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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.

e Troubleshooting information

e Patches and updates

e Problem reporting

e Training information

e Support program information




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

o 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

Create —»| Open

Intervention

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

’—> Transfered
Assign T

to group Assignto  ASsign o
engineer ~ 9rOUP
process and close

i ‘ 4,—» intervention
Assign ST Assigned

togroup&engineer

——» Closed

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
- g
A : o
&)
VU W G
Client user of Client user of Client user of Client user of Client user of
DPT se;wce DPT service DPT service DPT service DPT service

Interaction

Incident

A

Response/Intervention units

Intervention

Response Units
* P
L‘”
-~

(] 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

Incident Intervention 1

The chart shows the relationship between incident management system and intervention
Management module.

Incident and intervention management

e Process
Intervention (1 or » : | Close Intervention
Intervention

more)

A

Intervention
Management

Close Incident

| releve
Create Incident » Process Incident interventions

e closed?

A\ é

Incident
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:

o Intervention Queue

o Open New Intervention
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Quene [ntervention [w] View fetive Interventions [~]
bl Title Serviece Affacted CT Status Frio
ail Jolesed |3 |
INL0003-001 afsd MyDevices adv-nan-lapt-111 closed 2
INL000S-001 faf Applications Microsoft Dffice . assigned 4
INL0004-001 Wireless doesn’t conmect MyDevices adv-nan-lapt-143 transfarred 3
INL0007-001 E-mail in outbox isn’t beeing E-nail / ¥eb adv-nan-server-mail  closed 1
INL0005-002 Microsoft Dffice keeps asking Applications Microsoft Dffice transferred 1
INL0005-001 Popup sppears while working ... MyDevices adv-nan-desk-169 closed z
INL0003-001 Desktop screen out of order MyDevices adv-nan-desk-211 transfarred 1
INL0003-001 work MyDevices adv-nan-desk-202 transferred 3
INL0008-002 Fop-up appears while working MyDevices adv-nan-deslk-169 closed z
INL0003-002 Add more memory card MyDevices adv-nan-lapt-111 transferred 2
INLO00T-002 E-mail in outbox isn't beeing... E-mail / Yeb. advnan-server-mail  closed 1
INL000T-003 E-mail in outbox isn't beeing.. E-mail / feb. advnan-zerver-mail  clozed 1

se. manage. intervention glsem. advanced)

Click ‘Open New Interventions’, the ‘Intervention Creation Wizard’ form
will appear. To create an intervention, the parent incident will be chosen.

HP Service

ervention Creation Wizard

HP Service Nanager Client
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Intervention Creation Wizard

Usze thiz wirard to select the parent incident for the new
intervention

Select parent incident: [ [
INL000S ~
10007 =
10008
Title 0009 |
L0010
Aert Status L0011 ) Status ‘ |
Category %mggﬁ Y Assignment Group ‘ =
Area |
Sub-ares | Aszignes
Expected Resolution : [ | Inpact: ]
Urgency ‘
Prierity
Service : [ ]

Affected CT | | Location |

wizard-probsunmarytask chooss (probsmmmarytask choose)

Here we choose IM10003 for an example; the incident information will be
automatically filled in.
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nizard-probsumarytask, choose (probsumnarytask. choose)

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.

e lank er — New Intervention from Parent Inciden 0003 — HP Service Nanager Client
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18 v it e

@ Knovledge Management

B Problen Mansgement [1dd woxe memory cor Farsnt. Tncidant © 0% Q
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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.

: IN10003-003 — HP Service Nanager Client

File Edit Hindow Help
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(i) Intervention record updated.

T0 Intervention ©  [MI0003-003 ]

|tremsferred ‘ |

Status

Assignment

Assigmment Group

Assignee [ I

Affected Ttem

Service !

PyTevices [E@]
Affected CT fadvramLapt-111 [E[®)]
Description and Instruction

[ mere memory card

Incident Description

Eysten crash with message mot enough memory while opening
fultiple applications

& Intervention Detail

Open Time
Close time

Expiration Tine

Work Duration (j Khimm:sz)

Tranzportation Duration (j hhimm:ss)

Owner

Hature intervention :

Incident Information

Farent Incident

Category ©
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Impact
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Priority :

Alert Status

Expected Resslution Time

Location :

G Activities

& hssignes Detail

sl -

2. M=

— 10704724 19:26:25

v
fpo:o0-oo ]
fi0: 000 |
[Flen |
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[mioaos

Ee)

incident
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performance degradation

A= User
B - Migh
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‘advam.age/North America

probsummarytask. g(probsummarytask view)

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.

