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Preface

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 Management Module

1.1 Install Intervention Management Kit

Install the intervention management kit (for merge customization
function),the following will be added to system manage.

Filename

Name

Note

dbdict

probsummarytask

format

probsummarytask
probsummarytask.g
probsummarytask.choose
probsummarytask.incident.description
probsummarytask.incident.log
probsummarytask.operator.contact
probsummarytask.qbe
probsummarytask.related
advFind.intervention.search
sc.manage.intervention.g

formactrl

probsummarytask

link

probsummarytask

Object

probsummarytask

States

probsummarytask.view
probsummarytask.search

Process

probsummarytask.view
probsummarytask.sort
filter.activity.intervention
probsummarytask.cancel

displayscreen

probsummarytask.view
probsummarytask.choose
apm.search.probsummarytask.display

displayoption

apm.edit.problem_newintervention
apm.search.probsummarytask.display_*
probsummarytask.choose_*
probsummarytask.view_*
scm.advanced_newintervention

Wizard

Add Intervention Choose

TodoMap

probsummarytask

cascadeupd

probsummarytask

SearchConfig

probsummarytask

number

probsummarytask




scmessage class="intervention”

class="fc" and message.id#"230"

class="SearchConfig" and
message.id#"probsummarytask"

class="tablename" and message.id="probsummarytask"

Trigger after.probsummarytask.update

ScriptLibrary |intervention
ossgeneric

Inbox Active Interventions
My Active Interventions

1.2 Customization
The following need to be manually updated in SM.

Filename |[Name Note
dbdict probsummary alias number
dbdict pmenv Add fields:

intervention.cancel
intervention.close
intervention.contact
intervention.external
intervention.open
intervention.update
intervention.page

format IIM.update.incident Add intervention related
IM.close.incident form and profile
pm.profile.g

menu M

pmenv sysadmin

link probsummary

displayopt |id="apm.edit.problem_close"
ion 1d="apm.edit.problem_close.bg"

1.2.1 Update dbdict probsummary

Enter ‘dbidct’ in command line, input ‘probsummary’




= HP Service Nanager — Dbdict — HP Service Nanager Client

File Edit Hindow Help
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£8 Configuratic
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-l Resomrces
[y Baseline
[y OT Gueue
I [ @ CT Relati File Home: frebsumary
I [ Configure
[ Device T5
[ Manage Sc
[ Search CI
[ LA Tnfom
[y Subseript @
£ Incident Manage s
8 Enowledge Mansg
£ Problen Managen
B Bequest Managen
0 Service Catalog
@ Service Desk
@ Service Level M
@ Systen Adninist
[ Tailoring
-0 mudit
-0 Benchmark Tt
-0 Differential
-8 Docunent Eng
£8 Event Servic
0 ¥nowledze Er
0 Fotificatior
i AL Utilitie
ER Tailarine Te Y
< i | 3
Create alias ¢ ber.vj.int tion’ f b
reate alilas number.vj.intervention Iior number.
L
+ UK $8 Cancel < Prewious b Hext a Delete Dbdict Record New Field/Key “T5Edit Field/Key gagInport new columns from SQL B
Hame Type Lewel Index SHL Hame SHL Type SAL Table [
desecriptor k structure u] 1 B
mmber character 1 1 HIMBER VARCHARZ (307 ml ;
number. attach character 1 1
number. vj character 1 1
mumber. vj. alerts character 1 1
number. ¥j. intervention character 1 1
munber. vj. sla character 1 1
mumber. ¥j. sla character 1 1
wj. namber. 1 character 1 1
wj. namber. 2 character 1 1
wj. namber. 3 character 1 1
wj. namber. 4 character 1 1
wj. namber. 5 character 1 1
wj. namber. B character 1 1
wj. namber. alarm character 1 1
category character 1 2 CATEGORY VARCHARZ (50) ml
open. time dateftime 1 3 OFEH_TIME DATE ml
opened. by character 1 4 OPENED_BY VARCHARZ (50 1
priority. code character 1 5 FRIORITY_CODE VARCHARZ (40) ml
severity character 1 B SEVERITY VARCHARZ (50) ml
update. time date/time 1 T UFDATE_TIME DATE ml
azzignment character 1 g ASSTGHMENT VARCHARZ (50) ml
referral. time dateftime 1 9 REFERRAL_TIME DATE ml
referred. to character 1 ] REFERRED_TO VARCHARZ (140) ml

1.2.2 Update probsummary link

Enter ‘link’ in command line, input ‘probsummary’




E v 0K 98 Cancel < Prewiousz <& Next cp Add HSave L‘Ek]]elete

Linn riic

Hame: pr obsummary Syztem: ﬁncident Management

Deseription:

Source Field Fame Target File Name Target Form. .. Target Field Hame  Add Query Comments a
depend rootcause rootcause id fquery (from the above ¥T)
operator operator niame Fquery
number. vj activity number Fquery
$G. activity. type activity rumber Fquery used for the actiwity 1.
datestamp
number. vj. =sla slaactive foreign. key foreign. filename="probzummary”
mumber. vj. alerts Alert unique. key alert. type="sla” and file name="probsummary” ...
logical. name. vj. sloavail slamonthly logical. name awail. type="uptime” and yewr=year (tod()) and ...
logical. name. vj. duration slamonthly logical. name avail. type="duration” and year=year (tod()) an...
opened by operator operator. wiew name Fquery
updated by operator operator. wiew name Fquery
closed by operator operator. view name fquery
folder FolderDef folder $ln query
affected. services device logical. name
affected item device logical. name Foquery
mamber. ¥j. sla sloresponse foreign. key foreign. filename="probsummary”
mumber. ¥j. intervention probsummarytask incident.id ¥I OHLY
number probzummarytask mumber Foquery (from the abowve ¥J)
id probsummarytask id Fquery
contact. name. vj incidents ezs. 50, my. qbe contact. name Fquery ¥I OHLY
vi. umber. slarm TTAlarms TTID Fouery
detailed zerwice. name device logical. name ¥I OHLY
b

Add number.vj.intervention

13 i YAE= D

Field (From/Source): File (TofTarget): Format (To/Target): Field (To/Target):
Inumber. wj.intervention | [probsummarytask | | | |incident. id
Comment.: T OHLY
Huery:
HEE Format: | Structured Array Name: |

< Expressions | < Jawascript

Source Field (Fill To/Post From) Target Field (Fill From/Fost Tal

mumber. ¥j. intervention incident. id

< Post Expressions | < Fost Jawaszcript

Add number




ﬁBack Af Previens b Wext [ Sawe L‘Ek]]elete d_ﬂExpand N

NGRS 0D ]

Field Q’om;‘rSource): File (To/Target]: Format (TofTarget): Field (To/Target):
Inumber | [probsummarytask | | | Inumber

Comment : (from the sbove VI

Query: Fquery

QBE Format | Structured Array Hame: |

< Expressions | < Jawaseript

$query="number=curzor. field contents (J”

Source Field (Fill TofPost From) Target Field (Fill From/Fost Tao)

4 Post Expressions | ¢ Fost Javazeript

Add id

% NP B

Field (From/Source): File (To/Target): Format [(TofTarget): Field (To/Target):
|id | [probsummarytask | | | |id

Comment:

Query: fhquery

QEE Format: | Structuwred Array Hame: |

< Expressions | ¢ Javascript

fquery="id=curzor. field. contents ()"

Seurce Field (Fill To/Fost From) Target Field (Fill From/Fost Tao)

% Post Expressions | ¢ Fost Javascript




1.2.3 Update IM.update.incident form

Enter fd’ in command line, and search IM.update.incident,Click Design.You will go
to the design form.

