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Introduction (ﬁﬁ]

Please share:

+Current activities

+Knowledge of ITIL and/or tooling in this area
+Reason for attendance

+ EXxpectations

+Activities when not working...
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AGENDA )

— Application Coordinator

Day 1

» Introduction to hp OpenView service desk
» User Console
» Administrator Console
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AGENDA
~— Application Coordinator

Day 2

» Administrator Console (continued)
» Technical Presentation of hp OpenView service desk
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AGENDA )

— Application Coordinator

Day 3

» Organization Management
» Configuration Management
» Helpdesk Management

» Problem Management
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AGENDA
~— Application Coordinator

Day 4

» Change Management
» Service Level Management
» Data Exchange
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~ Objectives (ﬁﬁ]

At the end of this class you should:

« Have a basic understanding of the relevant IT
Service Management processes

« Understand the functionality of hp OpenView
service desk

* Know the underlying technology of hp OpenView
service desk

« Be able to partner productively with implementation
consultants

« Be able to manage hp OpenView service desk in
your organization, including user management and
customization

7 Introduction
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~ hp OpenView, Amsterdam |

invent

For product information, go to the official hp OpenView service desk site:

http://openview.hp.com/products/sdesk/index.html

For support, manuals, patches, knowledge bases, FAQs, known errors,
training, etc., go to HP OpenView eCare:

http://support.openview.hp.com

For resources and forums, go to the IT Resource Center:

http://itrc.hp.com or http://forums.itrc.hp.com

Service Desk Newsletter:
Send email message to servicedesk_news@hp.com
Subject: SUBSCRIBE (UPPERCASE)
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- What Is ITIL? (,5'0]

invent

* Information Technology Infrastructure Library. (OGC)

 Collection of books that serve as a complete “best practices”
manual for IT service provision; no methodology!

ITIL Certification on three levels

Systematic and practical method for optimizing the management
of your IT environment/infrastructure

Effective IT means:
— running and maintaining existing systems
— developing new systems

— keeping IT services in line with changing business
requirements

10 Introduction
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~ Advantages of ITIL Methedelogy [ép]
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Most important advantages itSMF
v' People, processes, and infrastructure i ik g
v A cookbook for IT service provision _
v" Modular implementation :\;a?]ggveﬁgm
v' “Best practices” approach rather than

“reinventing the wheel” | e
v “Public’'ware : oo
v’ 1SO9002 certification for IT I
v' Used by over 10,000 large industry-leading  [E é

companies

@
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Relation between ITIL and ITSM

ITIL

. A J

Y Y
Service Service

Ksupport Delivery j

v

IT Service Management
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Two Main Sets of Processes

IT Service Support set

IT Service Delivery set

(D |

invent

Service Desk — Service Level Management
Incident Management — Capacity Management
Problem Management — Financial Management
Change Management — Availability Management
Configuration Management — Continuity Management

Release Management

_/

~

IT Service management

13
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The HP IT Service Management Reference Model (ﬁ,ﬂ]
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Service planning

IT strategy and architecture planning

Customer management g™
¢ Service delivery
assurance

IT business assessment

Service-level management

Problem management Change management

Configuration

Incident and service
management

request management

Service build and test

Operations management Release to production

Service d
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~ Why Service Desk? (,5'0]
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hp OpenView service desk is a software tool to
automate your IT Service Management processes
in your Organization.

hp OpenView

service des

15 Introduction
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Service Desk Product Areas

r
5 :
AL .
= ahlem Change Workorder T
@lﬂ% Incident PGB Project
[F= Servicecal ‘

Workgroup HP OpenView
Service Desk
Organization

Person

Semvice Level
Aagreement

Inventorny
=

Maintenance
contract

16
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Service Desk Definitions [15'0]

Item

« Service call, Incident, Problem, Project, Change, Work order, ClI,
Maintenance contract, Person, Workgroup, Organization,...

Form

* A customizable manifestation of an item, defines the lay-out of
data in a record

Template

A form with defaults filled in (e.g. “Reset Password”) on which a
record can be based

Record

* An actual, real-life service call, Cl, etc....

View

« A way of looking at records [ N

Z» [T

S
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Menu Orientation [b’a]
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open the server settings editor
zkart the application server

stop the application server

run the database configuration wizard

start client

client accounts

(= hp Openview service desk 4.5 ¥ = application server ¥

client b skark ecw

agent Fa

/ \

EE e (@ (KPR L § iR

el

HIHIHT,

SEFYICE pages start agent

change configuration
open service pages main page
stark tormcat

stop tomcat
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Sneak Preview

hp Open¥iew service desk / service pages - Microsoft Internet Explorer

File Edit Wiew Favorites

Tools  Help

—Back = = - @ fo} | @Search [ Favarites @Media @ I v =

Address l@ http:fflocalhost: 8080/ sd-sp45finde: . html

_:j @Go

[ Links 7

A

invent

Service call »

~Senice calls (full st
- Semice calls (restricted list)

Incident =
Prablem »
Change »
Wark order »