12



Error! Use the Home tab to apply
Chapter to the text that you want
to appear here.

f= HP Service Nanager Opdate Incident Number IN10007 HP Service Nanager Client

File Edit Hindow Help

B el v iven &

[E 5 System Favigator 52| [0 &3 ¥ = O [& Databasze [ Incident Quene: AlL Open Incidents =8
|E] =& comestion - rammesy Al v @ Mass Update 5 Mass Close Bl g v
R Favorites and Dashbaards
= =] @ Menu %“ gation Incident ID Open Time Alert Status Status Cl Service Title al
E Change Manegement = 10004 07/09/07 04:02:.. closed Closed cuicuitd01 IMyDevices Wireless doesnt connect =
= [ Configuration Wanagenent IM10005 07/09/07 05:57:...  closed Closed cuicuitd Applications Wicrosoft Office keeps asking to install Language packs
£ Adninistration 1110008 07/09/07 06:05:... closed Closed adv-nam-des..  MyDevices Pop-up appears while working with Office, Office needs in

Eg) Confi guration Managene IM10007 07/09/07 07:05:... | updated adv-nam-serv... | E-mail /Web... | E-mail in outbox isn't beeing sent v
£ Contracts £ | B

£ Resources

&BY Imeident Mansgenent [& O 8§ Cancel 4 Previous b Hext Save 4 Unde ferCloze O Find =7 Fill (D) Clecks Apply Template Bl -
g T 1 NaE=ra
[ Incident Quene -
[& Intervention quene Incident 1D [eanoT | @ Incidant Detsil | & Interventions | @ Activities | @ Affrcted Servizes | %
Open Hew Incident Status: 3
% s pen ¥ Intervention Nanagemer
Open Hew Intervention P p—— .
8 possenment = e o Totrvenion
Search Incidents Assignment Group Fetwore |
[§ Search Enowledgsbass . R )
szignes: [inci dent Manager
£ Enowledge Management . frodent Menecer @ it Service Affec Ope Status | Fria Title
endor :
£ Problen Management IN10007-001 E-mail /. advn. 10/ closed 2 E-mail in out
0 Request Management Reference Number:
- [ 1 INO0OT-002 E-mail / advn 10/ closed 2 E-mail in ot
D Service Catalog ffected Ite:

E Service Desk IM000T-003 E-mail /... advn... 10/... closed 2 E-mail in out.

4 B Service Level N Service -mail / Hebmail (Horth Ame: &
ervice Level Management

Affacted CT = — =
EQ Systen Adninistration Bete v nan-servermail BRE

5 [ Tailoring Critical CI Pending Change
g Andit [JCT is operational fno sutage)
@ Benchnark Utility Outage Start: [FT/08/07 o7 00-00 ¥
{50 Differentisl Upgrade Outage End: | =

{50 Document Engine

{50 Event Services Location [advantage/Horth America

{50 Enowledze Engineering

R Notifications Title B
B SAL Utilities [E-nail in outbox isw t besing =ent |
@ Tailoring Teols
£ Teb Services Deseription Search Knowledge @
[ Datsbase Dictionary ~mail in outhox wom t go out
[ @ Datsbase Manager v
< | E| 3

probsammary. gbe. £ (apn. =dit. problem)

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.
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From an incident, multiple interventions can be created. Here we can see
four interventions are related with incident IM10007.
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@ Tailoring Tools
EQ Web Services Deseription Search Knowledge [
[ Datsbase Dictionary ~mail in outbox wom € go out
[ Database Menager v
< | > -

IN. updats, incident (apm. 2dit, problen)
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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-

ile Edit Window Help

A= E 8| @ =

§ Bslsystem ... 2| = O |[& To Do Qusue: My To Do List [& Incident Queus: All Open Incidents =2 Upda ident Humber IN =7
3_| =S 7 || v @ Mass Update 5 Mass Close 25l EEHZ0 w
A 1= Comnection = FBLA | |ncigentID Open Time Alert Status Status cl Senice Title ~
Qi Fovorites an IM10248 10/05/07 10:25.... DEADLINE ALERT  Open bscl Telecom Service Incident for MO -BSC .demo.hscl 3

) [ Memn Havi gat hd

{3 Change Mo  OF 8 Cancel <4} Previous b Hext Save 4 Undo fgniClose O Find =7 Fill (D) Clocks Apply Template 25 -