File Edit indow Help

B e ¥r V@D B

[ Bisysten 8., 32 T O [B Configuration Ite... [B Configuration Its... = O || B Broperties 2 =8
& E & 7 ||« ox % cancal =g Notebook Tab
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n* R Favorites anc = heceszible Dezaription
-l Mer Navigati (|00 T [B @ @ (& = 0 < [ro = hecessible Hame
(5@ Change Na wll | Caption Creste Intervention
=i Coni gura Tocident I0: [ ] | Incident Detsil | ¢ Interventiens | 7i0 | caption Condition
BQ panini || Stetes L T¥l | G creste Trtorention | O Bateh Ceesting Tnters B e Pagul2T2BI8T S8TL
g Config = snit - - - Visible ) )
g contre Azzignment Grou Intervention Management Visible Condition
= [ Resour hiezi gnee = 2 ;
[ as Open Few Intervention
(&0 Vendor:
[ cI Reference Funbs
[ con Ffected
%nev Menaged Object: |
M, . =
[8 5en Affected CI: : @
g | ]
[ 5 Location —
(5@ Incident ! T
Eg luonledee Affected Services
@ Protlen 1 Service Hame Customer Hame
@ Request . !
g service ©
g service I,
g service L
R Systen Adr
= [ Tailoring
D hudit
[E@ Benchn
B Differ Title:
@ Docune [ |
@ Event :
@ Knowle Description: Search
@ Fotifi B
g saL vt
@ FR Tai e ¥ i
< | 2 X

2) Add Open new intervention button with button id 642.
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v 0E #8 Cancel
HxObhoo aadD
TR E e (&

Incident ID:

L |
[ [¥]

Status:

s

goment Gro

h=signee:

Vendor

% Incident Detail

EEm@mil O @

U= e e B R

.

@ Interventions |~ 10

& Create Intervention | < Batch Creating %terv..

Tntervention Management

Open New Intervention

Reference Humbe =

hffected CI: @

|
L

Affected Services

Location:

Service Name Cuztomer Hame

Title:

[ |

Deseription:

3)Add subform which point to ‘probsummarytask.related’ input:
number.vj.intervention.

Lgurmuien sue
¥ Cancel

lBoro celo s
=l

L ]
s [

J UALLIBUT LI UL Lk

4 Incident Detail

4 Create Intervention

[ FUIMs Uemlguer. L., o =

B R OF @

9 BHEHS B

.

4 Interventions 10

4 Batch Creating Interv. ..

nee a

Intervention Management

Open Hew Intervention

ence Hunbe

-
It
ed Object:
ted CI: @
ion:
tted Servwices
vice Name Customer Hame ol
n
ption: Search

Tl e

B - Composite Button
Property | value
Ealloon Help Open a new Intervention for cwrrent Incids
Futton ID B4z
A ||Butten ID Condition
| ||Captien
Caption Condition
Height -]
Image File
Image and Caption O
Justification Laft
Hame
Push Image
Style Flat
Tab Stop 5
Vizible
Vizible Condition
Width 93
X 1
T 1
w
k4
IN. update. ineident
= vy —
- Subformat
Froperty |‘ﬁ'alue
Display Blank [l
Display Using Table
~ |
~||||Height 30
Input rumber. vj. intervention
Hame
Virtual Join
Vizible
Vizible Condition
Width 103
X 1
T g
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1.2.4 Update IM.close.incident form

Enter fd’ in command line, and search IM.close.incident, Click Design.You will go to
the design form.

Go to ‘Related Records’, Add ‘Interventions’ notebook Tab.

= HP Service Nanager — Forms Designer: IN.close.incident — HP Service Hanager Client

File Edit Hindow Help

= ¥y V@R | &

T |5 Systen Favigator 02 I = O [& Configaration Tte .. ‘@-cunflg\nmn Ite.. m > =0 Properties zz] =8
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hid [ Fevorites and Dash = Tizplay Blank
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|

#-Eg Contracts Mssigmment Grou Virtusl Join ¥l
=g Resources Visible =
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! H il
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£ Incident Wanage Putage Sten [T L

£8 Enowledge Manag Fulage End. |:|:|

£8 Problen Managen
@ Bequest Managen [mem

£ Service Catalog Title -

@ Servics Desk [ |
@ service Level B
0 System Administ

= [ Tailoring

D Audit

g Benchmark Ut
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-6 Docunent Eng
-5 Event Servic
-5 Knowledge Er
-5 Fotificatior
BB AL Ukilitie

w FR Tailavine T
< | ¥ < i} >

Fescripuon:

|

1.2.5 Update pmenv file
Go to pmenv table, and add the following fields,which data type is logical:
intervention.cancel
intervention.close
intervention.contact
intervention.external
intervention.open
intervention.update

intervention.page
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g “Of || IS S&¥e M MeTTEsn | g SOYT OF 1Taex

heme

g inactivate Fields and kevs definitions for the pmenv table

[ Eg inbox. edit ~ Fields
[fg inbox. search Select any field to view and edit its properties
ineident. print. format

incident. search. Format B3 intervention. open ~
initial. inbos [ intervention page
initial. incident. format B3 intervention update
initial. ineident. inbox g ir. query
[ intervention. cancel g list edit
[EJ intervention close B3 lock. eall. on. display
g intervention contact B Lock. on. display
[ intervention sxternal B log
By log. all
g intervention page log. format
[ intervention. update macro. problen. format —
g ir. query g mass. insctivate
g List. edit By massclose
g Lock eall. on display max. hits
[ Lock: on. display max. levels
g log By modi EyTemplate
) Log. all name v

Hew field

Search field. ..

Log. format « Keys

macro. problen. format Select a key to view its properties. Each table must have at least ene
[T mass. inactivate —| | unique key.
[ massclose

mas. hits &= Unique: mame

max. levels
) modi fyTemplate

g mew. category
Tg notes

[T noti fy
notify. fornat
[T open

g owerride -

| > Table |Fields and Keys

1.2.6 Update pm.profile.g form

General properties

Edit the gemeral properties of the field Note! only scalar fi
can change typs

Hane intervention open
# Data type: [Logical

Index: 106

Caption: |Intervention Dpen

Rename the field

Create default help on this field
Search for specific help on this field in forms

= Aliases

hdd or delete aliases.