FAQ

Change password
Log out

Henwlatt-Packard

hp Open'iew
service desk

Registered

Juil 26, 2001
2:00:00 Prd

Jul 26, 2001
2:00:00 PR

Juil 26, 2001
2:00:00 Prd

Juil 26, 2001
2:00:00 PR

Jul 26, 2001
2:00:00 PR

May 14, 2001
2:00:00 Phl

ey 21, 2001
2:00:00 P

Juil 26, 2001
2:00:00 Phd

Jul 26, 2001

D De:
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ften

129 Hor
ar t
call

130 Ho:
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133 Ho
exp

137 Car
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139 Mot
mai

134 Hon

File  Edit

Wiew Faworites

Toolz Actions

Help

[ Menu | rvice call {full list) -

(D |

invent

Service Desk
Client

1B 11

D escription
Can't 1 d

riber ou

p

| d

Deadine  |Deseripin  |Status/ __Categorw
Reg e it

It 1

=| In Progress - 9 item(s]
1 E-7-2000 168:29 Fazzword forgotten for Service Desk In Progress Incident
2 B-7-2000 12:29 Furn management invoice summary batch job I Frogress lncident
r 8-7-2000 09:02 FPazzword fargotten PROFS E-Mail spsten I Progress lhcident
=] E-7-2000 14:20 Fazzword fargotten HP Server 02 In Progress Incident
20 B-7-2000 15:44 Printzard Printer emor meszage: "'Card memorny overflows In Frogress lncident
1| 8-7-2000 12:47 Frinter paper jam during printing EXCEL sheet In Progress lncident
3B 8-7-2000 13:21 Printer toner cardridge 1= emply: error meszage: '"Toner Low' |In Progress lncident
29 F-F-2000 16032 b il zerver out of order. Uzers unable to uze the E-mail appli... In Progress Incident |
40 8-7-2000 15:59 ICIC responze time beyond 3 sec In Progress Complaint
= waiting - 2 item(z]
23 8-7-2000 1212 Fazzword fargotten. wad aiting Incident
55 14-7-200012:08 Forgot e-mail password Wad aiting lncident
= | Completed - 1 itern(z]
126 B-8-2000 14:09 Dizk Space Requirements for Intermet Explarer 4.0 Completed RFl [Request ...
= Infarmed - 1 item{z)
Organization 0 772000 14:59 Fun monthly invoice processing batch job Infarmed Incident
CHDEB =| Clozed - 29 item(z]
SLik 1z 2000 10:21 Characters-CPO DaskProkayboard produ sactad Clasad Coomplaint
Changes 26 f= N T 1o e B (Bl oo dridge-smpty Cl l=rmrdl=rsh
IS Office 2000 27 20001200 FPaseword forgatten PROES Cl Lacident =1
|E3 Item(s) = | =
Introduction
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Implementation assistance )

Need assistance implementing hp OpenView service desk?

 HP and partner consultants offer implementation services

« “HP ITSM best practices for HP OpenView Service Desk 4.5”

Contact your hp representative or partner

g

20 Introduction
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Overall Layout

Tool bar

[=] hp DpenYiew zervice desk

Title bar

File Edit Wiew Favontes Tools Agtions Help

Menu bar

(D |

Name of the view invent

-2 & f R X @ - 73.

I P | 3 ] oy | @l hittp: /v, hp. com/education

I Advanced Find_‘ Al Service Calls [T able]
s

2

1 873042001 1... Passwaord forgatten for Service D In Progress Incident
2 TA27/2001 1., Run management invoice summa... In Progress Incident
G 7 9/142001 03:... Paszword forgotten for Email appl... In Progress Incident
ro u p a8 8/30/2001 0... Password forgatten HP Server 02 |n Progress Incident
Header 17 8/31/2001 0... Characters CPO DeskPro keyboa... Cloged Complaint
20 F426/2001 0. Printcard Printer ermor meszage: ... In Progress Incident
22 9/28/2001 1... How can | look up a charge num... Reaqistered RFI [Request far information]
23 9/142001 06:... Password forgotten. ! aiting Incident
25 9/142001 D6:... How to create a new section in a... Registered RFI| [Request for information] s
26 97172001 0B:... Printer toner cardridge empty Clozed Incident
27 R — ey
28 9/1/420071 06:... Caleulation result errar after retne...  Registered Incident I
Shortcut ba 29 OO ... Creel UF=nie 10 Al Messages wa... TrEnaarn
30 9/142001 06:... Computer locked up when tiying b Registered Incident
a1 9/1/2001 0B:... Printer paper jarm during printing E... In Progress Incident
32 TA26/2001 0., Caleulation regults in an emor aft..  Registered Incident
3B 9/142001 OF:... Printer toner cardridge i= empty: e In Progress Incident
Change 38 8/31/2001 1... Unable to send mail via the E-mai... Clozed Incidert
29 8/31/2001 1...  Mail gerver out of order; Uszers un... In Frogress Incident
Item 40 9/142001 09:... ICIC responze bime beyond 3 sec In Progress Complaint
49 9/2/2001 09:... Forgatten e-mail pazsword Clozed Incident
St H 55 0F:... Forgot e-mail pazsword ! aiting Incident
UigEriEelfn BB 11... Forgotten e-mail password. Clozed Incident
Lot 58 108:... Dutlook fails Closed Incident
SLM E3 /2001 10:... cannat archive my file Clozed Incident LI
[E5 Ttem(s) =2 4
Record