= [ig Confi gurs T —

@ Adnini % l’m* W—km [ﬁﬂ] 1

£ Confiz
5@ Contrs
@ Resouwr

=lig

Incident

B Teols

=&
R
R

|~

[ Incide
[ Inters
[ Open &
[ Open ¥
[ Searct
[ Searct
nowladge
Froblan It
Request I
Serviee C
[ Add Fi
[ Add Fi
[ Appros
[ tppros
[ hppros
[ Catale
[ Catale
[ Delive
[ Locali
[ Manage
Hon-ce
[ Order
[ Beques
[ Saved

[ & Rearct ™
£

Ineident, ID [Min34E ] & Incident Detail | ¢ Interventions | & Kelated Alarms | @ Activities | < SLA | 0=
Status o
o L4 4 Create Interyention ¢h Creating Intervention
hesignaent
hssignment Group Eervice Deck Please select the groups assigned interventions
hesignes -
¥endor e Servics Affected Groups
Referanee Humher [ v
A0 Gromn
Affected Items e twarliService
Managed Object [SC__ dema. bael Hetrorkfervice
_ e tworkServi ceVFN
AEEected C1 = FRE

Loeation:

Affected Services

Service Name Customer Fame
ServiceElS EDS Intervention Nanagement
ServieeFaleon Jennifer Faleon Create Multi Tnterventions for  |nagement
beel sgandd WP L mvrant innidant
vpndl g
Title
[neident for MO —BSC _ demo. bsel |
Deseription Search Fnowledee [
~
e vy v T v ] v
[ IM. update. incident (apm. edit. problem)

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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rlle pa1t pinaow  neip

B Qs =@ @n | &

g
&

L

o UE # Cancel < Previou:\y& et

25! System z(=4a

=28~

= [ Connection - FEIA

R Favorites an
) [ Menm Wavigat
50 Change Ma
= [igs Configura
£ Adnini
@ Confie
8 Contre
£ Resowr
= (&g Ineident
@ Tools
[ Incide
[ Inters
[ Open ¥
[ Open ¥
| @ Searct
[ Searct
0 Knowledge
£ Problem M
£ Request M
& [ Serviee ©
[ Add Fi
[ Add Fi
L@ Appros
| @ Appros
[ Appros
Catalc

[ Catalc
| @ Delive
[ Locali
[ Manags
[ Fon-es
[ Order
| @ Reques
[ Saved

Incident ID:
Status:
As=ignment
hzzigrment Group
hzzignee

Vendor:
Reference Humber
Affected It
Managed Object:
Affected CI:

Critiedl CI

Lacation

hEfected Services

V'S
V'S
[& To Do Queue: My To Do List  |[& Incident Queue: All Open Incidents 8
v (@ Mass Update §FMass Close Bz Emz0
Incident ID Open Time Alert Status Status cl Service Title
IM10348 10/05/07 10:25:.. DEADLINE ALERT Open bscl Telegcom Service Incident for MO -BSC .demo.bscl
v UK 9 Cancel <F Previous b Hext Save & Unde fClose O, Find " Fill (D Clocks [ Apply Tenplate sl
i
LLNFLCB = (D)
Ineident ID: [1034a | & Incident Detail |4 Interventions | ¢ Related Mlarms | & Activities @ SLA | 7%
Status: pen
_ 4 Create Intervention & Batch Creating Intervention
Assignment Group: Eervice Desk Please select the groups assigned interventions:
Rssignes: .. B
Veader: ... B Service Affected Groups
Reference Fumber: BSC Group

HetworkService

Affected It

Managed Object ST demo bacl HetworkServi caVPH
Affected CI: B PG

Critieal CI Fending Change

Location

Affecied Services

Service Hame Customer Name
ServiceEDS EDS Intervention Hanagement
ServiceFaleon Jernifer Faleon Create Multi Interventions for | pagement
bzel_sgan3d HE —_ rrvant inei dan
vprdl HE

Title:

P:m:ident for MO -BSC . demeo.bzel

3. You will see that three interventions are created at the same time.
Save < Undo fgfiClose O Find (= Fill (D) Clocks [ Apply Template g

LN R B O e

[ringar | % Incident Detail | & Interventions | % Related Alarms | § Activities | & SLA | & Related Records | 2

pen

< Create Intervention | < Batch Creating Intervention

Fervice Dezk Intervention Nanagement
Open Hew Intervention ement
In Affecte. .. Open Time Status Friority Title
SC . demo bsel IM10347-001 b=el 10/05/08 15:23:52 open z Ineci
i IM10347-002 b=el 10/05/08 15:23:52 open z Ineci
=3 BERE .
IML0347-003 bscl 10/05/08 16:23:52 open 2 Inci. ..

