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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. 

 Troubleshooting information 

 Patches and updates 

 Problem reporting 

 Training information 

 Support program information 
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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  
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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 

IM.close.incident 

pm.profile.g 

Add intervention related 

form and profile 

menu IM  

pmenv sysadmin  

link probsummary  

displayopt

ion 

id="apm.edit.problem_close" 

id="apm.edit.problem_close.bg" 

 

 

1.2.1 Update dbdict probsummary 

Enter „dbidct‟ in command line, input „probsummary‟ 
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Create alias „number.vj.intervention‟ for number. 

 

 

1.2.2 Update probsummary link 

Enter „link‟ in command line, input „probsummary‟ 
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Add number.vj.intervention 

 

  

Add  number  
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Add id 
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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. 

1) Add „Create Intervention‟ notebook Tab. 

 

  

2) Add  Open new intervention button with button id 642. 
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3)Add subform which point to „probsummarytask.related‟ input: 

number.vj.intervention. 
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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. 

 

 

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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1.2.6 Update pm.profile.g form 

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 
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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. 
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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 
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Then you will see the following menu under Incident Management: 

 

 

 

1.2.8 Update display option 

Enter „do‟ in command line, input :apm.edit.problem_close 
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Add the following items in Post Rad Expressions 

 

 

 

Do the same thing to display option apm.edit.problem_close.bg 
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Chapter 2 
Telecom CI Types Definition 

2.1 Install Telecom CI Types Kit 
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 file1=device 

file2=customer 

 

erddef file1=device  

file2=network 

 

erddef file1=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 configurationItem form 
Enter „fd‟ in command line, and search configurationItem,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" 
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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         VARCHAR2(5), 

    DETAILED_SERVICE_SUBSCRIBER  VARCHAR2(200), 

    DETAILED_SERVICE_INFO                 VARCHAR2(512)); 

create table  PROBSUMMARYB1 

( 

  "NUMBER"        VARCHAR2(90), 

  RECORD_NUMBER INTEGER, 
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  FAILED_ITEM   VARCHAR2(200), 

  FAILED_REASON VARCHAR2(50) 

); 

 

3.2.1.1 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. 

 

 

 

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

“PROBSUMMARYC1”; 

 

3.2.1.2 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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5) Add  two structures named failed.items and detailed.affected.services. 

The detail information as above picture. 

6) Click Ok to save the changes. 

 

3.2.1.3 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‟ 
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2) Add a line to the end of the line, just like the following information. 

Source Field 

Name 

Target File 

Name 

Target Format 

Name 

Target Field Name Add 

Query 

Comm. 

vj.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  

 

  

4) Click Search. 
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5) Click JavaScirpt button. 

 

 

Set add option equal to “true” 
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Add the following script into the red quadrangle part. 
var incident=system.vars.$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_name.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); 

  //if (!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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4) Click Search. 

 

 

 

5) Click Javascript. 
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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. 

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

Designer. 

3) Type “IM.update.incident” into the name field  
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4) Click Search. 

 

  

5) Add a table to the form. Please refer to the following picture. 
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The detail information of the column as follows. 

           

       

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. 
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