+ SQL mapping
SQL mapping properties
SOL table alias: |

SOL field neme: |

L data type: |

SOL data length: |
- Data policy
Define rules for the data

Default walue: |

Data encrypted [ ]
Match table: |

Enter ‘fd’ in command line, and search pm.profile.g, Click Design.You will go to the

design form.

Add ‘Interventions Rights’ notebook Tab,add the following check box with the

related input defined in 2-2-5

13



[ %

=28 %dict % [ Edit Link Line  |[5 x [

v OE. 3% Chancel

HrODODUWDO Ot dmBomil O @
DIDREedmE 0 9O HEHk& B

Inecident Management Security Profile

@ Security | 4 Forms | ¢ Incident Matching ... | & FEnowledze-Pak Wiew. ..

< Default Rights | 4 Security Folders | < Intervention Rights

Eﬂpen L ] |:|Close DDisplay Con
[ipdate [rancel [IDisplay Ext
I:lPaging

- 4

= O | = Properties I =0
Checkbox
Property |‘|l'alue
hecessible Deseription
Acceszzible Name
Array Length 1]
Caption Open
Caption Condition
Data Changed Event u]
Foreground Color W tlack
Height z
Input intervention. open
Hame
Read-Only O]
Read-Only Condition
Selected Condition
Tab Stop u]
¥isible ]
¥izsible Condition
Hidth 28
X 4
T 1

pm. profile. g

If you want to give the use intervention privilege, go to System Administration-

Profiles-Incident Management Profile, click search, and you can see all roles. Take

sysadmin for an example, you can click the check box to give him the related

privilledge.

14



HP Service Hanager Oser Incident Pro sysadmin HP Service Hanager C

= Edit findow Help

B g vr PV @D R

T | 25l System Navigator zg} & 7 T O [& To Do Quene: My To Do List
E] g o7 e Al v [EMass Add P Mass Update [Mass Delete [Mass Unload &9 Refresh B @l
[ CT Relationship Subtypes

P [ Configuration Ttem Eelationsh Line

[ Devics Trpes ERALT
configuration auditor

incident smalyst
incident cosrdinater

b SLA Infornation incident manager
B Subscriptions initiator
. Tneident M N eperator
o 8 Ine: dent Menagenen problen manager/ceord
#-E Enowledge Menagement service desk sgent
-5 Problem Management service desk manager
# £ Request Management service tech
i G Service Catalog sysadmnin
i B Service Desk =
6 Service Level Mansgenent ' 0K Cancel +F Prewi T Hext ad [Hs B, Delet F Q, Find =7 Fil1 i
B Syeten Adnistration = % Cance vevious ext on ave elete arms in i s
& B Base Systen Configuation "l;h HM[@
=) [ Ongoing Maintenance
(5 Communi cation Mtilities Incident Nanagement Security Profile
@ 5 Environment Records
g Groups Profile name : [rsednin
(#-{E Mendanten =
= B Petch Release @ Security | ¢ Forns | & Incidsot Matching Options |
=) gy Profiles
[ Change Management Frofiles & Bights | & Intervention Bights |

[ Configuration Management F
[ Contract Management Prafil
[ Incident Management Frofil
[ Knowledge Management Erofi
[ Problem Wanagement Profile
[y Request Wanagement Profile
[ Service Desk Profiles

[ Service Levsl Management I

-5 System

isplay Contact

isplay External

Words

Security Folders v
il | E]]

i
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v O0E 9 Cancel 25w
iy OOhmo a4 doeoEBEommEi O @

MOREE® Dm0 9 G Ss b

.8
Incident Management Security Frofile
Profile name : | |
L= Securk.%y i Forms | % Incident Matching ... i Knowledge-Fak View...
| | Forms L L
i Dafanlt Rights it}' Folders | < Interwvention Rights
Dﬂpen |:|Clu:-5e D]:Iispla}' Con-
DUpdate DC&ncel D]:Iispla}' Ext,
DPaging
| | L]
L - = w

1.2.7 Update IM menu

Enter ‘menu’ in command line, input ‘IM’,add the bottom two line:
Open New Intervention

Condition :index("IncidentAdmin", $lo.ucapex)>0 or index("SysAdmin",
$lo.ucapex)>0 or index("incident management", $lo.ucapex)>0

Intervention Queue

Condition: index("IncidentAdmin", $lo.ucapex)>0 or index("SysAdmin",
$lo.ucapex)>0 or index("incident management", $lo.ucapex)>0

16



=

= [F Connectioz s

Edit
Blok= ¥ iven %

52| = O [& Te Do Qusus: My To Do List

Hindow Help

[& Vser Incident Frofils

sysadnin

=28~
Hane
ER Fawori-
g Mer 1|6
£ tha

= gt
&8

v (7 Mess Unload

Commands

[Z « 0K 9 Cancel 4 Prewioms b Wext dp Add

Save [ Delete

Forms O, Find = Fill

Menu

!

EEE v

>

I M=

Menu Fame: F[M Format ’“Enu ui. pm
Option # Group Deseription Com Application Parameter Farameter Value Th Condition
1 Incident Qusue sc.setup. manage  stringl problem lioption("Ineident Management™) and Cindex (“incid.
2 Search Incidents apm. search. pr true  index("IneidentAdnin”, $lo.ncaper)?D or index (“Sy.
3 Back  memu mansger nane $1o. home true  mame in $mm. menu“=fle. home
1 [}g Tools Tools: :Probable C databese name probable. cause true  licption("Ineident Management”) and lindex (“ineid
11 Tools Tools: :Sunmary Link se.search engine  {"name”,“q... {“link”, "name=\"build.... true  index("incident management”, $leo.ucspex)?) or ind.
G Tne 12 Tools Tools: :Reset Down . clear. down true  index("Syshdnin”, $lo.ueapex)D or index ("Inciden
D lne 15 Search Enowledgebase g2t zearch. ap. true  index("Syshdmin”, $le.ucapex)?) or index (“Inciden.
al’ro' 17 Tools Tools: :Downtime database name downtime. graph true index ("ineident management”, $lo.ucapex)’0 or ind
g Rex 52 memL managsr name $1o. home trus  mame in $nm. memn=3le. hons
g ser 23 System Status system. status true  index ("Syshdnin”, $lo. ueapex)30
g Ser 24 ServiceManager Mail mail. scenter trus  true
ﬁ Ser] 30 Open Wew Ineident apm. first true index ("ineident management”, $lo.ucapex)’0 and ev.
13 Tools Tools! :Sub-area databasze name product. type true  index("Incidenthdnin”, $lo.ucapex)?l or index ("Sy.
11 Tools Tools: :Froblen Types database name problem. type true  index("IneidenthAdnin”, $lo.ucapex)?0 or index (“Sy.
a5 Tools Tools: :Categorias se.zesrch engine  mame category true  index("Incidenthdnin”, $lo.ucapex)?l or index ("Sy.
% Tools Tools :Area database nane subeategory true  index("Incidenthdnin”, $lo.ucapex)?D or index (“Sy.
55 Open Hew Interven... wizard run name Add Intervention Choese  true  index (TneidentAdnin”, $1le.ucapex)?0 or index ("Sy.
65 Intervention Queue se.setup. manage  stringl probsunnarytask true  index("Incidenthdnin”, $lo.ucapex)?D or index (“Sy.