Pending Change

Service Hame

Customer Name

ServiceEDS DS
ServiceFaleon Termifer Faleon
bsel_sgen3d HE
wprl HE
Title:

F[ncident for MO -BSC . demo. bsel |

Description:

Search Enowledge @

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.

£ HP
File Edit ¥indow Help
B ol  »
T 25l Systen Navieator 2| [ & v[QEI
|8 = [ Connection - PENTEST -~
- G Favorites and Dasbbeards
=[5 Memu Favigation
(5@ Chanze Management b
= [ig§ Configuration Managenent
E@ Adninistration
[ Configuration Menageme
@ Contracts
@ Resowrces
= [ Tneident Management
g Tool=
[ Ineident Quene
[ Intervention Queus
[ Open Few Incident
[ Open Few Intervention
[ Search Incidents
[ Search Enowledgebaze
B Knovledze Manazement
(5@ Problem Management
(5@ Request Management
[ Service Catalog
[ Service Desk
[ Service Level Management
@ Systen Administration
=[G Tailoring
g wndit
[ Benchmark Utility
[ Differential Upgrade
[ Document Engine
R Event Services
@ Knowledge Engineering
@ Fotifications
[ SAL Urilities
[E@ Tailoring Tools
[ Web Services
[ Datsbase Dictionary
[ Database Manager
|

e

|
|

You can

@n &
[& Database =0
|5 Back 5 Ewis w

[0

Queue: [ntervention [ar] Vien: [petive Interventions [+]
@ ¥
Title Service Affected CT Status Friority
© Search Yebmail Login failure a [closed  [3 |
IM10003-001 afsd WyDevi ces adv-nan-lapt-111 closed z
e Refresh Lizt INi0005-001 faf Applications Microseft Office ... assigned 4
IM10004-001 Mireless deesn' t connect MyDevices advnanlapt-148 transferred 3
IM10007-001 E-mzil in eutbex isn' t beeing E-mail / Web... advrnan—server-mail closed 1
IMD00S-002 Microsaft Office keeps asking Applications Micrasaft Office tranzferred 4
IM10006-001 FPop-up appears while working w WyDevi ces adv-nan-desk-168 closed z
IM10009-001 Desktop sereen out of order MyDevices adv—nan—desk-211 transferred 1
IM10005-001 work MyDevices adv—nan—deslc202 transferred 3
TH10005-002 Pop-up sppesrs while working w... MyDevices adv-nan-desk-169 closed z
IN10003-002 Add more memory card MyDevices adv-nam-lapt-111 tranzferred 2
IM10007-002 E-mail in outhox isn't beeing E-mail / Heb adv-nan-server-mail  closed 1
IM10007-003 E-mail in ountbox isn' t beeing E-mail / Web adv-nam-server-mail  closed 1
IM10003-003 Add more memory card MyDevices adv—namlapt-111 transferred 2
IM10007-004 E-mail in outbex isn' t beeing E-mail # Web... adv-namserver-mail transferred 1

sc.manage. intervention. glzem. advanced)

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

fields. We input TM10007 in Parent Incident ID field.
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V'S

f= HP Service Nanager

Displ

Which Intervention?

HP Ser:

4

File Edit Hindow Help

I C—L

[ B System Havigator 32| [0 &5 ¥ © O

\EI 2 [ Connection - PENTEST ~

[ER Favorites and Dashboards
- = g Merm Favigation
= [ig§ Configuration Management
B Adninistration
[E@ Configuration Manazeme
[E@ Contracts
@ Resowrces
=[5 Incident Management
g Tools
[ Ineident Quene
[ Intervention Queus
[ Open ¥ew Incident
[ Open Hew Intervention
[ Search Incidents
[ Search Enowledgebaze
[ Fnowledze Manazement
(53 Problem
B Request
@ Service Catalog
@ Service Desk
[5@ Service Level Management
(5@ Systen Administration
=+l Tailoring
i mudit
[ Benchnark Utility
[ Differential Upgrade
[ Document Engine
[ Event Services
[ Fnowledze Engineering
R Fotifications
[ SAL Utilities
@ Tailoring Tools
@ Web Services
[ Datsbase Dictionary
| @ Database Manager v
| >

Menagement

Menazement

|~

(D Chanze Management -

@n &
= Database

[El Intervention Queme: Active Interventions

[HBack 4 Search [/ Clear O, Find 7 Fill []Restore

Look For F[nterventlnn

View: ‘

% Intervention | <& More Choices | ¢ Advanced Filter

S Intervention ID |

Status

AMert Status

Parent Incident ID [fwioo |
c Owner
it N
A: egory Assignment Group
. :a Sub-assignment
brares hssines
Service [ Inpact
hffected CT [ I
Irgence
Eriorite

Open Before [

[#] Close Hefore

Opan Aftar [

[¥] Cless hfts

[+

<

All interventions related with this incident will be shown.