View
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~ Help! 0|

I ] invent

I File Edit Wiew Favorites Tools Ackions | Help |

I ?ﬁ - E."'| §| X E| > | .EC @ Help F1 I4... Al Service Calls (Table) =

'  Contets and e
Sy envice cal < Move mouse over

: Jpern'yiew on ERe
Deadine |Descr 2 S

..... connection icon
fIrE P eCare Suppart In Progress -idel ’

; R e to see user name
e Today 2BA070... In Progress Incident

27/07/0... Paff Qoress Incident and application
2F/0F/0.. [—— server connected to

@‘% H 200 " #HP DpenYiew Service Desk =131x]

Organization 20 2704 e & i

aszword forgotten HP Server 02

~me e ' '

CMDR 22 Hide  Locate  Back  Font Print  Options  Help inforri...
23 -
$ Contents I Indes I §ealch| Favor_itesl I ) =
Welcome tOW\lP OpenView
|?‘-| Item(z] *@ ‘wielcome to HP Operiview Service 4 | P
@ 2 Copyright 1933-2002 Hewlett-Pac Service Desk N ,
About 2] We welcome your comments _
@ Gietting help support (hp Dpenview eCare) - Microsoft Internet Explorer p =] 3]
i @it scanolcs sl 0T @ Statting Service Desk Welcome to HP Openview ServiWEDesk, the s L5 E=y | ua
I A @ Getting started program that helps you manage coOWggles IT 4| Qoewrch [Grevortes (Frisory | Eh- 5
| Copyright [c] 1998-2002 Hewlett-Packard . . ; ; o P ———— j Pon |JL|nks =
“ All Rights Reserved. g Uszing the Service Desk conzole infrastructures that are used in today openview.hp.comfsuppart jsp?fromPROD=sdsk_4_
I\% [ Thiz produc b Using Service Desk iterns husiness-critical processes, passport - register =
\‘1 T @ Firting g Cone T ot 2 soicss | soiors | porners| 4
LY Mamed uzers: 10 @ Service calls . )
T Concurent Users: 25 @ Incidents About Service Desk and HP Cpenview Select Language: [Enal
» Maodules:
X @ “wark arders ) ) hp openview : support printa
A @ Pioblems Basics of Service Desk that help you start
e Cartridges |Database| Eomponentsl & Corjfiguration items using the console hp OpenView support _
-g M arie @ Maintenance contracts
1 - i : . . ; HP Openview eCare is a fast, efficient way t interactive technical
s Service Desk @ Projects itEris in Service Desk M v ooenvicw cCare is o fes cfient way o gouess lerecive technical s
i @ @ Changes b HF Openview phone support experts are now available to you,
g Approvals ) ) Niew
g Locations Technical support and Service Desk newsletter
i=ati i + NEW! h -+ subrmit rt call
@ Orgarizations - it e ol
‘warning: This computer program is protected by @ Personz dﬁnk‘;lmentsi known - suppart phone numbers
law and international treaties. Unautharized repre problems, & patches
it and i ° ized rep & workaroups
distribution of this pragram, or any portion of i, | A
in severe civil and criminal penalties, and will be £ @ Services
to the magimum extent possible under law. @ Service level agreements i
2 Help for system administrators _l;| © Copyright 1999 - 2002 Hewlett- e »
— o . — nternet A
1] | 4 Packard Company =
-
3 User Console
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The 1items on the Shortcut Bars

O |

invent

SL

Configuration 3

Management CrDIE Specifies how
) Database services are
Overview of open = = supported
items
Configuration
- Item Specifies what
RFC, Incident is supported
business support,
For Cls
request for
training, complaint Organization

b aintenance
Coantract

Automated event

Ferzon
Track problem
analysis Employee
contact —
To define changes 2]
in IT infrastructure VWork order Own organization Organization
supplier org
Specifies work to customer org.
be done P (=
To group changes To group . E'E
in projects specialists workgroup
4 User Console
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A Record

44 GASIALUUL 1L, MANSEryer OUD OF OFger USers uk... I Frogress
a0 9/1/2001 15:... ICIC response time bepond 3 zec In Progress
43 A2000 15:... Forgatten e-mail password Clozed

¥ 40 - Service Call
File Edit %iew Tools Actions Help

IncIgen
Complaint

Incident

o)

|'nvent

I
= 3

Save and Close | Defaulk template

* X/ &0 ¥m

s %3,

Double-click on

Entered by per... | IUsel Syatem

General |W’olk oldelsl Helationsl Time.n’CostI Histolyl

arecord in aview

Caller - | IFaIIows Andrew

to open that record

Mame: Fallows, &ndrew
E-mail; @invention-ine. com
Telephone number: 3471
Job title; Technical Engineer

