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Preface

This document describes the administration and trouble shooting tasks of
Incident & Problem Management Extension version 1.0.0 developed based
on HP Service Manager 7.11.

Intended Audience

This manual provides information needed for system administrator to
perform the daily maintenance task of the IPM product.

Prior knowledge of Service Manager and related knowledge is required.

Unless otherwise specified, all operations and commands described in this
guide must be performed by a system administrator logged in with
general system privileges, 1,e, as user administrator, falcon, etc.

Document Structure

The chapters in this document provide information as follows:

e Chapter 1 provides an overview of the Incident & Problem
Management Extension.

Chapter 2 provides information on the starting and stopping
procedure.

Chapter 3 provides information on Incident & Problem
Management Extension administration.

Chapter 4 provides information on Logging and Tracing.

Chapter 5 provides information on trouble shooting.

Reference and Associated Documents

oHP NGOSS Incident and Problem Management Extension Version
1.0.0 - Telco CI Types Definition User Guide

oHP NGOSS Incident and Problem Management Extension Version
1.0.0 - VIP Customer Self Service User Guide

oHP NGOSS Incident and Problem Management Extension Version
1.0.0 - Data Loading User Guide

oHP NGOSS Incident and Problem Management Extension Version
1.0.0 - Incident Management Enhancement User Guide

oHP NGOSS Incident and Problem Management Extension Version
1.0.0 - Intervention Management User Guide

oHP NGOSS Incident and Problem Management Extension Version
1.0.0 - Merge Customization function User Guide

eHP NGOSS Incident and Problem Management Extension Version
1.0.0 - Merge Customization function Localization User Guide




eHP NGOSS Incident and Problem Management Extension Version
1.0.0 - Installation Guide

eHP NGOSS Incident and Problem Management Extension Version
1.0.0 - Installation Guide for Service Manager9.20

eHP NGOSS Incident and Problem Management Extension Version
1.0.0 - SOA Integration Installation and Configuration Guide

Terms and Acronyms

Table 1: List of Terms and Acronyms

Term Description

SM HP Service Manager 7.11/9.20

HP universal Configuration
uCMDB Management Data base product.
UTM Unified Topology Manager
IPM HP NGOSS SM Incident & Problem

Management Extension Value Package

Support

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

e Troubleshooting information
e Patches and updates

e Problem reporting

e Training information

e Support program information




Chapter 1
Overview

1.1 Products Goals
HP NGOSS SM Incident & Problem Management Extension includes

some enhancements compare to Service Manager7.11/9.20:

VIP Customer Requests

Service Manager Operators
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Figure1. Incident & Problem Management Extension Architecture

¢ Predefine category, domain and sub-domain used in Telecom ITSM

domain.

e Develop an priority algorithm to seek the highest possible priority

(based on the service hierarchy and location).

e Enables the simultaneous support of several interventions for the
same incident and therefore the configuration element in

connection with the incident, to expedite its resolution
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e Service Manager Service Desk template definition (ESS) for the

important business customers.

e Uses SOA PE Manager and OSS/J (JSR 91 Trouble Ticket) adapter
to manage the customer sessions which spread in different spaces

and give the customer better Economies of Scale

e Provide Out-of-the-box Telecom CI type, attributes and relationship
information based on information within the TM Forum SID, the
HP Telco Universe as well as project knowledge. Definition of how

the solution ties in with the Telco Universe and uCMDB.

¢ Integration and federation of data from a sources such as inventory
management systems (Telcordia Granite) as well as free-form
sources such as CSV files into Service Manager via a common
interface such as uUCMDB and UTM. Features include data ETL
(preparation, parsing, analysis, mapping, comparison,

committing).Incident Management enhancement

1.2 Software Capabilities

1.2.1 Incident Management Enhancement

1.2.1.1 Workflow with TeMIP Integration

If an incident comes from TeMIP alarms, when the incident creates, the

following steps should be done by automatically.

1) Look up the related resource CI with MO name.

2) Look up the related services Cls with the resource CIs.

3) Look up the related incidents with the services CIs and resources Cls.

4) Put all these information together and related to the incident as a

reference.

When the four steps done, all the relevant information will stored in the
incident information. When the Service Desk opens this incident, he can

see the relevant services, resources, related incidents.

1.2.1.2 Telecom Category Definition
It is a Telecom-based hierarchy meant to easily classify the ticket in

telecom domains. The three-level hierarchy (category, Domain, and Sub-




Domain) creates a “sentence” that clearly and uniquely defines the issue

without ambiguity.

1.2.1.3 Priority Calculation
The priority Calculation can be configured. A parameter
“$G.PriorityCalculationWay” is provided on the Format Control
“login. DEFAULT” of HP Service Manager7.11 products. And user can

define the calculation related to this parameter. Here is the value of the

parameter.
Value Description
1 Standard priority calculation
Priority = (impact + urgency)/2

2 Priority related to the hierarchy of affected Cls of
incident.

3 Remain for user to define.

4 Remain for user to define.

5 Remain for user to define.
Remain for user to define.

1.2.2 Intervention Management
The Intervention Management process is used to manage simultaneously
tasks performed by different support team which can reduce the

resolution time for the incident.
The functions of the intervention management process are:
e C(Create Interventions from an incident

¢ Assign interventions to the correct work group(s) either manually or

automatically for execution
e Track and Manage progress of the intervention
e Track the historic activities of the intervention

e Manage the intervention queue

1.2.3 Configuration Management Enhancement
The package provides a set of configuration model of the services, assets
and infrastructure and the relationships between service assets and
configuration items in Telco fields. These CI types are defined based on

M.3100.




Modeling the customer, service and resource configuration items and

building their relationships.

Defines MO and CI relationship in SM to support the integration between
SM and TeMIP. When an incident in created from TeMIP, MO
information is sent. Through looking up the relationship table, affected CI

will be found.

1.2.4 VIP Customer Self Service
From the self service component, VIP customer could do the following

actions:
e Search Knowledgebase

View the VIP customer’s relevant requests.

View the VIP customer’s ordered services.

Submit a request

Search request

1.2.5 SOA Policy Enforcer V3.10 Integration
The package integrates HP Service Manager7.11 with HP SOA Policy
Enforcer V3.10 enables the policy enhancement on the web services which

HP Service Manager7.11 opens to external system.