5 HP Service Nanager — Intervention :

IN10007-001 — HP Service NManager Clienmt

FilterAdvFind (spn. ssarch, probunmarytask, dizplay)

AN Edit Findow Help
Lifat | o |[E # »
[ R systen Navigator 32| £ @ Y O
|B| = [ connection - FBUTEST ~
e ER Favorites and Dashboards |
= g5 Merm Favigation
[E@ Chanze Management b |
= [ Configuration Management
E@ Adniniztration
[ Configuration Manazems
[E@ Contracts
@ Resowrces
= [ Incident Management
[ Tools
[ Ineident Queue
[ Intervention Queus
[ Open ¥ew Incident
[ Open Wew Intervention
[ Search Incidents
[ Search Enowledgebase
5@ Fnowledze Manazement
5@ Froblem Mansgement
[ Request
@ Service
[ Service Desk
[5@ Service Level Management
(5@ Systen Adnministration
=+l Tailoring
R mudit
@ Benchnark Utility
[ Differential Upgrade
[ Document Engine
[ Event Services
g knowledze Engineering
[ Wotifications
[ SAL Utilities
@ Tailoring Tools
[5@ Web Services
[ @ Datsbase Dictionary
| @ Datsbase Menager v
| 2]

R

Mansgement
Catalog

|~

@n %

[ Database [ Intervention Queme: Active Interventions | [of Dizplay Which Intervention? =
- B e v
u] Service Affected CT Open Time Status Friority Title

TH10007-001 ) ; E-nail in o

IH10007-002 E-nail / Webmail (Nor... adv-nem-server-mail 10/04/23 15 closed E-nail in outbox isn t bee
IH10007-003 E-nail / Webmail (Mor... adv-nan-server-mail 10/04/23 15 closed 2 E-mail in outbox isnt bee
IN10007-004 E-nail / Webmail (For... adv-nen-server-mail 10/04/24 19 transferred H E-nail in outbox ist t bee...

0K §§ Cancel 4F Previous I Hext cb Add

I0 Intervention ©  [AO00T-001 ]

[eLosed =]

Status

Assignment

Assigmment Group

[ﬁatwork

Assignee I I

Affected Ttem

Service !

ﬁ*mail S Webmail (Horth America) @
Affeeted CT [adv—rnan—server-mail BR
Description and Instruction

E-mail in outbox isn' t beeing sent

Incident Description

E-mail in outhox won' t zo out

Save fgnClose O Find (=7 Fill () Clocks

% Intervention Detail | & Activities

Open Time
Close time :

Enpiration Time

Worle Duration (j hhimm:ss)

Tranzportation Duration (j hhimm:z=)

Owner

Hature intervention

Incident Informat

Farent Incident
Category ©

hrea

Sub-ares

Impact :
U genoy
Friority

Mlert Status

Expected Resslution Time

T =0k

G hszignes Detail

10/04/01 14:01:20
10/04/01 14:44:08

fpo-oo-oo ]
fpo:oa: 00

[Falean
fresolution

[rmioao7 &)
fincident
Failure

ob Failed
B~ Uzer 1
T - Critical
P - High
frdated =

I M &

probsannarytask qbe (probsannarytask visn)
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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.

55':]]]’ Service Nanager — Intervention : IN10007-004 — HP Service Nanager Client