3
kS v
Then you will see the following menu under Incident Management:
menu v =
5 System Navigater 7 287 °0E & =

=l [ Connection — PEMTEST

=g

R Favorites and Dashboards
Mem Navigation
@ Chanze Manazement
[E@ Confizuration Managenent
[ Incident Management
E@ Toel=
[ Incident aﬁue
[ Intervention Gueue
[ Open Hew Incident
[ Open Wew Intervention
[y Search Incidents
[ Search Knowledgebase
@ Enowledge Management
[EQ Problem Managenent
[E@ Bequest Management
g Service Catelog
@ Service Desk
[ Service Level Management
[Eg S¥sten Adninistration
= [ Tailoring
F@ hudit
EQ Benchnark Utility
[ Differential Upgrade
@ Document Engine
@ Event Services
[ Knowledge Engineering
(g Fetifications
[ SAL Utilities
@ Teiloring Tools
g #eb Services
[ Database Dictionary
[ Database Manager
[ Data Folicy
[ Fermat Contral
[ Forns Designer

© Befresh List

Quene: [f= To [se] View: Jiy To To List [~]
bi Module Status Mo . | Torg . B cm
5010318 Interaction Open — L... fsdf 3 - Average
SD10461 Interaction Open - Idle aaaa 2 - High
SD10482 Interaction Open - L = 1 - Critical
SI10485  Trteraction DOpen - L .. Test yyy 2 - High
SD10496 Interaction Open — Idle dfsdfsdfsdf 2 - High

1.2.8 Update display option

Enter ‘do’ in command line, input :apm.edit.problem_close
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B
&
‘B = e b

[ |E5lsysten Hawigator 52

[B || = [ Connection - FEMTEST
e -3 Favorites and Dashboards
. =g Merm Havigation
i[9 Chanze Management
i-[5g Configuration Manazement
- Incident Management
7 g Tools
[ Incident Queue
[ Intervention Quene
[ Open Wew Incident

[ Open Wew Intervention

[ Search Incidents
[ Search Enowledgebase
i 5@ Knowledze Manazement
i[53 Problem Management
i 5@ Request Management
i Service Catalog
i @ Service Desk
i @ Service Level Manazement
@ System Administration
2 g Tailoring
7 g udit
5 Benchnark Utility
(5 Diffarentisl Upgrade
# [5g Document Engine
5 Event Services
5 knowledze Enginesring
- Fotifications
g AL Milities
£ Tailoring Tools
- Web Services
[ Datsbase Dictionary
[ Database Menager
[ Dats Folicy
[ @ Fermat Contrel
[ @ Fermz Designer
[ RAD Editor
[ @ Report %riter

Add the following items in Post Rad Expressions

Ve | g

ST T O [ To Do Gmemer My To Do List [

A [ Back b Add 4 Search

Display Application Option Definition

Sereen ID |

| [IMadi fies Eecord

Unique 10 fopn it problen_closs

GUL eption:

Text Option
Bank

Balloon Help (If Option < 2000
Default Lahel
Text Alternative

- [=]x]

=8

LA = 0]

hetion:

back, cloze, and mors are speeisl

Condition:

User Condition:

& RAD | & Comments

& Pre Rad Expressions | & Pre Javascript

% Bed | Post Red Empressions | & Post Javascript

Expressions srs evalusted after optiom iz selscted, but befers the RAD call

[ + 0K $ Cancel <} Previous & Next oh hdd [of Save Sk Delete

Display Application Option Definition

.
Sereen II: |apm. edit.logoblen

Modifies Record

sl

B =

hetion: 10

Unique ID:

|apm. =dit. problem_close

nothing |v|

GUI option:
Text Option:
Bank:
Conditien:

User Conditioen:

& BAD | < Comments

% FPre Rad Expressions

]

i

il

back, close, and more are special

Balloon Help (If Option < 200): [loze Record

Default Label: [loze

Text Alternative:

tatus in §L filed ="closed” and L mode ="close” and nullsub (L new. status, status in L. f:

Ted) ="resolved” and evaluate (FL. tablehccess. o

& Pre Jawaseript

< Rad | < Post Rad Expressions

4 Post Jawascript

$L.re=false;$L re=rtecall ("policycheck”, $L. errcode, $L. filed);if (not $L.re) then (L. ds. actien="do nothing”)
if (jseall ("intervention ValidCloture”, $L filed)=1) then (L. ds.action="clese")

if (jseall ("intervention ValidTloture®, $L filed)=0) then ($dum=jsecall ("KMUtils demessageBox”,

Do the same thing to display option apm.edit.problem_close.bg

“Attention!Teu could mot close thiz incident unless a1l related interventi
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2.1 Install Telecom CI Types Kit

Chapter 2

Telecom CI Types Definition

Install the Telecom CI Types kit (for merge customization function),the

following will be added to system manage.

Filename |[Name Note
dbdict customer

dbdict network

dbdict terminationpoint
dbdict telesoftware
dbdict equipment

dbdict connection

dbdict topologicallink
dbdict trail

dbdict managedelement
dbdict mocirl

dbdict resservicerelation
devtype |Customer
devtype |Network

devtype |Terminationpoint
devtype |Software

devtype |Equipment
devtype |Connection
devtype |Topologicallink
devtype |Trail

devtype |Managedelement
joindef joincustomer
joindef joinnetwork
joindef jointerminationpoint
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joindef jointelesoftware
joindef joinequipment
joindef joinconnection
joindef jointopologicallink
joindef jointrail
joindef joinmanagedelement
erddef filel=device
file2=customer
erddef filel=device
file2=network
erddef filel=device
file2=terminationpoint
erddef file1="device"
file2=telesoftware
erddef file1="device"
file2= connection
erddef file1="device"
file2= topologicallink
erddef file1="device"
file2= trail
erddef file1="device"
file2= managedelement
format customer
format networkservice.browse.g
format networkservice.related.incident.
g
format networkservice
format terminationpoint
format telesoftware
format equipment
format connection
format topologicallink
format trail
format managedelement
format mocirl
format resservicerelation
formatctrl \networkservice.browse
link networkservice.browse
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2.2 Update configurationltem form

Enter fd’ in command line, and search configurationltem,Click
Design.You will go to the design form.