Organization ||DevelogmentDegaltment

| Lo LIIE | | @

Corfiguration |... = | [NETLAND

Service - | IM

Service Level - | IBronze Gub

SLA ~ | [Deskicg

3 & |48 e

Impact ITop [Site / Organization affected) j

Pricrity Ii’i Top j

Deadline |2BJU?HD1 14:00 ;l

actual Firish f =1
— Azsignment

Toworkgioup = | |Desktog Specialists

To person - | I

tare Frarm warkgroup: Helpdesk
From persor: Uger, System

L]
210 |

Description

IICIC response time beyond 3 sec

Infarmation

right mouse button take boo long. Afker 15:00 hrs there
are ho problems with the response time

Salution

Even simple actions like moving some iterms by using the;l

I
Falder |
Category IEompIaint
Classification |N ehuork
Medium [wieb =]
Clazure code |
—FAQ
[ Frequently Asked Question
Group |

©1999- 2002 Hewlett-Packard Company
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~ Customizing the Current View )

3 hp OpenView service desk C urre nt

File Edit | Yijew Favorites Tools Actions Help H
- View
ﬁ - = Arctual Planned Cost per SLA: Actual Cost by SLA Name (Cha e 1| Service Calls (Table) -
All Open Service Calls (Table) f_
Service De E Group By Box ﬁ
Groups » v All Service Callz (Table) &
& = Archive Service calls (Table) ~
@ Toolbars 4 Call Peaks: Count by Date (Created), Category (Chart) t Far infarmation)
¥ Calls By Category (Table) t for infarmiation]
135 o ./0e, Calls per Service per CI Category: Count by Service Name, Configuration Item Category (Chart) t for information]
p 137 16/05,  Closed Service calls (Table) t for information)
%"}ﬁ 125 29405, Duration per medium: Average (Actual Duration) by Medium, Classification (Chart)
140 1 05, First Call Resolution: Count by Closure code (Chart)
143 19410, Open Calls By CI Category (Table) View Summary
144 0507, Open Calls By Priority: Count by Priority (Chart)
145 09/07,  Open Service Calls By Caller (Table) Fields... | |0 Deadine; Description; Status; Category
14F 0EA07, Open Service Calls by Group (Table)
147 0707, Open Service Calls by Spedalist (Table) Group By... Mone
157 0204, Service Call By Category: Count by Category (Chart —
@ 158 n2/04,  Service Call By Status (Explorer) Surt By... |D (ascending)
155 0204, Service calls and subcontract calls per Servig —]
160 02/04, Service Calls by Service (Explorer) o
161 03/04, SLAs exceeded last 7 days by impggl” Count by SLA Name, Impact (Chart) R
| |182 03/04, : :
DﬁT"ﬁl J 163 - Cither Cther Table View settings
Organization 4
CMDE 164 14,087
- iCE P = BMuto Format | User defined forts on each row B
""""""" oK Cancel
6 User Console
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Six Types of Views

Table

| Service call

iIb |Deadine

| Drezcription

1122 5-6-2000 00:00

23 8720001212
25 8720001224
26 &8-7-200012:27
27 F-7-200013:00
28 &-7-200012:32
29 B-7-200012:36
30 8-7-20001:2:44

Card

Haow can | ook u
Pazzword forgatte
How to create ar
Frinter toner cardr
Pazswaord forgotte
Calculation result
Idzer unable to me

Comouter locked

Service call

Za# 13
ID:

Description: How can | find Configur:
Statuz: Clozed

ZE# 132
ID:

Description: How can | create a new
Stahs Clnzed

Explorer

Il Service call
4 D Dea
= @ Service call Status 22 B8
----- @ Reaistered o5 8.7
g LT;P{DE"ESS 20 670
..... aiting 1
----- fi8 Completed 23 E'?':
..... @ Infarmed 30 8-7-
----- i Clozed 32 7
3R 277
A7 F-7-

Tree

=- @ WaMNOT A wide Area Metworl: 1
) LANOZ / Local area Metwork
- @ LA / Local Area netwark

= @ HUBDT /Hub 1 /1576
=8 B PCEAYARDZ / PCKL
o) NT4.0 7 Microso
- B PCKAYAKDS / PCEL
#-J) PCEAYAKDT / POES
= [ POEAYAKD f POK

----- B FRINTERDZ # HP Inkjet
..... EA PRIMTFRM HP | azar

+

(D |

invent

Chart
Service
Whaiting: 2%
Project

| 2 - Migration to Wwindows 2000

|0 D escription F| F 13 | =TT

147 [Upagrade warkst....

143(Make all applic...