File Edit Mindow Help

B o vy V@R &
[ 55l System Havigator 52| 2 &3 ¥ = O [B Database [& Intervention Guene: Active Interventions [ Display Which Intervention? = Int tion : IM10DOT-D04 =8
|B| =& comnection - FEMTEST )| = = me -
e [ Pavorites and Dashboards
. =[5 e Havi gation m Service Affectsd CT Open Time Status Erierity Title
il B Changs Managsnant || iooo7-o01 E-nail / wE%ml Hor advnan—server-mail 10/04/01 14 closed 2 E-nsil in outbox isx t bee
INL00OT-002 E-mail / Webfsil (Ror... sdvman-server-mail 10/04/23 15.... clos=d H E-mail in outbox isn t bes...
= |ig§ Comfi gavation Managament INL00OT-003 E-mail / Webmail (Mor... advmam-server—mail 10/04/23 15:... closed 2 E-nsil in outbon isn t bee...
ER Adninistration INLODOT-004 E-mail / Webmail (Nor adv-nan-server-mail 10/04/24 19 transferred z E-mail in outbo isx' t bee
[ Configuration Manazems
@ Contracts
ﬁs“”"r“s UK § Cancel 1t Previous {b Next b Add | Save @Close O Find (" Fill (D) Clocks =
=[5 Incident Management |0 ¥ E——
£ Tools L L1 |4 tpdate | % Jowrnal Updates | & Incident Jowrnal Updates | & Incidemt Historic Acti ~
B oidn s
[ Er hssigment Growr . field Support Gmal ) Trpe [ [~]
[ Open ¥ew Incident Tpdste
[ e e Totremtin | i | ” A
[ Search Enowledzebase
D Problem Management Service : [E-mail 7 Webnail (orth Anerica) [FQ)
58 Request Management Affected CT edr nen-cerver-mail B
B e
(5@ Service Desk o -
B Service Level Mansganent E-mail in outbex isn t besing sent
(5@ Systen Adnministration
=l Tailoring
R rudit
@ Benchnark Utility
- P
[ Docunent Engine E-mail in outbox wom  go cut
@ Event Serwices
[ knowledge Engineering
g Fotifircations
g 5AL Utilities
@ Tailoring Tools
[ Web Services ]
[ Datsbase Dictionary
[ Database Menager v
4 | H ~

probzummarytazk. glprobsummarytazl view)

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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hgt o [ Yr iv@n X
B B Systen Wavigator 5| (= @ ¥ 7 O [B Database [ Intervention Queue: Active Interventions | [ Display Which Intervention? ¥ Intervention : IND0OT-004 X | =g
|B| = & comnection - FRUTEST Al Bl
5 R Favorites and Dashboards
. =[5 e Havi gation m Service Open Time Status Friority Title
u @ Chanze Management L IM1000T=-001 E-mail / Webmail (Hor adv-nam—server-mail 10/04/01 14 closed Z E-mail in outbox isn't bee
& € THL000T-002 E-nail / Wabmail (for... sdvman-server-mail 10/04/23 15:... closed 2 E-mail in outbox isx t bee...
= [ig5 Coni guration Managenent IH10007-003 E-nail / Webmail Ofor... adv-nen-server-mail 10/04/23 15:... closed 2 E-mail in outbox isx t bee...
ER Adninistration TH10007-004 E-nail / Webmail (Nor... adv—man-server-mail 10/04/24 19 assigned 2 E-mail in outbox isn’ t bee
[ Configuration Menageme
@ Contracts
) R = 7
) £ Resourees o OE 8 Cancel 4F Brewious [ Next ¢b Add [2] Save §@1Cloze O Find (P Fill () Clocks s -

|~

= [ Tneident Management
[ Tool=
[ Tneident Quene
[ Intervention Queus
[ Open Few Incident
[ Open Few Intervention
[ Search Incidents
| @ Search Enowledgebaze
B Knovledge Management
(5@ Problem Management
(5@ Request Management
[0 Service Catalog
@ Service Desk
[ Service Level Managenent
@ Systen Administration
= [ Tailoring
g wndit
R Benchmark Utility
@ Differential Upgrade
R Document Engine
[5@ Event Services
@ Knowledge Enginesring
[ Fotifications
@ 54L Utilities
[E@ Tailoring Tools
g Web Services
[ Database Dictisnary
[ Database Manager
| ]

v

(i) Intervention record updated.

1D Intervention :  [I000T-004 |

Status |assigned

Assignment
Aszigmment Group

Fidd Sgpert Gmin) (3]
|Fonrd1r\ator

Assignee Fhar\ga Coordinater

Affected Ttem

Service [Email / Webnail (Horth America) [FQJ
Misctad € 0 fdonwserverneil (@)
Description and Instruction

E-mail in outbox isn t beeing sent

Incident Description

E-mail in outbox won t go out

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.