Add notebook for each CI Type. For example, you can add ‘Trail’ with
related fields,with visible conditions: [type]="trail"

- HF Service NManager — Forms Designer: configurationltem — HP Service Manager Client

file Edit findew Help

&l ok Yy V@R R

T | Bl system Ha.. 52T O [[B Te Do Qusue: My Te Do List = O | Breperties 2’&’1 =0
gl £ 7 VUK % Cancel =g Notebook Tab
& [ Comnection - FENTA | (K | 2 [ 0 O h@@@@mmmﬁﬂ O ® Broperty |value |
i -3 Favorites and — e Accessible Description
=l Mena Navigatic | |0 M [@ = @ [ =m 0 < 1 & | B Accessible Hame
5@ Change Mans - A ||Caption Trail
& B Configurati FI Tdentifier & Baseline | & Managed State | 7it | |Caption Condition
£ Hane Hame page1271948356526
sset Tag @ Trail | @ Custoner | & Additional | 7i Visible
- - - Visible Condition [typel="trail"
. l’frall Hame:
wrer :@ qQ Tx & End Hame
Config adnin arof 1 (L Tx Trail Layer 3
= @ Swport Groups |7 | | [ TxIEndWame: [
B Enowledge b
. Support Groups
R Erotlen Nu on Bandwidth:
- Request Mar )
g Service Cat 7o Head:
D Service Te: o Tail:
i Vrf K m
@ Service Les e a pn Vrf Wame
@ Systen Adni L pn Vrf Rd
= [ Tailoring 'pn Vrf Rdtarget
- ndit
-E Benchna
B Differm
@ Docunenl) | Version
£ Event 5 Serial Funber: [ ]
B Fnowled: Title } - -
B Woritic Forms Dasigner: configu oii ol Lan]
£8 s s
£ Tailoris Pastriptinn
£@ Web Ser
[ Databas:
[ Databas:
~[gs Data Pal
[ g Format 1
e S— L
< il | ) < il >

FomEi mmeati anTdem

21



Chapter 3

Incident Management Enhancement

3.1 Install Incident Management Enhancement
Kit

Install the incident management enhancement kit (for merge
customization function),the following will be added to system manage.

Filename Name Note
dbdict TTAlarms
format TTAlarms.list.g

formatctrl login. DEFAULT

displayoption apm.first_impact

apm.edit.problem_impact

ScriptLibrary IncidentEnhancement

common

category

producttype

subcategory

3.2 Customization

3.2.1 Update dbdict probsummary

First of all, you should use the following statement to create a table in
your SM database.

(

create table PROBSUMMARYC1

"NUMBER" VARCHAR2(90),
RECORD_NUMBER INTEGER,
DETAILED_SERVICE_NAME VARCHAR2(200),
DETAILED_SERVICE_CRITICAL CHAR(1),

DETAILED_SERVICE_PRIORITY VARCHARZ2(5),
DETAILED_SERVICE_SUBSCRIBER VARCHAR2(200),
DETAILED_SERVICE_INFO VARCHAR2(512));

(

create table PROBSUMMARYB1

"NUMBER"  VARCHAR2(50),
RECORD_NUMBER INTEGER,
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FAILED_ITEM VARCHAR2(200),
FAILED_REASON VARCHAR2(50)

)i

3.211 Add alias tables to probsummary

1) Log on HP Service manager7.11 via “falcon” account.

2) From the Service Manager main menu, Click Tailoring >Database
Dictionary.

3) Type “probsummary” into the File Name field.
4) Click Search.

& HP Service Manager - Dbdict - HP Service Manager Client

EN English (United States) Bl 7

File Edit Window Help

B o |ddet vy V@R &
[ | &5l system Navigatar 52 B9 Y -0 =)
‘El = [ cannection - cpmgtmd 1_PEM_Dev_Configur: || « B 2 w
2 R Favorites and Dashboards
s = Eﬁ Menu Mavigation File Name
o @ Change Management probsummary
@ Configuration Management probsummar ytask
R Indident Management
-E@ knowledge Management [ « Ok # Cancel 4 Previous b Next B DeleteDbdictRecord [Ef New FieldiKey 33 EditField/Key gy Import new columns from SQL = -

@ Problem Management
B Request Management
B Service Catalog

B Service Desk

B Service Level Management
@ System Administration

@ Knowledae Engineering
R Notfications

8 sqL utilities

R Talloring Tools

R web Services

[ Database Dicbonary
[ g Database Manager
~Lgb Data Policy

- [ Format Contrel

i :B Forms Designer

- [ RaD Editor

} Report Writer

Mame: |pr0bsummary | Status:

Case Mode:  Case Sensitive

LUNLCEY =5 O B

& Fields | & Keys | & SQLTables |

EB Tailoring
g Audit alias | Name Type Table Keys Table Options
[E@ Benchmark Uity ml PROBSUMMARYM1 oracle10
[ ifferential Upgrade at PROBSUMMARYAL oradell 1
6 Document Engine bt PROBSUMMARYS1 oracle10
g event services c1 PROBSUMMARYC1 oracke10

Gy Messages 30

4 =08

—'| (3 unload record updated.
(2 unload record added.

Run Report

} Seript Library

Scripts

} Templates

[ @ Unload Seript Uity

- } View Knowledge Base

[

|~
|

‘dbuﬁ\.main .

Tistat Ec B

Tnbox - Micr...

B HPEMREE nyf 7} Help - Edips... F3 Miqosoft Ex... fi 2 Windows ... - | [ 2 Miqosoft...

B:®2

/(%) 7:54PM

5) Add a Alias named “b1”,’c1”. Table named “PROBSUMMARYB1”,
“PROBSUMMARYC17;

3.21.2 Add fields to probsummary

1) Log on HP Service manager7.11 via “falcon” account.

2) From the Service Manager main menu, Click Tailoring >Database
Dictionary.

3) Type “probsummary” into the File Name field.
4) Click Search.
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i Fle Edit WView Insert Format Tools

Type & question for help = %
D EE RO GRITE XGBB8 AR B e @) sz -0 -8 7 u|E lA- B
T —

R : R Y

ble Window Help

Legal Notices
BPreface
Purpose
Intended Audience
Prior knowledge of Service Manager and relatec
=11 Overview
1-1 Purpose
B2 Intervention Management
2-1 Install Intervention Management Kit
E2-2 Customization
2-2-1 Update dbdict probsummary
2-2-2 Update probsummary link -
2-2-3 Update IM.update.incident form -
2-2-4 Update IM.close.incident form i
2-2-5 Update pmenv file .
2-2-6 Update pm.profile.g form _ T v ox ®ore o eves 3 ren By ocewOboRerd [ vewPeiey Tyestreiver a.mw«“m.mﬁmsm
2-2-7 Update IM menu - . . - v
2-2-8 Update display option . 1
B3 Configuration Management Enhancement
3-1 Install Configuration Management Enhan
3-2 Update configurationItem form
E4 Incident Management Enhancement
4-1 Install Incident Manage ment Enhanceme
E4-2 Customization R
E4-2-1 Update dbdict probsummary .
4-2-1-1 Add alias tables to probsummar I
212 '

4-2-2 Update probsummary link

i3

Preface

4) Click S8earch

“ow(g

I oo Ex.

v

= i_
iDraw~ L | Auteshapes~ N w [ O A [ Al £

Page 25 Sec 7 25/25 At 0.97 Ln2 Col 1

5) Add two structures named failed.items and detailed.affected.services.
The detail information as above picture.