SOA Policy Enforcer V3.10 will act as a web service manager in this
integration. The web service consumer (third-party software, e.g. HP
TeMIP product) can communicate with SM by calling web services
managed on SOA Policy Enforcer to finish following SM incidents

operations:

e Create Trouble Ticket

e Update Trouble Ticket

e Re-open Trouble Ticket

e Get Trouble Ticket Information

e C(Close Trouble Ticket

1.2.6 Generic Data Loading tool
Generic Data Loading tool mainly implement loading data from external
inventory system into Service Manager. There will be two ways to load the

data from Granite into Service Manager.




1) Using uCMDB as a transit station.
a)Need to configure federation between uCMDB and Granite

b)Loading data from uCMDB into Service Manager via Connect IT.

Granite Invento . .
I " ry Federation Service Manager
System

2) Loading data from CSV file into Service Manager

Service Manager

The data models should be according to the Telecom CI types.

1.3 International support

IPM product only provides English and French version for Service

Manager7.11 and only English version for Service Manager9.20 until now.

For the character encoding, the character encoding of all the configuration

files is UTF-8.
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Chapter 2

Starting and Stopping Procedure

2.1 Dependency

Before starting and stopping procedure, you must to verify the following
prerequisites.

1. HP Service Manager7.11/9.20 Server has been installed and
configured correctly.

2. HP Service Oriented Architecture Policy Enforcer 3.10 has
been installed and configured correctly.

3. HP uCMDB9.0 has been installed and started successfully.
4. HP Connect-IT 3.90 has been installed successfully.

5. Incident & Problem Management Extension package has been
installed successfully.

Note: HP Connect-IT3.90 only support Windows Operating
System.

2.2 Starting Procedure

2.2.1 For Windows OS

2.2.1.1 Starting Service Manager

In the host of HP Service Manager is running on, using the following

steps to start:

1.

2
3.
4

5.

Click Start ----- > Control Panel.
Double-click Administrative Tools.
Double-click Services.

Select the HP Service Manager 7.11 Server.

Note: if you install HP Service Manager9.20, then you may select HP

Service Manager 9.20 Server.

From the toolbar, click the Start Service button.

Note: You can configure Service Manager to start automatically

2.2.1.2 Starting HP SOA Policy Enforcer

In the host of HP SOA Policy Enforcer is running on, using the following
command to start:
1. Click Start —> Control Panel.

11



2. Doubleclick Administrative Tools.

3. Double<click Services.

4. Select the HP Software SOA Policy Enforcer v3.10 Network
Services

5. From the toolbar, click the Start Service button to start broker server.

6. Select the HP Software SOA Policy Enforcer v3.10 Broker

7. From the toolbar, click the Start Service button to start network services.

Note: You can configure two services above to start automatically

2.2.1.3 Run Data Loading scenario in Connect-IT scenario builder

In the host of HP Connect IT is running on, using the following step to
build Generic Data Loading package:

1. Open the PBMGranite.scn on the machine installed with Connect-IT.
Click ‘Produce in debug mode’

ile Edt Display Favorites Scenatio Tools Monitors  Administration  Java  Help

AU IR TEITE e E B TR HE @0 ek ke
a & Produce in debug mode {test production of documents)

ewlett-Packard - .
= ﬁAsselEenterﬁAssetMaﬂagercu Global Exception

B AssetCenter/baset Manage
3 BizDoc
@ Business Service Management
= Conliguration Management can
= [ Desktop Invertary connect ®  Universal CMDB (Java) ® SenviceCenter/Senvice Manager
 Desktop Inventary 7 & 16.173.247.62:8080 ) Basic engine @ 16.173.245.33.1 2690
Desktop Inventary & = —
sh Enterprise Discavery conne
= #h Enterprise Discovery conne a | |
sh Enterprise Discavery 2.0 -
__,.h Enterprize Discovery 2. ail of the connector 'Uni CMDB [, bal')
sh Enterprise Discavery 2%
+h Enterprise Discovery 2.1 & Cornect-lt log m Document log l Drocument lypes
= E,E I-nventory tanager connec! Message Date
EE :nventory manager ;;I o Ma records in ServiceCenter match the filter condition 'evmap="GetResAM" and evtype="output™ 201072131758
L = @ Processing svent GetResAML. . 20107-21317:58
’;‘deme” DI’PE CtDT:ezc = @ Invalid event map GetFesRML' for event GetResRML' 2010-7-2 131758
= Managemenl F‘mtal EID o Mo records in ServiceCenter match the filter condition 'evmap="GetResRML" and evtype="output'", 2010-7-213.17:58
& Nl al;agfamen s - b Processing event Hothlews' 2010-7-2 131768
1 @ SEV\_‘W 3 ISC?VEW N = o Invalid event map 'HotNews' for event HotMews'. 2010-7-213.17:58
er\;ce VEE o cfn:zc ors o Ma records in ServiceCenter match the filter condition 'evmap="HotMews" and evtype="output™. 2010-F-21317:58
A ,.,EW!DE ,_VEn,S - ,,I v - Processing event nmpmc... 201072131759
» = o Invalid event map 'nm problem close’ for event ‘nmpme’ 2010-7-21317:59
ame: Hewlett Packard o Mo records in ServiceCenter match the filker condition 'evmap="nm problem close' and evtype="output™. 201072131759
escription: This branch groups al - @ Processing event 'nmpma’.. 2010-7-21317:89
swlett-Packard connectors, = o Invalid event map 'nm problem open’ for event ‘nmpma’ 201072131753
o Ma records in ServiceCenter match the filter condition 'evmap="nm problem open” and evtppe="output'", 2010-7-21317:53
= o Processing event ‘nmpmu’ 2010-7-21317:53
= o Invalid event map 'nm problem update' for event 'nmpmu’. 2010-7-213.17.59
o Ma records in ServiceCenter match the filter condition 'evmap="nm problem update'" and evtype="output™ 2010-7-213:17:53
= o Processing event ‘pmm’... 2010-7-213.17:59
= rvalid event map 'problem mobile checkout/in' for event 'prm'’. -7 .
Irvalid ‘probl bile checkout/in' fi prnre 2010-7-21317:59
o Mo records in ServiceCenter match the filker condition ‘evmap="problem mobile checkout/in™ and evtype="output'", 201072131753
E rocessing event 'saprecl... -7 :
Py i k [ 2010-7-21317:59
E nvalid event map “saprecl for event ‘saprecl. -7- :
Invalid E I't ! I 2010-7-21317:59
o Mo records in ServiceCenter match the filter condition 'evmap="saprecl" and evtppe="output'" 2010-7-21317:53
— oading document bype extension fils ‘0 YProgram Filss onnect-t entconfighschoonhnhscdb? chg -7~ -
€ Loading d file 'D:4P Files\HPC 1t 391 entconfighschconfin\scdb?. chg’ 2010-7-21317:59