[l —_ r
r [h] —t

142 Upagrade *inda...
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~ Setting Defaults (1 of 2) |

invent

Setting default template

| Eile

€2 Pesr
. @ Open B0 Shortcut...
[Cloze Al [kerms %ﬁl S ervice cal
Fepart Style k EE Organization
@ Frint Prexiew =| “Workgroup Settlng default form
% Frint... Clrl+F 'ﬁ Change
Esit gﬂ Wk order
&] Problem
i ] Incident
Ed 1 aintenance contract
2 Configuration ltem
Sj Service Level Agreement
% Service
a Project
Chooze Form...
8 User Console
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Setting Defaults (2 of 2) [ﬁ'o]

nvent

Forms Templates

Choose Form ﬂﬂ B¥ choose Template 2lx|
Iterm; I{aﬁl Service call j Itemm: IZ§| Service call =l
Mame |
‘ ‘ Default template
Mew NT account
Bl Service call Mew Employes
Forgat Qutloak password
Quick call template
-7 Incident 45 Outlaok.
7] Maintenance Cant | PSPServiceCall
E1-C7] Drganization
7] Address
----- {7 Telephone
B E Perzon
----- =) Account
-7 Problem
7] Project
7] Service
-7 Service cal
7 5L,
-7 Wwork Order
-7 Workgroup
KN [E— |
[~ Use this form as default [¥ | Uz= this template as default
Qk I Cancel Catcel
9 User Console
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Actions

(D |

|
|.ﬁ.g|:i|:|ns invent
EFEJ References. ., Overview actions:
E; all calls Far this CI... views of SD data in
E; Zalls by category For this caller, .. context
E; CIs per Service. .,
E; Dpen calls For this caller. .. 2l zalls far this CI
F4 open calls For this CT's categary. .. o b i ey i
E; s For thi o All incidents for this Cl
@ Open calls For this organization. .. Category it &l problems for this CI
Dpen calls For this Service, .. Calls for this categan CI
Configuration |... » |PLC
ﬁi Cpen Calls for this SLA. .. I """""" A — I_ Cl Structure
Ei O I &dvanced Find Open calls for this Cl
pen calls per workgroup. .. Clz Uzed By Caller Open changes far this Cl
E; Cpen problems For this CI... o Open incidents far Cl
Cuick Yiew .
z - Open problems for thiz Cl
'_l"': IS Availability Open Prablems for this categany Cl
*
l_r': I5 Snapshot Hew Motepad Smart Action
- 15 Total Response Time o Acions S
x | |
'+Z Metmesting
"+Z Mew Mail Message Smart actions: launch other
=z . . .
 Ping CI applications with SD data as
'+ Servicesoft Web Advisor parameters
'_f-‘i Suppatt.com
¥E Close .
- System actions
@El Creake subcontract service call . . .
(no modifications possible)
2E peply
10 User Console
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~ Quick Find versus Advanced Find |

M New - Service Call = [0]x] invent
I File Edit Wiew Tools Actions Help |
I Save and Close | Quick, call template - | > m| ¥ A | Hl| =0 d - Perso X
05 ok |
I -
v I Geyferal |Wnlk nldersl Helationsl Time.f'CDstl Histan, g IW All Persons [T able] J Cancel |
Search co. . |First name |Last name |E-mail |L|:|catinn| QOrganizati... [~ N
- one |
Status IHeglstered j Impact IL':'W [ 1 person affected) ASHFJ Jack Azhfield @inventio.. USADZ  Fritznek, B. . —
Entered by per...« l |@M q B qu Low CL&yYH Heny Clayfield (@inventio... JSA03  Fritznek, B. .
4 EDWwWAE E llictt Edwards Pil i 4 03 Fritznek, B...
7 Deadline |22£D?‘.f'02 17.00 c.kt':l Igtét .
IECaller ﬂ FalLs, Andrew Fallomws @inventio.. USA03  Friznek, B. .
: Actual Finish I FRAMD Dave Franklin @inventio... USA03  Fritznek, B. ..
Advanced Find . . . .
e ; FRITE Ben Fritznek, @inventio... USAD3  Fritznek, B. ..
SR ZEgnMmen - : : :
Qi T i [Helpdesk HARRAL Lenmy Hairiz @inventio.. USAQ3  Fritznek, B... i
T e Do r = = lmhEm EU 0=
T Ta person - | I |'| E ltem(s) S
tore [Azzignment Statuz: Mew ;i @I
From workgroup: Helpdesk
Configuration | | I From perzon: User, Spstem -0l x|
sevice = | .Or press <F2> ==
B | IMM e Lok far, IPerson
View [l 2 Persans [T able] =l
Folder I Cio
| 0 | p
’ Person | are Eholcesl Advancedl
T Category IIﬂdeﬂt MNew Search |
Description 0 Search code [KELLR
Clazsification 361 ak.
First name I 4'
t edivim Phone Cancel
Information I Lzt s | 4'
d Closure code I E-mail |
—FAD Telephone number I
™ Frequently &sked Question Employee number | o
j Group I Location - | I ﬂ
Solution Organization | I ﬂ
Search code |First name Last name # E-mail Location |Drganization Manag... |
_J KELLR Roger Kelly @invention-inc.com  USAD3 Fritznek., Ben
[1 Itemls) 4
11 User Console
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~ Multiple Update (ﬁﬁ]

invent

3 hp Open¥iew service desk -0 x|
J Fil= Edit View Favorites | Tools Actions Help
J @E - = | Eh | X [ Refresh FS hd... all Service Calls (Table) .

Semvice Desk

Service @ fdvanced Find. .. Fz

1 : Dptions. .

| Statuz | Categary

rvice Desk  In Progress [ncident

In Progress [nizident

sUmmarny ...