6) Click Ok to save the changes.

3.21.3 Create alias to the fields of probsummary

Please refer to 2-2-1 to create alias for “NUMBER?” field , alias name is
vj.number.alarm

3.2.2 Update probsummary link

1) Enter ‘link’ in command line, input ‘probsummary’

+ OK 9 Cancel 4} Previous b Next ch Add H Save & Delete el 4
rumber.vi.sla slaactive foreign.key foreign. flename ="probsum... Lo |
rumber,vj.alerts Alert unique.key alert.type="sla" and file.na...
logical.name. vj. sloavai slamanthly logical.name aval.type="uptime" and ye...
logical.name. vj.duration slamanthly logical.name avall.type="duration” and v...
opened.by operator operator, view name Squery
updated.by operator operator, view name Sgquery
closed.by operator operator, view name Sgquery
folder FolderDef folder Sin.query
affected.services device logical.name
affected.item device logical.name Sguery
number., vj.slo sloresponse foreign.key foreign. filename="probsum. ..
number, vj.intervention probsummarytask incident.id VIONLY =
number probsummarytask number Sguery (from t. =
id probzummarytask id squery
contact.name. vj incidents es8.50.my.ghe contact.name squery VI OMLY
wj.number.alarm TTalarms TTID squery

< i | @ -
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2) Add a line to the end of the line, just like the following information.

Source Field Target File | Target Format | Target Field Name | Add Comm.
Name Name Name Query

vi.number.alarm | TTAlarms TTID $query

3) Click Ok.

3.2.3 Update IM.open.incident format control

1) Log on HP Service manager7.11 via “falcon” account.

2) From the Service Manager main menu, Click Tailoring > Format
Control.

3) Type “IM.open.incident” into the name field

8 HP Service Manager - Search Format Control Records - HP Service Manager Client EN English (United States) Bl -
Fle Edit Window Help

BafF v iven &
[E | Rl system Navigator 2% sl = scarch Format Control Records X =8
‘El 5D 7 ||Esack Efvew o search -
@ change Management A llln w JE[‘B ~
o &R configuration Managemer ‘* :
[E@ Incident Management
[ knowledge Management

E Problem Manzgement Format Control Maintenance - Main Information
@ Request Management
g service Catalog Name: [M.open.incident
o N
i [ Service Desk Flle Name:
R service Level Managemen
R System Administration System:
= @ Tailoring Query Format:
B aut Defauit QBE Fmt:
@ Benchmark Utiity
[ER Differential Upgrade
[ Document Engine [ save Copy Default Sort sequence for queries
B8 Event Services [Ostored Form Name
[ER knowledge Engineerin Dlrunserpt

@ Notifications
g 5QL Utilties [Juse Default Sort
[Eg Taloring Tools

@ Web Services

} Database Dictionary
} Database Manager
} Data Palicy

} Farmat Control

} Forms Designer -
[& RaD Editar & Messages 52 Z =0
@ Report writer

[ & Run Report

| @ Scrint Library

| @ Scrints =

[ g Templates

Lgh Unload Seript Uity

L gh View Knowledge Base

R

Initislization Expressions

formatetrl. maint.initial.g(fc. search)

2] - Inbox - Micra... B HP40iREE nyf A} Help -Edipse ... | E3 Microsoft Exc... @ 2 Windows... - | 5 HP Problem M... service Ma... & ) + B F sasem

4) Click Search.
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File Edit Window

Help

HE- AN o

=
=

EN English {United States|

5] system Navigator £2 =0 =0
B 7 |« 0K ® Cancel b Add [H Seve B Delete B -

[~

-E@ Configuration Managemer
B Incident Management
- knowledge

-E@ change Management A

LLNLCE = O B

B Problem Management
@ Request Management
@ Service Catalog

@ Service Desk

@ Service Level Managemen
@ System Administration

= EB Tailoring

BB Audit

@ Benchmark Utility
R Differential Upgrade
R Document Engine
R event Services

R Knowledae Engineerin
R Notfications

£ 0L Utiities

£ Tailoring Todls

@ Web Services

- :B Database Dictionary
- 3 Database Manager
} Data Policy

} Farmat Control
Forms Designer

[ & RAD Editor

} Report Writer

RuN Report

[ @ seript Ubrary

Scripts =
[ Templates

[ Unload Script Uity

[ g View Knowledge Base
o [ Wizards 3

m | =

[ Faorms ] [ Queries ] [Ca\culaﬁons ] [ JavaScript ] [ Validations ] [Submuhnes ] [Addl Opﬁons] [ Privieges ]
Format Control Maintenance - Main Information

Name: [iM.open.incident View: short

File Mame:

System: ncident Management

Query Format:

Default QBE Fmt:

[¥]save Capy
[Cstared Form Name
[CJRun seript

[Juse pefault sort

Default Sort sequence for queries

Initialization Expressions

%Massages 9 4 =8

Inbox - Micro...

|Formatctrl maint.offc. view)

A HPADISEE nyf E3 Microsoft Exc... @ 2 Windows ... - HP Problem M... HP Service Ma...

* BANGFE s36Pm

File Edit Window

Help

EN English (United States) Bl 7

B el vy V@R &

=
&)

= system Navigator 52 =

|~

=8
& 7 | v ook [Heack g oadd [H save Bl Delete B -
@ Change Management el l n W Em -~
@Conﬁguraﬁonmanagemer " -
B Incident Management -
Forms ueries Calculations Ja Validations Subroutines Addl Options Privieges
B knowecos [ ] [ ] J ( | | [addoprons] [ Pieges ]
G Problem Management Format Control Maintenance - JavaScript
[E® Request Management
BB service Catlog Mame: M.apen.indident view: shart
(5@ Service Desk
@ Service Level Managemen
- E@ System Administration add Upd Del Dis Initizl E
- s e e U e ey e H N
BB Audit = .
! Tvar incident-system vars $file. a
@ Benchmark Uity 2war warProduct_type=incident . product_type: =T
g Differential Upgrade 3var varM0_nams-incident managed_chject. = I
; 1//Replace """ to " "
D it Ei . =
@ peument Engine Swar regS = new RegEzp("~""."gi"):
g event services 6if (varMO_nams) L]
@ Knowledge Engineerin 7 warM(O_nane=varHO_name.replace(regS " H
Eg Hoshcations g Svar varhffectedltem: I
B8 50 Utiites dvar customerid: b
) G gt iCEile. 5 mmm s o w2 Em o Em o Em D Em o Em o Em o =EmYa
@ Taloring Taols
[ web services
[@ Database Dictionary Add Upd Del Dis Initial
| @ Database Manager | | 10 0 |
[ Data Policy
[ Format contral | 1
g Forms Designer e
- Rao Editor G Messages 32 | 4 =8
~[gh Report Writer
Run Report
- 3 Script Library
Scripts m
}Temp\abes