2. After successfully run the scenario, the result will be shown in
Connect-IT log. You can see how many documents are produced, how
many are processed successfully and how many are rejected.
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) Hewlet-Packard
E @ AgzetCentertdsset Manager co
B AssetCenter fisset Manage

% BizDoc

@ Business Service Management

E Configuration Management con

= % Desklap Inventory connect
% Desktap Inventary 7

Desktap Inventary &
5 Enterprise Discovery conne
& Enterprise Discovery conne
&5 Enterprise Discovery 2.0
h Enterprise Discovery 2.7
s Enterprise Discavery 2
b Enterprise Discavery 2
EE Inwentomy Manager connect
EE Ireeentom Manager 4.2i
EE Ireeentor Manager 5.0
Management Partal connec
Management Portal 4.2
Management Portal 5.0
s Metwark Discovery
Service Events connectars

) SeviceEvenis 421 &
»

e

e: Hewlstt-Packard
sription: This branch groups all
ettPackard connectors.

= = -
[H Connectars J2E Favarites

3.

DIEEIET e E

T R | #FRaD |/

Globial

Exception l

b

®-  Universal CMDE (Java) /Service Ma

i 16.173.247 62:0080

ger
16.173.245.33.1269(

= SenviceC
(:‘i Basic engine
—_

Document types

/L\, Connectt log l @ Document log

Date

2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
2010-7-1 17:32:22
20071 17 32-27

Mezzage
= o Document(s) produced successfully: 13783

@ FEMbusinessDst: &
@ PEMcustomerDst: 3
@ FeMequipmentDst: 211
€ PEMequipmentDstl: 578
) PBMequipmentDst2: 25928
) PEMequipmentDst?: 102
) PEMequipmertDstd: 13
@ PBMequipmertDsts: 113
€ PEMsit=Dst 117
@ PEMteminationpointDst 2284
@ FEMyaiDst 173
@ FBMaiDsh: 147
@ PBHrailD st2: 5614
@ UCHMDBcireDst 147
) UCHDBireiD=t10: 1
) UCHMDBirelDst2: B45
) UCHMDBeirelDst3: 1
) UCMDBcirelDstd: 102
) UCMDBirelDst5: 180
@ UCMDBcirelDste: &
@ UCMDEcielDst7: 113
& | ITWDRrirelN 247 3

Compare the result with the query in UCMDB.

- [

o

File Edt View Favorites Tools

Help

S

Qe -0 - [

earch f?Favorites 8“

ress I_ hit

g0 fucmdb fems/m

[ Universal CMDB - Administration
Application  Admin - Help -
Modeling Discovery | Settings |
Modeling > Query Manager
Resources » Edt~ View = Layout» Operations = Map ftem «
Queries Problem Management I Cl Type Selector
bR 5‘ = @‘ B B ] |Mode h Select =] » ‘ |Layout s Herdchical [+ I
= IT Universe (0)
& .
Site(t1T: B Business (0)
i . IT Process (1)
Somainedmj Manitor [0}
Tl Problem Managemert (0]
System (01
Containenz11) SR
Corntained(645)
T
E 3 roblem Managemert T Customen®)
Problem Management GSM resources oo . !
shelf(a78 Cortained(3
£ testel Dahlleﬂa) el IKS )] vD ained(3)
Eal Report 4 C'o‘rvtalned[ﬂa]- g‘omalnedﬂj ,d. L
e > T Cortained(147) irouits ContsinedtD) X
= #a Ao
i Card(2928 ortained(1
Cable Paif113) ar (I2 J] i /C ( J\
Contained(102) \C Tl T
T P b= #
ortsinec180) .
Channel(147 SegmentS61d, Leg(173)
Sub Calrd(10
Contained(3)
Fori(22a4)
]
av
Infarmation Pane Aftributes 1 Cardinalit Gualifiers Selected ldentities >~ ‘
]

4.

Check the result in Service Manager. CI and their relationship will be

shown here.
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e Nanager Client

File Edit findor Help
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=g Configuration Ma
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[ Locations CI Fame 6646 AD305-AR4-HIHES 1-1 Upstream Relationships
[ Model Informa Aszet Tag
[ Servics Frovi State: Upstrean C... | Eslationchip Nane | Kelstionsh... Relatienship Subtype
g atus. L uze
, faue ¥ 1 Helton Cus-CirlDD1: 18848 Legical Tses
[ Software Info: Assignments
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v L
Resowrces bl G
[ Baseline Config adnin group: Fetworl&ervie: Gi®)]
[ CT Guene & Support Groups | < Support Remarks |
[ CI Relationsh
[ Configuration frppest Erens
[ Devies Topes © Add Upstrean Relationshi
| s Manage Softws
[ Search CIs © Show Logical © Show Phusical © Show a1l
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[ Subscriptions BEQ
ode =
Q) Knowl edge Management — T— Cir-Chn:18646:4. .. Logical Contains
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[ Eequest Management Voss Cir-Chno1B846:4. . Logical Contains
R Service Catalog ersion Cir—Chn: 166464 Logieal Contains
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@ Service Level Manage Title 2 = N D
R System Administratic I | = —
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You can also view the relationship from relationship graph.