% Intervention Detail

Open Time
Close time :

Expiration Time

Worle Duration (j hhimm:ss)

Transpoertation Dwration (j hhimm:ss)

Owner

Hature intervention :

@ Activities

& hszignes Detail

LUNLCE =5 O B

1070424 19:31:13

~
fo-oaom |
foo:o0:0 |
[Eeleon ]
Freselution [~]

Incident Information

Parent Incident :

Category
hrea

Sub-ares :

Impact
Urgency
Priority :

Mlert Status

Expected Resolution Time

F[MIDUDT

&

incident

failure

job failed

H = User

1 - Critical

E-fieh

rupdated

v

probsannarytask. glprobsunnarytask, view)

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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?L—?n HP Service Nanager — Intervention : IN10007-004 — HP Service Nanager Client

AR vriven &

[ T Systen Navigater 22| 5 & 7 7 O [& Database & Intervention Guene: Acti [ Intervention Hueue: Acti [2 Display Which Intervention?

|[E| = [ connection - PBTEST ~ll -

- FR Favorites and Dasbboawrds

. = [Eg e Havi gation m Servics Affected CT Open Tine Status Priority Title ~
1 B Chanes Nansganent INL0003-003 Wyl ces advman-lapt-111 10/04/24 19:, . trsmaferrsd 3 Add mers memery card

IN10007-004 E-nail / Webmail No adv-nan-server-mail 10/04/24 18 assigned z E-mail in outbox isn't b

[ « 0E 8§ Cancel 4 Prewious [b Next ob Add Save feHCleze O, Find (=7 Fill (D) Clecks
[E@ Configuration Manazeme

-
Contracts 3 Provide an activity update =l (" &

) 24

[ER Resources -

2[5 Configaration W
@ Adninistration

= [ Incident Management ID Intervention :  [TWI0007-004 | | % Intervention Detail | & Aetivities | & Assignes Detail
[ Tools Status [Foset ]
[ Ineident Quene Open Time 10/04/24 19:31:13
18 Gt i o i —
[ Open New Incident Aesigment Growp  Field Support Gwia) 5] Expiration Time -
[ Open Hew Intervention

[ Search Incidents Assignes e it |Frones TonE) Work Duration (j bhimm:ss) fia:00- 00 |
[ Search Enowledgebaze Tramsportation Duration ( Khomm:ss) fio:o0m |
[ Fnowledze Manazement

B Froblun Mansgunent Ovnar [ileem |
@ Request Managenent Service [E-mail / Webnail (Morth mmerica) [FQJ Hature intervention : Feselution [~]
[ Service Catalog Affected CT : advnan-server-mail E®)]
B0 Survica Dok

[5@ Service Level Management

E-mail in outhox isn' t heeing sent .
@ Systen Adninistration ® Parent Incident : [miodaT )]
Tailoring
S hudit Category [incident
@ Benchnark Utility hres [Failure
[ Differential Upgrade Sub-area : R
[E@ Document Engine Incident Description
[ Event Services E-mail in outbox wor i go out Inpact fr=Tzer
[ Fnowledze Engineering U gency 1 - Critical
[ Fotifirations Priority : E- Meh
R S6L Utilities
@ Tailoring Tools Alert Status : fipdated v | &
@ Web Services Expected Resolution Time : I ]
[ Datsbase Dictionary
| @ Database Manager v Location [sdvantageHor th Anerica FEE
S | 3 ™

probsummarytask g(probsummarytask view)

After input some update and click ‘Save’, the intervention status is
changed to ‘closed’. All fields are gray and become read-only.

& HP Service Manager — Intervention : INL0007-004 — HP Service Manager Client

File Edit findow Help
(B & e T @ B

B | B5lSyreen Havigator 52 a2~ =0 Database Intervention Queue: Acti... Intervention Quene: Acti.. Display Which Intervention?
&
&/ =@ & tomnection - PRUTEST All~ = = —
3 Favorites and Dashboards
. =l Merw Havigation m Service Affected CT Open Time Status Friority Title ~
i EQ Chenge Menagenent L IW10007-004 E-mail f Webmail for... advnamserver—msil 10/04/24 19:.., closed 2 E-mail in outbex isn t bee..
=-{ig Comfiguration Management < | =

B Mninistration W 0K 8 Caneel 4t Previows b Wext b Add [ Save §1Close O, Find P Fill (D) Clocks B5 w
[ Configuration Manageme

Eg Contracts (1] Intervention record updated. l !H* W‘jm(éﬂl a
# 5§ Resources B

=l Incident Management ID Intervention :  THLOOOT-004 ] [ % Intervention Detail | & Activities | ¢ Assignee Detail
E@ Tools Status [Losed I~
[ Incident Gueue Open Tine : 10/04/2¢ 19:31.15
18 vt oo i ———
[ Open Wew Incident Assigment Group o [Field Support (heia) Expiration Time
[ Open Wew Intervention

