 

Multiple interventions can be created automatically from an incident 

form. The following conditions must to be met: 

1. The incident will affect multiple CI. Typically, the incident is created 

from TeMIP and will affect resource, service, and customer. 

2. Each CI must be configured one admin group in SM. If multiple is 

belong to one admin group, only one intervention will be created. 

Here are the steps. 

1. Open an incident which status is not „closed‟. After successfully 

installing the package, you will see the „Batch creating Interventions‟ sub-

form. 

 

  

2. From Service Affected Groups, choose the group to whom you want to 

assign the intervention. Here we choose BSC Group, 

NetworkService,NetworkServiceVPN group,then click “Create Multi 

Interventions for current incident” button. 
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3．You will see that three interventions are created at the same time. 

 
 

3.2 Search Interventions 
Interventions management enables the operator to search for incident 

ticket records. Intervention Management displays the records in an 

intervention list. The search form fields enable you to narrow the search 

parameters. From the general search page, some familiar information can 

be input as the search condition. What‟s more, more conditions can be set 
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through advanced filter. After you create a query that generates a list, you 

can save the query as a view.  

 

From the main menu, click „Intervention Queue‟ and click „Search”. 

 

 

You can go to the search form and input some search conditions in the 

fields. We input „IM10007‟ in Parent Incident ID field. 
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All interventions related with this incident will be shown. 
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3.3 Update Interventions 
Intervention can be updated in service manager system. A full historical 

record can be logged by maintaining accurate and complete intervention 

tasks. 

The assignee can log his activities into the system.Intervention journal is 

automatically updated by service manager system. 

The incident information is read only in intervention form and could not 

be updated. 

Open an intervention, “Activities‟----„Update”. In the „Update‟ filed, you 

can input some information about your activities, such as analysis result, 

restore service action etc.Click  „Save‟ to save the intervention. You can 

see the historical update from the „Journal Updates‟ form. 

 

 

You can also assign the intervention to another group or person. If the 

„Assignee” fields are not null, the intervention status will be changed to 

„assigned‟. 
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3.4 Close Interventions 
After a solution is implemented for an intervention, the solution must be 

verified, typically by the group that implemented the solution. If 

necessary, the user can be contacted to verify the solution. The resolving 

group closes the incident and notifies the Incident Coordinator to close the 

related incident. 

When closing an intervention, the activity must be updated. Typically it is 

the solution to the intervention or other useful information.  

Open an intervention and click „Close‟. It will notify you „Provide an 

activity update‟. Before you close an intervention, you must input the 

solution to it.  
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After input some update and click „Save‟, the intervention status is 

changed to „closed‟. All fields are gray and become read-only. 

 

  



  

  

  

  

  

  

 

22 

Note: You must close all related interventions before closing an incident. 

Or it will pop up an notification. Shown as below 

 

 

After an incident is closed, all related interventions will be shown in 

„Related Records” form. 

 



 

 

 

 

 

Error! Use the Home tab to apply 

Chapter to the text that you want 

to appear here. 

 

23 

 

3.5 Intervention Queue 
Intervention queue is used to manage all intervention tasks. In the 

intervention queue, customized views can be defined to have a quick 

access to intervention list. Through intervention queue form, intervention 

can also be created and searched by related button.   

Two default views are defined for interventions. „Active Interventions‟ and 

„My Active Interventions‟. You can view that from the intervention queue. 

You can also create customized view for this queue. 
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