HE Service Nanager RNHG6S1—1 HE Ser

onfiguration Item: e Nanager Client

File Edit findew Help

E A —

ven &

B BslSysten Navigator m] = O ||[& To Do Queue: My To Do List ‘%Cunflgﬂratlun Ttem Queue: Down Devices =8
§| R@ T v @ Mass Delote [ Mass Update 2 B3 v
5 |5 Connestion - FEMTEST © 200 CI Hame Type Fetwork Location Model Status
e EG Favorites and Dashbowr 16646 A396-AR4-FNHES 1-1 bizservice ITZVEHYS In use
=l Mema Bevigation 16138 MWH-ACB-15-08-01 bizservice VF In use
@ Change Management 21607 C-ROW T-10-1-C-4-15-1 ¥ birservice OFTIAUE In nsze
Configurstion Nanags
-3 Administration
-6 Configuration Ma
[ Contact Hame : 3  OE 8 Cancel 4 Previous Jb Next Save [l Delete O Find =7 Fill Show Menbers Bl -
[ Device by Ser Confiz adnin grou FetworkGervice 59 2
| Devices by Lo -
B Devives by T & Support Groups | < Support Remarks |
|} Device Trace Y e
[ Locations Al.Helton
[ Model Informa
| g Service Provi
| Software Info:
Contracts Fart Humber BQ
Reseurces
[ Baseline el
(& CI Queus Wannfacturer
[ g CT Relationsh Hodel
| g Configuration Version
i Devies Types Serisl Fumber: =
| g} Manage Seftwa Title
[ Search CIs
[ SLA Informati
[ Subseriptions Deseription:
- Incident 0 t
-E@ Enowledge Managenent—
-E@ Problem Managenent
-E@ Request Managenent | |
-E Service Catalog
-E Service Desk
-E Service Level Manage
-E System Adninistratic
FR Tailarine ]
< il | 3 v
N er=| ronfiurationThem (am disnlaw ininfFilel
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2.2.1.4 Deploy Data Loading scenario using the Connect-IT service
console

In the host of HP Connect IT is running on, using the following step to
deploy Generic Data loading package.

1. Open the HP Connect-It Service Console. Click New to deploy a new
scenario.

2. Complete the details of the Service:

Service: enter PBMgranite

Scenario: browse to one of the scenarios above.

Log file Leave the other fields blank. A log file will be assigned.

{#) Service Console M=l E3
Fil= Edit Zervice Help k

< Semvice ¢ Scenario + Last update

Delete
Iretall
4 | ﬂ Uninztall
Detail of service
Start
Service: |F'BMgranite ;
. k
Scenaria: |D:\S oftwarehpbm\FEMaranite. zch g i
Options: | Configure. ..
Lig file: |D:'\F'mgram Files\HPAConnect-It 3.91 entbinPBMgranite.log g Scheduling...
The service starts in account  |Local Systemn Change Maritars. .

| Long file...

Meszage | Date

16:05

3. Click ‘Configure’ to configure the connector. Detail steps are the same
as the description in 7-1. There is no need to configure the Mapping
connector unless you wish to extend the integration.
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¥ Connector configuration {D:Software! pbm'PBMgranite.scn)

£ L af connectars |Jr Linked favontes |
" UPiversal CMDB [Java) [16.173.247 B2:8080)

g ServiceCenter/Service Manager [16.173.245.33.12690)
) b apping (B azic engine]

R

Configure connechar [ Advanced configuration v alidate Cancel

4. Click Scheduling--Edit scheduling. The following schedule has been
defined on this scenario. You can move the service by clucking the double-
down arrow on the right.

¥ Edit scheduling =]
Conr=gtor | Froduced document type ﬂ i
armin —

- % DailyfarCustomerandS ervice b
@ Universal CMDE [dava) [16.173. 247 62:8030] Customer [CustormerS] :

. Univerzal CMDB [Java) [16.173. 247 62:8080] Circuit [CincuitSnz) .

. Univerzal CMDB [Java) [16.173. 247 62:8080] Customer [CustomerSnz1] :

— 8 DailyfarE quipment v
@ Universal CMDE [dava) [16.173. 247 62:8030] Container [ContainerSrc)

@ Universal CMDE [Java) (16173247 628080 Shelf [ShelfSrc)
@ Universal CMDE [Java) (16173247 628080 Card [CardSrc)

e Universal CMDB [Java) [16.173, 247 B2:8080) B Sub Card [Sub CardSic]
@ Universal CMDE [Java) (16173247 628080 Cable [CableSrz)
@ Universal CMDE [Java) (16173247 628080 Cable Pair [Cable PairSc)
@ Universal CMDE [Java) (16173247 628080 Poart [PortSrc)
@ Universal CMDE [Java) (16173247 628080 Container [ContainerSrc]
g niversal CHMDE [Java) (16173247 62,2080 Shelf [ShelfSrc1)
@ Universal CMDE [Java) (16173247 628080 Card [CardSrci]
@ Universal CMDE [Java) (16173247 628080 Card [CardSrc]
@ niverzal CMDE [lava) [16.173.247 . 52:8080) Sub Card [Sub CardSrcl]

@ Universal CMDB [Java) [16.173.247.52:8030) Cable [CableSrc1)
~ 8 DailyforSite

@ Universal CMDB [dawa) [(16.173.247 62:3080] Site [SiteSrc)

" Univerzal CMDB [Java) (16.173.247 62:3080] Site [SiteSrc1]

~ 8 DailyfarT rail

@ Universal CMDB [dawa) [(16.173.247 62:3080] Leg [LegSrc)
" Univerzal CMDB [Java) (16.173.247 62:3080] Channel [ChannelSie] —
" Univerzal CMDB [Java) (16.173.247 62:3080] Segment [SegmentSc)
" Univerzal CMDB [Java) (16.173.247 62:3080] Circutt [CircuitSrc]
" Univerzal CMDB [Java) (16.173.247 62:3080) Circutt [CircuitSrce] f

b

. |
(] | Cancel |




5. If you need more complex scheduling, click ‘Edit schedulers’ on the
previous window and create a suitable schedule.

I ¥ Edit scheduling {(D:"Software'pbm" PEMgranite.scn) [F—

E dit schedulers

Edit zcheduling

Mezzane | [ ate ﬂ
— i Procecsinn avent mronnnn? AN-F-2 AR

¥ scheduler editor M=l B

Schedulers

g Orce ﬁ
& Synchronous D
& D ailyforE quipment

& DailyfarCustomerandS ervice ia
& DailyforT rai -
3 Bmin

& 30min

& DailyfarSite

M arne: |Elr'u:e
Mext wakeup: | j
[ Day [ Fanth [ Hear
Days: | Daily =] Jen [ [

Times: | [temized list j |

Fresiew: |

| Fresvigw

6. Once back on the main console, Click Start to activate the scenario.

First time start the service, Connect-IT will load all data to HP SM.