} Unload Script Uity
} View Knawledge Base

} Wizards

|+

formatctrl.maint. javascript.b.g{fc. view)

E3 Microsoft Ex

0§ HP Problem

Set add option equal to “true”
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Add the following script into the red quadrangle part.

var incident=system.vars.S$file;
var varProduct type=incident.product type;
var varMO name=incident.managed object;
//Replace """ to "'"
var regS = new RegExp ("\"","gi");
if (varMO name)
varMO_name:varMO_pame.replace(regS,"'");
var varAffectedItem;
var customerid;
//1)Calculate priority.
system.library.IncidentEnhancement.update priority ();
if (varProduct type=="TeMIP")
{
//2)Lookup MO related Service CI
varAffectedItem =
system.library.TelcoApplication.lookup affected ci (varMO name);
incident.logical name=varAffectedItem;

//Lookup CI type

var ci type =
system.library.TelcoApplication.lookup ci_type (varAffectedItem, incid
ent) ;

//1if (!ci type) return;

if (ci type=="network")

{

//Set related services, customers and incidents.

system.library.TelcoApplication.service lookup_action (varAffectedIte
m, incident)
} else({
//Set related resource, services, customers and incidents

system.library.TelcoApplication.resource_lookup action (varAffectedIt
em, incident)

}

3.2.4 Update IM.update.incident format control
1) Log on HP Service manager7.11 via “falcon” account.

2) From the Service Manager main menu, Click Tailoring > Format
Control.

3) Type “IM.update.incident” into the name field
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EN English {United States) [

File Edit Window Help
B ol ¥y V@R &

[ |25l system Navigator 33 =0 earch Format Control Records =)
‘El & 7 ||[Hoack Efnew 4 search = -
@ change Management A& l n H Em A
0* 8 Configuration Managemer "

@ Incident Management
BB knowledge Management

@ Problem Management Format Control Maintenance - Main Information

-5 Request Management

@ Service Catalog Mame: IM.update.incident]

{5 Service Desk

File Name:

B Service Level Managemen
@ System Administration System: =
- [ Tailoring Query Format:

@ Audit

@ Benchmark Utility

@ Differential Upgrade

@ Document Engine [Jsave Copy Default Sort sequence for queries

g E“E”f‘ 5;”“555 [ stored Form Name
Knowledge Engineerin

@ Motifications [CJRun seript

[ saL Utiites [Juse Default Sart -

R Tailoring Tools

R web Services

[ Database Dicbonary

[ % Database Manager

- Data Policy

[ g Format Contral

Farms Designer b

- [ Rap Ecitor 4 Messages X g =0

i :B Report Writer

Run Report

} Script Library

Scripts

} Templates

} Unload Script Uity

} View Knawledge Base

L@ wizards . g

.
il | E

Default QBE Fmt:

Initialization Expressions

|~

formatetrl.maint.initial g{fc.search)

HP Service Manage
Fle Edit Window Help

HF- AN dr V@R
5! System Navigator &2 =0 =0

=]
= S Y |/ ok 8 Cancel dnoadd [ save [k Delete il
B Change Maragement & I n " Em Al
0% @ Configuration Managemer 2
B Incident Management [

@ Knowledge

@ Problem Management
@ Request Management
[ service Catalog Name: M.opdate.inddent View:
BB service Desk

@ Service Level Managemen
D System Administration System: ncident Management
= [ig§ Tailoring Query Format:
BB audit Diefault GBE Fmt:
R Benchmark Utiity
{ER Differential Upgrade
@ Document Engine [#]save Capy Default Sort sequence for queries
g Event Services [stored Form Name

Knowledge Engineerin

E@ Notifications T DRen seript
@ s Utiities [Juse Default Sort b
@ Tailoring Tools
@ Web Services
} Database Dictionary
} Database Manager
} Data Palicy
} Farmat Control
L@ Forms Designer e
[ @ raD Editor & Messages 22 4 =8
[ @ Report writer
Run Report
[ seript Ubrary
Seripts =
[ Templates
- [ Unload Script Uity
- :B View Knowledge Base
'_; 3 Wizards 3

% i | 3

Forms ] [ Queries ] [Ca\culaﬁons ] [ JavaScript ] [ validations ] [Submuhnes ] [Addl Opﬁons] [ Privieges ]

Format Control Maintenance - Main Information

short

File Mame:

Initialization Expressions

formatctrl. maint.g(fc. view)

5) Click Javascript.
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HP Service Manager - Format Control: IM.update.incident - HP Service Manager Client
Fle Edit

Window Help

EN English (United S

B gl gr iv@en &

ormat Control: IM.upd:

=
=

5] system Navigator £2 =0

=0

ok [Heack db add [ save Bk Delete

sl -

[~

-E@ Configuration Managemer
B Incident Management

-E@ change Management A

LLNLCE = O B

[ Faorms ] [ Queries ] [Calculaﬁons]

[ Validations ] [Subrouﬁnes ]

- knowledge
B Problem Management
@ Request Management
@ Service Catalog

@ Service Desk

@ Service Level Managemen
E System Administration

= EB Tailoring

BB Audit

@ Benchmark Utility

R Differential Upgrade
R Document Engine

R event Services

R Knowledae Engineerin
R Notfications

£ 0L Utiities

£ Tailoring Todls

@ Web Services

- :B Database Dictionary
- 3 Database Manager
} Data Policy

} Farmat Control

Forms Designer

[ & RAD Editor

} Report Writer

RuN Report

[ @ seript Ubrary

Scripts =
[ Templates

[ Unload Script Uity

[ g View Knowledge Base
o } waas 3
il | =

[Adlepuons] [ Privieges ]

Format Control Maintenance - JavaScript

Name: IM.update.incddent

Add Upd Del Dis

Initial

| e |

View: short

lwar incident=systen.wvars $file:
2systemn. library. TelcoApplication update affected_ci_groups({incident}):

add Upd

Initial

| 1

@b Messages X l

4 =0

Inbox - Mi...

B HP4mF 3 Help - Edip... E3 Micosoft ... i@ 2 Windo... -~

T HP Proble...

= HP Service...

[formatctrl.maint.javascript b.g(fc. view)

& Lingoes 8:45PM

Add above information into your format control.

3.2.5 Update IM.update.incident Form

3.2.5.1

Add affected service table

1) Log on HP Service manager7.11 via “falcon” account.

EiBAC

2) From the Service Manager main menu, Click Tailoring > Forms
Designer.