@‘% ! ] i Clozed Complaint

C ar... |n Prog [ncident

vice call

open Selected Ikems

Report Skyle ]
aE @ SV Py Agzignment, Feference # o
: Rt | 2 Assignment, To external Organization
rgotten PR £=] Azsignment, To external Person Cancel
Organization T—
: Agzignment, To perzon

CrDE to mail me & Ascig P
S £=] Caller

a0 27/0... Computer locked up w [—=

fas Categary
|?-I Item(s] @ Clazzification j
12 User Console
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~ Setting User Options (1 of 2) |

invent

options x|

General |.-’-'-.u:u:u::unts| Su:uur'u:lsl .-’-'-.ppliu:atiu:unsl .-’-'-.dvanu:edl Farm fnrmatsl ML 4 I PI

/4

Regional/Settings

| English

Le

Set server & change password

Feport 2ettings
Output fg

Service Desk can be

der IE:"-. tams
made multi-lingual

Link sounds to events

[~ Automatic
[Trdates the activeAtew at the defined rate

E mitte(z]

efrezh [nterval

External applications used by the
smart actions can be adapted to

local machine locations Refresh Hate

-Flashing tray icon
-Send email
-Search options
-Caching

- ... and more

Apply

ak |

13 User Console
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Setting User Options (2 of 2) |

invent

X

...................................

v Requiredfields font f f

hanges the appeararice of the requir fIE|I:|S i oL f ms.

Font.. /| [MS Shell pig (1) <« Format of reauired
ormat or require
(mandatory) fields

Setting number field Date and Time Farpt in Forms

r dates and tlm ity oL Farms.

definitions {J iia Dietermines the farmat

tetime format’ |Short Date%edlum Time [23/05/02 13:49) ~|
Setting currency field
definitgi’ons Y | Short D/ﬁ’é (£3/05/02] ~lel

Date form

Defines how date and time

Time fgrmat ILn:n Time [13:49:18) j fields appear in forms
Setting date field and views
definitions
Setting time field
definitions
k. Cancel Apply
14
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Reporting from views |

invent

OPTION 1: internal

» Select a view

» Select a report style via
File->Report Style

* Preview the report via
File->Print Preview

 Print the report within Print

Preview window

> X print Preview

I B Page Setup | % Print.. | Publish. .. | Close

All SEW]CE Calls

1D |Deadline |Descriptiun

165 16-6-200015:29:44 Can't remember outlook password

2 B-7-2000 12:29:54 RFun management invoice summary batch jo
i B-7-2000 14:20:38 Password forgotten HF Server D2

20 B-7-200015:4417 Printcard Printer error message: "Card merm
1 B-7-2000 16:23:59 Password forgotten far Service Desk

17 ?-7-200010:21:21 Characters CPQ DeskPFro kevboard produc

Microsoft PowerPoint - [user console.ppt]

OPTION 2: external
e Select a view

» Copy & paste it in another
application (like MS
PowerPoint or MS Excel)

> |E] File Edit Wiew Insert Format Tools Slide Show Windaw Help
JD@H|§J|&%‘E@|nvm N = Yy
J - H_IUS|—§§|:::|A.& <:3':(>|
|_|2-|-11-|-10-|-9 B -

15
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Reporting from views (MS Excel Example) (,5'0]

nvent

” File Edit %iew Go Tool Actions Help

ﬁ = | §| T | ¥ B El > | CET - |E| @ " | Service Call by category [Explorer) = | K2 .
=y | ] {at | @| hittp: /v openview. hpocomd -

&z Complaint
i Incident

Deadline ©
-5 RFC [Request for changs) —| Reaistered
N B 2760 (oo somn [Forgoton eomai password.[Negistered[Medum [ Tue, 07/0971999 1... |
i e Mol. Patrick __ |Printer paper jam during pri... [Registered |
1 _) In Serv‘ce Desk’ - RFT Riequest for training Printer paper jam during pri... |Hegistered Low Thu, 02/09/1999 1. I

226621 | Barrow, Stan Mail zerver out of order: Us__. Wed. 01/09/1999 1.

select data and
Edit->Copy

Reagistered Medium

226614 |Grunner, Gerard Calculation resulst in an er... |[Registered |Medium wWed, 01/09/19991...
226619 | Burg. Anthony de Mailzerver probably down. ... Registered High wed. 01/09/1999 1.
nnnnnn o L = i e I TN PN W o . =~ cainoiigog ]
¢ Microsoft Excel - Book1 Hi=lE3 P
”ﬁ File Edit Wew Insert Format Tools Data Window Help & |E’|5|| 71999 1
BHERY BRI o- @& = A 250D S 00 B
arial - 10 v|BIU|—§§|$/; 08+0|'é.- - - A'
s =] =
2.) In external A | B [ C [ o T E T F T
D Caller Description Status Priarity Deadline |Ta
A A 226638 Barr, John Fargotten e-mail password. Registered Wedium  Tue, 070919
ol, Patric rinter paper jam during printing cheet egistere O u, !
appllcatlon’ 226613 Maol, Patrick Pri jarn duri inting EXEL sh Regi d L Thu, 020915
. . 226610 MacDonald, Ronald Calculation result error after retrieve sales wolurr Registered [ Thu, 0209719
Edlt->PaSte (SpeCIaI) 226608 |Beardsley, Beatrix Printer toner cardridge empty Registered Ly
226605 Bernstein, Heidi Password forgotten product developer Registerad Lowr
226533 Elli, Bret Password forgotten PROFS E-Mail system Registerad Lowe
i
14 [« b [bilhSheet1 /Eheetz 7 Sheets /. |4 _|j_l [#334E22
Ready | [ [CAPS MU [ 4,?%?_1.5_2? |
| EX| | 4
| 2 4