At next schedule time, Connect-IT will compare UCMDB last update time

with current time and do delta data loading to SM.

2.2.2 For HP UX/Linux OS
2.2.2.1 Starting Service Manager

In the host of HP Service Manager is running on, using the following
command to start:
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$ /opt/HP/ServiceManager7.11/Server/RUN/smstart
Starting sm

Starting sm system.start

2.2.2.2 Starting HP SOA Policy Enforcer

In the host of HP SOA Policy Enforcer is running on, using the following
command to start:
1. Change directories to <SOA Policy Enforcer

install dir>\bin\unix.
2. Run the networkservices startup script to start network services.

3. Run the broker startup script to start broker server.

2.3 Stopping Procedure

2.3.1 For Windows OS
2.3.1.1 Stopping Service Manager

In the host of HP Service Manager is running on, using the following steps to
stop:

1. Click Start ----- > Control Panel.

2. Double-click Administrative Tools.

3. Double-click Services.

4. Select the HP Service Manager 7.11 Server.

Note: if you install HP Service Manager9.20, then you may select HP
Service Manager 9.20 Server.

5. From the toolbar, click the Stop Service button.

Note: You can configure Service Manager to start automatically

2.3.1.2 Stopping HP SOA Policy Enforce
In the host of HP SOA Policy Enforce is running on, using the following steps to

stop:

1. Click Start —> Control Panel.

2. Doubleclick Administrative Tools.

3. Doubleclick Services.

4. Select the HP Software SOA Policy Enforcer v3.10 Network
Services

5. From the toolbar, click the Stop Service button to start broker server.

6. Select the HP Software SOA Policy Enforcer v3.10 Broker

7. From the toolbar, click the Stop Service button to start network services.
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2.3.1.3 Stopping Generic Data Loading.

In the host of HP Connect IT is running on, using the following step to
close Generic Data loading package.

Close the HP Connect-IT application.

2.3.2 For HP UX/Linux OS
2.3.2.1 Stopping Service Manager

In the host of HP Service Manager is running on, using the following
command to stop:

$/opt/HP/ServiceManager7.11/Server/RUN/smstop

Attempting normal shutdown of SM
1S3 i =3 USSR

Shutdown process completed
Report on HP Service Manager resources still in use:

No HP Service Manager Processes Running
No HP Service Manager IPC Message Queues in use
Found 1 IPC Shared Memory IDs in use

Found 1 IPC Semaphores in use

2.3.2.2 Stopping HP SOA Policy Enforce
In the host of HP SOA Policy Enforce is running on, using the following

steps to stop:

1. Open a command prompt.

2. Run the command ps —-ef | grep java.

3. Find the SOA PE process.

4. Run the kill command to stop the process, for example:

kill <process number>
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Chapter 3
Administration

3.1 Verify Service Manager License

1. If the Service Manager service cannot started. Please check the License

firstly.
2. Click Start ----- > Run.
3. Enter emd to open a command prompt.

4. Navigate to the Service Manager RUN directory by typing ed
C:\Program Files\HP\Service Manager 7.11\Server\RUN.

5. Type sm -reportlic and hit enter to execute the command to view the
license information.

C:AWINDOWS\system32\cmd.exe

Microzoft Windows ¥P [Uersion 5.1.268H01
CC)» Copyright 17852801 Microsoft Corp.

C:~Documents and Settingsspintogrcd..
C:“Documents and Settingsrcd..

C:vrod Pro=

C:~Program Files>cd HP

C:“Program Files“HPX cd Serx*

C:~Program Files“HP~Service Manager 7.00>cd Ser=

C:“Program Files“HP~Service Manager 7.08“Server>cd R=

C:“\Program Files“~HP“Service Manager 7.00“Server“RUM sm —reportlic
——— HFP Service Manager License Report ——

License Expiration date: 2887-11.-24

Server Quiesced State : Allow All Logins

Licensed Module Useage Mamed{Licensed>
(Licensed>

< 25>
£

Conf iguration Management{Foundation> ag 253
Desktop Administration<Foundation> (514 252

6. Close the command window.

3.2 Verify Installation of IPM Kits.

The IPM Kits includes the following parts:
1) Incident and Problem_Management_V1.0.msi

Description:
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This is for HP Service Manager7.11 running on windows operating system
including windows2003/2008(32 and 64 bit). This part includes the
following components of IPM:

a) Incident Management Enhancement
b) Intervention Management.

¢) Telco CI types kit.

d) VIP Self Service.

After you run the “Incident and Problem_Management_V1.0.msi” on your
Service Manager7.11 Server. The following directory structure will be
created.

Folders x| Mame = Sizel Type Date Modified | Attributg‘
[ Dacuments and Settings ;I Elhm File Falder 2010-7-28 21:08
) 1386 (Cheonf File Folder 2010-7-28 21:08
El orade Eldata File Falder 2010-7-28 21:08
[ Program Fies [Chdac File Folder 2010-7-28 21108
= El Program Files (x85) Ellih File Falder 2010-7-28 21:08
[ Apache Software Foundation Iﬂinsta\l.log Z3KB  Text Document 2010-7-28 21116 h
El Common Files phm.hat 1 kB “Windows Batch File 2010-7-28 11:25 A
El=L Readme.bxt OKE  Text Document 2010-7-28 11:25 A
ER=gi
[ER&E - ohlem Management 1,1
10 bin
15 conf
=l 1) data
1 Full
1= merge
15 smoz
12 doc
= lib

Shown below is the detailed information of IPM directory structure:

C:\Program Files (x86)\HP\IPM\Problem Management 1.1 for Windows:
it is the root directory of Incident &Problem Management Extension .

bin: it is a directory which contains all commands of TPM.
conf: it is a directory which contains a configured file of IPM.
data: it is a directory which contains all data files of IPM.
lib: it is a directory which contains all jar files of IPM.

install.log: After you launch the IPM configuration application, you will
find this file in the directory. You can check the content of the file if any
errors happens during the configuration process.