3) Type “IM.update.incident” into the name field
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File Edit Window Help

‘B [E ¥y V@D &
5 System Navigstor S:(} BEg~"08 -

1=}
=) R Favorites and Dashboards ~| ) E Back [=F New =
Menu Navigation

| T tremmeenen T = o B
- Configuration Management

B Incident Management

@ Knowledge Management

@ Problem Management

@ Request Management

@ Service Catslog

BB service Desk

@ Service Level Management

@ System Administration

Forms Designer

= Eﬁ%“ﬂﬂng Form: FM.update.mudent ‘
Audit
R Benchmark Utiity Flle: | ‘
{ER Differential Upgrade
@ Document Engine Language: [raish [~

£ Event Services

R Knowledae Engineering
£ Notifications

£ saL Utiities a
@ Tailoring Tools

@ Web Services

} Database Dictionary
} Database Manager
} Data Palicy

} Farmat Control
%;rgv;)::rlgner & Messages 32 4 =8
[ @ Report writer

[ Run Report

[ seript Ubrary

- Seripts L
[ Templates

- [ Unload Script Uity

- :B View Knowledge Base

- :B Wizards

- [ Aporoval Delegation b)

format prompt.initial.a{forms.designer. prompt.aui)

15 Start 3 [E] 1nbox - Mi... B HPATRE... A Help -Edip... | E3 Micosoft ... fi& 2 Windo... ~ | Ui HPProble... £ HP Service... |k Lingoes oA BA () s

4) Click Search.

HP Service Manager - Forms Designer: IM.update.incident - HP Service Manager Client
File Edit Window Help

B e ¥y iVeR &

[ | Bl system Navigatar 331 (=l E N = Forms Designer: IM.update.incident X = E|| Properties 5% =)
‘El @ Favorites and Dashboards |} Ok # Cancel B - Format
= Eﬁ Menu Mavigation

- E change Management A obuno oawdd Eil O @ Property value |
@ Configuration Management = - Type getFormRes;
B Incident Management o N Minimum Width 1
R Knowledge Management Minimum Height -1
5@ Problem Management
B Request Management
@ Service Catalog
B Service Desk lAssignment Group: E Category:
B Service Level Management
3 System Administration L —_—
EE% Tailoring endor: & Sub-area: F
B Audit Reference Number: e
g Benchmark Utiity Afh =
@ Differential Uparade Urgency: |v

8 Document Engine o J Priority:

BB Event Services pffected CI: &
B knowledge Engineering | Service Contract:

[E8 Notifications LA Target Date: l:l]
@ saL utiites 'jcahnn: F hlert Status: -
R Talloring Tools

£ web Services affected Services L
- } Database Dictionary Service Name Customer Name L

[ Database Manager

| gh Data Policy [Closure Code: &

- [ Format Control < i | s
Forms Desigrer
[Bruo o & Messages 33 4 =B
= 3 Report Writer

Run Report

} Seript Library

Scripts —
} Templates

} Unload Script Uttlity

L@ view Knowledge Base

[ wizards

- [ & Approval Deleqation vl

EN English (United States) ]

~
& Incident Detall | $ Interventons | ¢ Relsted Alarms | & £

Incident Detail

lAssignee: & frea:

|«

‘IM.updabe.inudent

2 Windows I HP Probl

5) Add a table to the form. Please refer to the following picture.

30



File Edit Window Help

B o o>

{5 System Navigator £2 1

]
= [EG) Favorites and Dashboards
e Menu Navigation
- B Change Management
- Configuration Management
B Incident Management
@ Knowledge Management
@ Problem Management
@ Request Management
@ Service Catslog

BB service Desk

@ Service Level Management
@ System Administration
= [ig§ Tailoring
B audit
R Benchmark Utiity
{ER Differential Upgrade
& Document Engine
£ Event Services
R Knowledae Engineering
£ Notifications
£ saL Utiities
@ Tailoring Tools
@ Web Services
} Database Dictionary
} Database Manager
} Data Palicy
} Farmat Control
} Forms Designer
[ @ RAD Editor
[ @ Report writer

[ Run Report
[ seript Ubrary
- Seripts
[ Templates
- [ Unload Script Uity
- :B View Knowledge Base
- :B Wizards

- [ Aporoval Delegation

ven %
E@--0

EN English {United States|

= O || = properties 12 =0
v 0K % Cancel sl - Table
HrObwo o delomil ox © s |value |
— Mame table 1272300088529
DODRERE® &= sl ¥ :
T £ ,
[ FLA Target Date: [1 Y F)
fmm”: F\Iert Status: T |||t 1
Height 14
- L Visible =]
Service Name Customer Name L Visible Condition
Tab Stop il
F‘lusur& Code: [ f[Fent Helvetica
quﬁom _ | [Font Increase 0
u L Read-Only v
Read-Only Condition
—1||Foreground Colar Condition
Columns Service Name;Customer Mame
. Column Headings ]
Multiple Selection O
[t ruldar:i[ Selection Field
[ | Default Button ID 0
Double-Click Button ID 8
Pes:ripﬁun: ‘ Search Knowledge Double-Click Field
Bold Condition
Italic Condition
Ll
< 1l >
Q)Messages 231 4 =0

HP Problem M...

|IM.update.incident

6) Click Ok.

3.2.5.2

Add “Related alarms” SubForm

Please refer to 2-2-3 section to add a sub form to IM.update.incident form.

The detail information as follows.

=] Properties 52 } =78 = Properties 52 I =8
Table Column Table Column

Praperty | Value bl Property | Value [ f

Mame Input1272800083531 MName INput1272800100520

X 10 w 10

¥ 10 ¥ 10

Width g Width 8

Height 2 Height 2

Visible %] Visible ]

Visible Condition Visible Condition

Caption Service Name Caption Customer Name

Caption Condition = Caption Condition =

Input detailed.affected services Input detailed. affected.services

Accessible Name Accessible Name

Accessible Description Accessible Description

Field detailed.service.name Field detailed, service.subscriber

Column Width Percent 50.0 Column Width Percent 50.0

Minimum Column Width 1 Mirimum Column Wicth 1

Clickable Title %] Clickable Title ]

Buttan ID column 1272800088530 Button ID column 1272500100519

Shaow Title 5| Shaw Title I~ |

Value List Value List

Bitmap File Bitmap File

Display List Display List

Select Only ] Select Only O

Rezd-Only O Read-Only O

Maximum Chars v ~| Madimum Chars o &
g =10l 2 =l
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®oR W

fslsy. ®| T 0

g
€] =~

ER ravorita
0 -l Menut

|

I

Eryr ey L T

|~

= E|| = Praperties 331 =)
v 0K Cancel Subformat
Hh]Ebwmo oaddo DORE® = Property [ velue
= Name
£ 3 1
ncdent 10: Incident Detail | @ Interventions | @ Related Alarms | & Activities | & =1 ?
Width i1
Ftﬂms’ - Height 52
[Assignment _ ||| visibe ]
lAssignment Group: Visible Condition
lcsignee: Format TTAlarms.list.g
anes: Virtual Join ]
‘endar: Display Blank [}
Reference Number: Display Using Table )
S Input i, rumber. slarm
laffected CT: #(q
'ﬂ(ahun: &
Affected Services
Service Name Customer Name
L |
<l i 3
(% Messages 52 4. =8

[0 2 Windo.

IM,update.incident
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