16
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~ Reporting from Analyzed Data (1 of 3) |

* Benefits & characteristics

— Reduces history analysis

— Collect information that is otherwise ‘hidden’ in the history
lines

— Can be used for ad hoc reporting
— Interesting information for further analysis
— Further analysis in reporting tool

— Collected per information type, for example:
— Who solved the item?
— When was it first accepted?
— When was it solved?

17 User Console
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~ Reporting from Analyzed Data (2 ot 3)

* Analyzed data gathers information from items on:

Passed by

Solved by

Pickup time

Solution time

Total work time

Overall work time

Assignment time

Status time

List of departments or persons who worked on
but did not solve the item.

Department or person who solved the item (put
to an arbitrary status).

The time it took between creating the item and
accepting the item by a support group.

The time it took the support organization to
solve the item (put to an arbitrary status).

The difference between the moment the item
was created and the last time a status was
selected.

Total work time of the item and its related
work orders.

The time a selected department or person was
assigned to an item.

The time the item was in a given status, or in
one of a list of status codes.

(D |

invent

18
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~ Reporting from Analyzed Data (3 of 3) )

invent

B4 Administrator Console

I File Edit Yiew Tools Ackions Help |
| = 2| & % Ba@| X | AlData(Tabke) |+ 2.

@ hp Dpeniiiew service desk Analyzed data il

=-{0] Analyzed Data
|

----- G Analvzed data

----- G Analyzed data Change

----- G Analpzed data [ncident

----- G Analyzed data Problem

----- G Analyzed data Project

----- G Analyzed data Service call
----- G Analyzed data Workorder | Pickup time - 46 itermis)

tern type £

i P i The Analyzed Data results and views are
[Status tine - 53 tem) located in the Admin Console. Access to

| Tatal wiork time - 76 itern(s]

this data is defined in the roles.

Here one can define views and select
existing views from the toolbar. Basically
there’s no difference between the view
functionality for analyzed data and other
Views.

369 Itemiz)

19 User Console
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Service Today

* Personal or group TO DO list

2 Service Desk -0 |
‘ File Edit Yiew Favorites Tools Actions Help
‘ o~ = | = | X B | > ||E #| Advanced Find... ervice Today For Workgroup (Table) v

ICECETCE Service Today

Itern tppe #

[T | lkem bype £ Drescription

(Filter Applied) %

Toperzon | Deadline

-~ Incident - 5 itermls)

(D |

invent

) 1.2 Incident  CPLU bottleneck detected. CPU usage iz 100 ... Mew 2-F-200...
ﬁ 1... H| Incident ge 2 b ediunm .
Carvicecal 1. 2] Incident  Mew uszer added for Service desk, User ID: ). Mew Medium MMeeks, Bill  1-8-200...
1...[2] Incident  Server down: Mo connection after 45 zec. Mew 2-8-200...
1.2 Incident  Server 02 booted Mew Barnz, Stan  6-8-200...
[ ﬁ Service call - 2 item(s)
H 2 &El Service ... Run management invoice summary batch job Mew Medium Barns, Stan B-7-200..
Organizatian 1] fﬁ Service ... Run monthly irvoice proceszing batch job Soccept High Barmz, Stan  7-7-200...
CMDE =] & work order - 1 item(s]
SLbd 7. @ Work ar... Place CPU in'web Server OPEMVIEWS Mew Meeks, Bil  5-6-200...
Changez
M5 Office 2000
1 Iternz) =2
20 User Console
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Let’s:

1 go see the tool...

J do some exercises...
d have a break...




Administrator Console

nnnnnn




J Fil= Edit Wiew Favorites | Tools Ackions Help

Jﬁ'ﬁ|§|éﬂi Refresh Fo

Service Today

Two main areas:

Service @ fidvanced Find, .. Fz
D |[ Lipdate all, ..

- . | |
1 © __Options.. @ at

2 : Svsten. ..

hp OpenView service desk
« most configurables for service desk reside here

« analyzed data, business logic, data, presentation,
security, system panel

Service Pages

 contains configurables specific to service pages only
* access, data, presentation, system panel

Remember! Tools -> System

Tools -> System

Administrator Console - Overview N
('0]

invent

File | Edit Wiew Tools Help

bip Opentfiew service desk
El Analyzed Data

-- Business Logic

Data

F-E7] Presentation

% SecLUrty

@ Syztem Panel
Service Pages
% Arccess

Data

ﬁ] Fresentation

----- 183 Suvstern Panel [zervice Pages)

Tools -> System Tools -> System

2
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Business Logic = Actions |

invent

Defines the menu options offered in [aghors Help
service desk “Actions” menu stack. : & References..