Then you can start from your start menu to launch the Incident and
Problem Management Extension configuration application. You can
refer to the following picture.

' lerminal Service |5y Hp »
!ﬂ' PLSCL Developig EEZ:tpDeveloper :
I HP LCMDE ’
& WInRAR. I@ Oracle - OraClient10g_homel  »
I@ Progress Sonic k
@ UltraEdit-32 I@ Apache Tomecat 5.0 »
I UleraEdic C
AllBrograms MR broblem Management 1.1 *|{E Fun Problern Management
Log OFF ﬁE—,.I_UninstaII Problem Management 1.0

Il.'ﬁ Skart J & @ J {5y C:\Pragram Files (xSE-)'l,H...l

2) IPM installation package Linux and Unix OS.zip
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Description:

This is for installing IPM package on HP UX11.31 Itanium and
Linux(Redhat/Novell Linux Enterprise EditionV5) Operating system.

Please refer to <<HP NGOSS Incident and Problem Management
Extension Version 1.0.0 - Installation Guide for Unix and Linux OS.pdf>>
for how to install IPM on Unix and Linux Operating system. This part
includes the following components of IPM:

a) Incident Management Enhancement
b) Intervention Management.

¢) Telco CI types kit.

d) VIP Self Service.

3) Incident and Problem Management Data Loading Package_V1.0-
1.1.zip

Description:

This part is only for Generic Data loading part. This part is compatible
with both Service Manager7.11 and Service Manager9.20.

4) IPM installation package for sm92.zip
Description:

This is for HP Service Manager9.20 running on the following operating
system.

O HP UX11.31 Itanium
0 Linux(Redhat/Novell Linux Enterprise EditionV5)
0 Windows 2003/2008(32 and 64 bit)
This part includes the following components of IPM:

a) Incident Management Enhancement

b) Intervention Management.

¢) Telco CI types Kkit.

d) VIP Self Service.

3.3 Verify Incident Management Enhancement

Component

Connect to HP Service Manager Server on client.
Click Menu Navigation ->Incident Management ->Tools

Double Click Sub-area -> Search
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e Manager - producttype - HP: e Manager C

Fie Edit Window Help
B &l ¥ vyen|m
. 25 System Navigator 52 B & 7 = B|& pevie Type: Trai ﬁw =8
1" | 8 & connecton - Verify v ([FyMassAdd (% MassUpdate ([ MassDelete (3 Mass Urload v
[ER Favorites and Dashboards

=8 Menu Navigation Sub-area Area Category Variable 1 Variable2 ~
5 Change Management Internet Access Customer Facing Service incident
MMS Service Customer Facing Service incident
L= [E@ Configuration Management 3
& 8 it Mommgoment Miscelaneous Customer Facng Service  incident
— Online Storage Customer Fadng Service incident
g Tools SMS Service Customer Facing Service incident
Area Service Package Customer Facing Service  incident
Categories TV Channels Customer Facing Service incident
[ & Downtime Customer Facing Serviee _lindident [ [ |
[ probable Cause VPN Service Customer Facing Service incident
I} Problem Types View Bill Customer Facing Service incident
Reset Danntime Voice Customer Facing Service ncident
= ViBP Service Customer Facng Serviee  incident
b Sub-area TeMIP Fault Managemen] incident
[ summary Link Acquisiton Controler Logical Resaurce & ncident L
[ incident Queue BSC Logical Resource incident
[ Intervention Queue Connection Termination ... Logical Resource incident
[ Open New Incident Core EndPoint Lodical Resource incigent
[y Open New Intervention [ v ok 8 cancel <t Previous b Next b Add [Hsave Bloelete O Fnd =Fil

[ Search incidents

[ search knowledgebase
@ Knowledge Management
B Prolem enscenant
&6 Request Management
£ service catalog Category: fincident
@ service Desk
[E@ service Level Management
[ System Administration Sub-area: Text Message
&g Taioring Active?
[ Approval Delegation

ServiceManager Mal
[ System Status
[ To 0o Queue
3 system pefinivon

v

Area: [Customer Facing Service

) Messages 52 g =08
@ Mo records selected

(3 No records selected

(@) No records selected

producttype. gbe. g(db. view)

As show in hardcopy, Area “Customer Facing Service” is new category
included in module Incident Management Enhancement.
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3.4 Verify Intervention Management
Component

Connect to HP Service Manager Server on client.

Click Menu Navigation ->Incident Management ->Intervention Queue

= HP Service Manager - Wizar

Fle Edit Window Help

B | = |menu v

5. System Navigator &2
faid
07 = [& connection - verify
R Favorites and Dashboards
=) £y Menu Navigation
@ Change Management
[E@ Configuration Management
=-{ig§ Inadent Management
8 Tools
[B Incident Queue
|y Intervention Queue
[ open Mew Incdent
Open New Intervention
[B Search Incidents
|y search knowledgebase
E@ knowledge Management
8 Problem Management
@ Request Management
g service Catalog
g service Desk
@ service Level Management
@ System Administration
g Tailoring
[ Approval Delegation
ServiceManager Mail
[ System Status
B To Do Queue
[ system Definition

k=
=

@ £
= % ¥ = O ||[& 1o Do Queue: My To Do List
8 Cancel

ition Wizard X

=a

Intervention Creation Wizard

Use this wizard to select the parentincident for the new intervention

Select parent incident:

b

B -

B Y=

IM10002 ~
1M 10003 =
. 1M 10004
Title IM10005 |
IM 10006
1M 10008 v
Areas
Sub-area : Assignee : ——
Urgency : |
Priority :
[ ] [ ]

) Messages 2
(2} No records selected

wizard-probsummarytask.choose (prabsummarytask.choose)

As show in hardcopy, Intervention Management has been load to HP
Service Management.
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3.5 Verify VIP Customer Self-Service
component

Connect to HP Service Manager Server on web client.

A HP Service Manager - Microsoft Internet Explorer provided by Hewlett-Packard 5 g et ] i”‘E‘El
Fie Edt View Favorites Tooks Help o

Oﬂack A > | \ﬂ Ig 7.lj /.-\J Search H:'W‘\'(Favarmes €‘} c'hd :1 J ﬁ 8 ﬁ
Address | @] http: /{16, 173,245, 33:3080 PBMTEST fese.do v B ks ™

| [ HP Service Manager

=) i .
&5 Wain Menu: falcon &

Main Menu

Submit a Request
Order from Catalog
Submit Saved Carts and Templates There are two ways to find solution for your request:
View Open Requests
View Closed Requests
Search Knowledgebase
Find a Request

View All Services
Change Pazsword

Welcome, Jennifer Falcon

Find Answers in the Ki ledge Base
Browse the knowledge base to find answers to problems that are affecting vou.