[ Search Incidents Aasi gree e Tt Feete $ork Durstion (j hhinmiss) fo-00:00 |
[ Search Enowledgebase Transportation Iuration j hhimm:ss) pooaon ]
0 ¥nowledgze Management

[ Problen Management Affected Ttem Oymer [Eleon |
@ Request Managenent Service [Email / Webmail Olorth Anerical (Q) Hature intervention Fesalution [~
g Service Catalog Affented CI [ — @
(50 Service Desk Description and Instruction Incident Information

{50 Service Level Management

5 Systen Adninistration E-mail in cutbox i=n’t besing sent Parent Ineident F[MIEIUEIT | @

B e o
[ Benchmark Utility Area [Failure
g Differential Upgrade Sub-erea : Tob failed
D bocmnt Sncine
B Event Services E-nail in outbex wen t ga out Inpact fi - User
g Knowledge Engineering Urgency L - Critical
[ Fotifications Priority : E- Men
g 54L Utilities
[ Tailoring Tosls Aert Status fpdated ~ | -
g teb Services Expected Eezelution Time : I B
[ Database Dictionary
[ Database Wanager v Location : [edvantage/North hnavica BE®)

< [ | 3 v

probsunmarytask. g (probsunmarytask. view)
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Note: You must close all related interventions before closing an incident.
Or it will pop up an notification. Shown as below

%— Intervention Queus: A ..

%— Display Which Interwve. ..

=

E = O

%— Intervention Queune: A .. @ Update Incident Humbe. ..

v 0K # Cancel Save & Undo ﬁclose O‘Find DEFill -@Clocks Apply Template

- 2

Incident ID:
Status:

Az=zignment

IIMIDDDT |

pen

4 Incident Detail | < Interventions

Incident Detail

@ hetivities

L LNPR B B (D ]

& hffected Services

Azzignment Group: Fetwork Category: incident
hzzignes: Mrecident. Managzer hrea failure
Yendor: Sub-area: flob failed
Reference Humber:

= User A
Service: = Critical A
Affected CT: s\ Attention!Tou could not close this ineident unless all related £ = liligh

’ interventionz are clozed
Critical CI

DCI iz operatidg
Outage Start: updated

Outage End:
L - Froblem Management Candidate
Location: advantage/Horth America D Candidate for Enowledge DB
Clozure Code:
Title:

Selution:

ﬁ—mail in outbox isn' t beeing sent |

Deseription:

Search Knowledge @

-mail in outbex won't zo out

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

‘Related Records” form.

LS L wpEn s AISIL CLaws Slawa w usiviLe s -
110005 07/09/07 05:57:00 closed Closed WMicrosoft Offic..  Applications Microsoft Office keeps asking to install Language packs b
110005 07/09/07 06:05:00 closed Closed adv-nam-desk... MyDevices Fop-up appears while working with Office, Office needs install
IM10nNN7 N7Nams N7-NnA-Nn nnated Anen aru-nam-=en: F-mail [ Weh F-mail in niithiny ient heeinn cent v

| >

v OE % Cancel < Prewious <& Hext @Reopen | save & Unda O‘ Find DEFill @ Clacks Apply Template = v

R

Bt = a

Incident ID: [[M10008 & Activities | & Affected Services | & SLA | & Related Records |
Status: Clozed

- % Interactionz | ¢ Interventions | % Incidents | & Changes | & Quotes 1
Az=z1gnment
Assigoment Group: Sares ek In Service hffe. .. Op. .. Status  Pri... Title
h=signee: Frcident. Coordinator {IML000E-001 Mylevices adv—. .. 10/, .. closed 3 Fop—. ..
Vendor: IMi000&-002 Myllevices adv—. .. 10/... clozed 3 Fop—. ..
Reference Humber:

Affected Items

Service: ylevices @
hffected CI: adv—rnam-desl—1689 @
Critieal CT FPending Change

CI iz operational (no ocutage)
DT/09/07 08:00:00

Outage Start:

Outage End: 10/04/12 14:00:18
Location: |advantageerorth America |
Title:

lPop—up appears while working with Office, Office needs installation 01

Description:

weryday around lunch time my FC starts rebooting for no apparent rea
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Error! Use the Home tab to apply
Chapter to the text that you want
to appear here.

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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