Subscriptions Request Help
For My Use Q) Get help when you are not able to resolve an issue using the knowledge base.
For Departments | Manage -

Logout

You can click the button below to view your services and requests

View my services
See how many services vou ordered.

W View my opened requests

Get all the issues T have created.

&) menu.qui.ess.SD B Internet

As show in hardcopy, features such as “View My Services” is unique
feature of Verify VIP Customer Self-Service.
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3.6 Verify Telecom CI Types Kit Component

Connect to HP Service Manager Server on client.

Click Menu Navigation -> Configuration Management -> Resources ->
Device Types

HP Service Manager HP Service Manager C
Fle Edit Window Help

Blaoke ¥ v@5 &

5! system Navigator 52 58~ =d =0
0¥ | 2 & comecton - Verify - % 2z v
[ Favorites and Dashboards
=i Menu Navigation Device Name Device Type Format Name Attr File Join Definition
£ Change Management Application application configurationltem
B =[5 Configuration M " Business Service bizservice configurationltem bizservice Joinbizservice
= onfiguration Management ! !
‘%l ﬁ Administration CI Group cigroup device. cigroup.g cigroup joincigroup
ad Computer computer configurationltem computer joincomputer
5 configuration Management Reports Connection connection configurationltem connection jeinconnection
i contracts Customer customer configurationltem customer joincustomer
[ Resources Display Device displaydevice configurationltem displaydevice joindisplaydevice
[ Baseline Equipment equipment configurationltem equipment joinequipment
[ c1 Queve Examgle example configurationltem
[ C1 Relationship Subtypes Furnishings furnishings configurationitem furnishings joinfurnishings
o Hand Held Devices handhelds configurationltem handhelds joinhandhelds
|y Configuration Ttem Relationships
" WMainframe mainframe configurationltem mainframe Jonmainframe
[ 48 Device Types ManagedElement managedelement configurationltem managedelement joinmanagedelement
Manage Software Metwork network configurationItem network joinnetwork
[ & searchc1s Hetwork Components networkcomponents configurationltem networkcomponents joinnetworkcomponents
[ sLA Information Office Electranics officeslectronics configurationltem officeelectronics joinofficeelectranics
[ subscriptions Software software configurationltem telesoftware jointelesoftware
2E@ Incdent Management Software License softwarelicense configurationltem softwarelicense joinsoftwarelicanse
&8 Tools Storage storage configurationltem storage joinstorage
[& tmadent Queve Telecommunications telecom configurationltem telecom jointelecom
TerminationPoint terminationpoint configurationItem terminationpoint jointerminationpoint
L1 Tntervention Queue jointopologi
Open New Incident Trail % trail configurationltem trail jointrail
[ & open New Intervention
%g::g i:iiﬁz:;shase ' OK # Cancel 4} Previous Jb Next save Bypeete O Find = Fil sl -
{8 xnowledge Management l n b W Em A
8 Problem Management
g service Catalog
g service Desk CI Type Description: Fopologicalink
8 service Level Management CIType: opologealink
@ system Administration
g Tailoring Bitmap: lbox
Approval Delegation Format Name: [confiqurationTtem Fal *
[ serviceManager Mail . =
B System Status ) Messages 2 & a
[ To Do Queue (D) No records selected
[ system Definition (T Na records selected

(@) No records selected

devtype.abe.a(devtype.view)

As show in hardcopy, types such as “TerminationPoint” “Topologicallink”
“Trail” are new added types included in Telecom CI Type Kit.

Note: As creating each CI type corresponds to creating each table in data
base, so Telecom CI Type Kit module verification should be better excuted
several minutes later after finishing installation.

3.7 Verify Generic Data Loading Component

Please refer to chapter 2.2.1 for Generic Data Loading part.
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Chapter 4
Troubleshooting

4.1 Verify HP SM Failed

1. After clicking button “Verify”, error message “sm.ini is not found, please choose
again.” showed in the form as following:

HP HGOSS Incident & Problem Management Exdension ¥1.0 Installation

Yerify HP Service Manager Server

Itis required to set HP Service Manager server install path to verify server installation and configuraton.

Choose HP Semice Manager server Install Path:

||| Choose |

|C:1F'rc:gram Files\HF

|sm.ini is not found, please choose again.

| Back || Hext | | Cancel |

Cause: Choose the wrong HP Service Manager server install path.

Solution: Choose the correct HP Service Manager server install path and the
default HP Service Manager server install path should be like as following:

C:\Program Files\ HP\ Service Manager 7.11\ Server
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2. After clicking button “Verify”, error message “Verification failed. Please refer to
install.log for details.” showed in the form:

HP HGOSS Incident & Pruh'kem Management Extension ¥1.0 Installation

Verify HP Service Manager Server

Itis required to set HP Service Manager server install path to verify server installation and co

Choose HP Service Manager server Install Path:

|C:1F'rugram Files\HPService Manager 7.1 115 erver || Choose

[Verification Tailed. Please refer to installJog for defails. |

nfiguraton.

[gack] [ vewt |

| Cancel |

Cause:
e Set wrong system environment variable ORACLE_HOME

o HP SM server configured incorrectly such wrong port, error oracle
username or password etc.

Solutions:
e Set correct system environment variable ORACLE_HOME
e You can refer to the log file install.log in install kit install path.

o Before verify the HP SM in this step, it's strongly recommend to run the
configuration tool of HP SM by running the following bat file:

<HP SM Server INSTALL PATH>\ configure.bat

Only HP SM Server configured successfully, verification in this step would be
pass.
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4.2 Load Modules Failed

3. Install kit crashed and form closed unexpectedly during loading modules and a

log file which name likes hs_err_pid588.log will be created by Java Hotspot Virtual
Machine that depicts the errors.

Cause:

System environment variable ORACLE_HOME not set and the default JDBC
(version: 10.2.0.3.0) used in install kit is incompatible to the installed local oracle
server or oracle client.

Solution:
Set system environment variable ORACLE_HOME.

4. Loading modules all failed:

HP HGOSS Incident & Problem Management Exdension ¥1.0 Installation k

Load Incident & Problem Management Extension modules

The following modules are to be installed:
SlNULPLE wds sULLRSS.

_ Incident Management Enhancement License verification was success.
Creating required tables. .

- Intervention Management
4 Created reguired tahles.

- Telecom Cl Types Kit
5 Loading module "Incident Management Enhance

_VIP Customer Self.Service Load module "Incident Management Enhanceme

Loading module "Intervention Management” ..
Install Load module "Intervention Management” failed!

Ho modules loading successed.

Loading module "Telecam < Types kit
Load module "Telecom Cl Types Kit* failed!

Loading module "WIF Customer SeltSerice” ..
Load module "WIP Customer SeltService” failed!

-

[ 4] Il | [ v]

| Back || Hext | | Cancel |

Cause: HP SM server application not uploaded first.

Solution: Refer to section 2.2 Installation Preparation step 3.

4.3 HP UCMDB CI Type federation lost

* Trouble Description:

May be the reason of unstable HP UCMDB, the CI Type federation will
lost unexpectedly which result in HP UCMDB can not retrieve data from
object data store.
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You can found the CI Type icon changed that the red arrow attaches to CI
Type icon lost.

Take following icon for example:
-
. Imply this CI Type is federated to Data Store

8 Imply this CI Type is not federated to Data Store

2 HP Universal CMDB (running on cpmgtm02.asiapacific.hpgcorp. net) - Microsoft Internet Explorer

[  Universal CMDB - Administration
fpplication Admin Help =

Modeling Discovery | Settings |

Modeling > GI Type Manager

Ol Types = _Edil~ _View - Layout~ Operations =

CITypes Dependence Detalls Attributes Gualfiers Icon Aftached Wenu Detaut Label
arpes @]+ X G B[RS Name:

S~ Problem Managemert (0) 4] | |Display Name: [Tetecom |

Business Service (0)

Description:

& Circuit (0)
& GSM Service (0)

& VPN Service (0) [%

Cable Pair (0)
Card (0)
Cortainer (0)
Shelf (0)
Sub Card (0)

A

Application (0)
] Cluster (0)
{8 Database (0)
L Middieware (0)
=} %] Termination Paint (0)
Port (0)
TopologicalLink (0)
()
Channel (0)
Leg (0)
Seament (0) =

* Solution: Restart HP UCMDB Server

4.4 Connect-IT UCMDB Connector error

When you open connect-it scenario, firstly you need to test the connection of the
connector on each side.

Right click the Universal CMDB (Java) connector and choose ‘Configure
connector’, click ‘Next’ and ‘Test’, test the connection. If error messages display as the

following, you need to check if UCMDB server is running normally. Restart UCMDB
server if needed.
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granite.sci

dle Edit Display Favorites Scenario Tools Monitors  Administration  Java  Help

FNE W3 TEIET 6> = T (1| @Ry 0

Hewlett-Packard

Giobal

Exception

Business Service Mansgement Da
= [ Configuration Management canne:
= [ Desktop Inventory cornectors
g Desktop Inventory 7 AR

]

ServiceCente
16.173.244.251.12690

Universal CMDB (Java) ervice Manay

r

=

Desktop Inventoy & Wizard: "Configure the connector’. =S

h Enterprise Discovery comecto

= Ent Di 2l H
e Do 20 Define the connection parameters
o Enterprise Discowery 2.1 - ¥ Test the connection =[0I i
& Enterprise Discovery 2.2 P Enter Universal CMDB server name, port rfumber andthe [ e [ate [
#h Enterpriss Discovery 25 g o = @ Test the connection 20108413 46:13

= ER Inventor Manager cornectors
ER Inventory Manager 4.2
[ Inventory Manager 5.0
& Management Fortal connector:
& Management Portal 4.2
Management Portal 5.0
&k Network Discovery
) Service Events connectors
Service Events 4.2i
Service Events 5.0
=1l Usage Manager connectors
11, Usage Manager 4.2

i o il
ame: Hewlstt-Packard

on: This branch groups al
ewlett-Packard cannestars, <Previous | New> Einish Cancel | | 201094 17.44:28
e RO DO o 20108-41248:28

\’Q Server 16.173.247.62 = b Connesting to the LICMDE server 201084 13:46:03
Fort [ — & Connection snor 010841346014
- @ javanet ConneclE xception: Connection refused: connect 201084 13.46:04

User admin =& Cause by com.hp.ucmdb. api. CommuricationE seeplion: jav... 201084 1346:04
S - @ Cause by java.net.ConnectEsception: Connection refu.. 201084 13:45:04

& Connection test unsuzcessful. 20108412
Test

Test the connection

4.5 Connect-IT SM Connector error

started.

1. Right click the ServiceCenter/ServiceManager connector and choose
‘Configure connector’, ‘Next’ and ‘Test’, test the connection.

If error messages display as the following:
Network error (connect (),errnno=10061)
The server has refused the connectoion

Unable to connect to the ServerCenter server to get the version
number

dle Edt Display Fayorites Scenario Tools Monitors Administration Java  Help

QUE Q3 TEIFET el B TR ED sk
- R

|| e

Ezxceplion

- [ Hewlett Packard =
— [ AssetCentersset Manager conne | Global
& AssetCenterttisset Manager

]
@ Business Service Management Da
= [ Configuration Managerent connes

ServiceCenterService

= B2 Deskicp Inventan cannectors T
Desktop Inventow 7 = = .l

% AT - Vizard: Configuretheconnector, . MEIE|

h Enterpiise Discovery connecto

- ¢h Enterprise Discovery connecta

2, Entmprioe Discovery 20 Define the connection parameters
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Solution:Go to the Service Manger server to check if sc listener is

2. Right click the ServiceCenter/ServiceManager connector and choose
‘Configure connector’, ‘Next’ and ‘Test’, test the connection.
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If error messages display as the following:

Connection refused: invalid password for login ‘falcon’
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Solution: Go to the Service Manger server to check if sm server is started.Or check
if the port of SM server is correct.
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