- V&3 Al calls for this C...
I Eﬁ Callz by zategom for this caller..

3 types: B &; Open callz for thiz caller...
« Overview Actions are database queries &5 Open calk for this OI's category..
. . . /} < 723 Open calls for this organization...
that show results in list. This 255 D calls fon this Semice.
information is context sensitive, e.g. a %4 Open Calk for this SLA..
list of all calls for the caller that is L 5 Open calls per workgroup. .
currently filled in in the caller field &5 Open problems for this C1..
. s 2
- Smart Actions launch external i SRIEETIE
. . . _g - Mew Mail Message

applications with context sensitive I 7 PingCl
parameters, e.g. executing a ping ' Senvioesoft Wieb Adviso
command on the IP address of a Cl ¥ Support.com
that is filled in in a service call % Close

i 23| C b ice call
- System Actions are developer created /y { ﬁ H:;LE subcaniract service ca
and cannot be customized. Examples

are Reply (change the assignment
around) and the Cl Generation Wizard

3 Administrator Console
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Business Logic = Application [bﬁ]

invent

Defines external applications for use in Smart Actions
 Name — user defined

« Command line — program file name (default - user can
change this in the Options menu)

« Start in — folder name (default - user can change this in
the Options menu)

« Description

Application

Dirag a column header here to group by that column,

Mame « Command line Start in
Internet E xplorer iEsplore. exe C:h Startup Internet E splorerer

Dezcription

Metmeeting iEsplore. exe C:h Thesze are the paths to the Internet Explarer exe...

Maotepad chwwinnthnotepad. exe citemp kicrozaft [R] Motepad
Motepad Motepad. exe ot
Ping Fing.exe C:h Fing to the Cl
Support.com c:hprogram filezhbiogatadminhbintcontexe o hprogram filez'hogahadminhbin.cont. exe
4 Administrator Console
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Database Rules Introduction (ﬁp]

 Wizard guides you through: invent

— when rule should fire: on insert, update or delete

— which (timed) condition(s) should be met
(when field value is ...)

— which action(s) should be performed where and with what
parameters: command line execution, SD data update or sending an
e-mail

— name and categorization

» So, for example:
— when service call is modified

— where the status is “registered” 2 hours before the date/time in the
deadline field

— e-mail should be sent to the manager of the person that entered the
service call with subject: “service call [ID] 2 hours from deadline” and
body “Dear [manager name], Service call [ID], that was entered by
[entered by person], has still status [status]. The deadline of the call
is [deadline date/time]

... and the service call status should be updated to “escalated”.

— Name : “2Hr deadline”, Category: “Alerts”

Administrator Console
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Business Logic = Database Rules )

I
invent

Perform a variety of actions, at any given time, on most platforms

Database Rules: Pager Alert

YWhich actions do you want to be perfarmed?

On the basis of an

.
- insert,
B mOdlfy or sdd | Modiy. | Remove |
- delete Rule description:
When service call iz created or modified

where Priority equals Top
Action to be perfformed: Telalert Action

in the Service Desk database.

Cancel

¢ Back

Types of Actions

ioadd i fdiadifin..

Command Exec Action
Update D ata
Send e-mail meszzage

Administrator Console

6
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UI Rules Introduction (ﬁp]

« Wizard guides you through: invent

— which preconditions should be met (optional)
— which condition should trigger the execution of the rule

— which action(s) should be performed and with what parameters:
command line execution, SD data update, field value range limitation,
overview or smart action or sending an e-mail

— name and categorization
» So, for example:
— when service call status is not “closed”
— when service call classification is set to “RFC” (request for change)

— the assignment-to-person field should be set to the Change Manager
... and the service call status should be updated to “RFC submitted”.

— Name : “RFC to Change Manager”, Category: “Assignments”

7 Administrator Console
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~ Business Logic = UI Rules |

invent

Set data into fields or run actions
automatically based on user
interface conditions.

Ul Rule: Incident Closure - Incident |

W hich preconditions do you want to check?

[v¥]:Status equalz CompletedORIn Progress0R nformedOR R ed

Types of Actions

Add... e Edlifi. Hemove

Rule description:

Triggered by Clozure code equals Gone [Unable to reprod. .
where Status equalz Completed0RIn Progrezs0RInformed... Command Exec Action
Set Actual Finizh to gystem date and Status to Cloged [Upd... Update Data

Lirmit figld value range
Cverview action
Smart action

Syztem action

< Black MHest = Cancel

8 Administrator Console
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~ Business Logic 2 Scheduled tasks |

* This task list shows:

— all database rules that are scheduled (on any active
application server) for execution in the future

— all scheduled SLA evaluation reports (the first to come based
on the recurrence pattern that has been defined)

* The feature allows you to:

— reschedule all tasks to the application server you are currently
connected to when any tasks in the list are scheduled to be
run on application servers that are currently not active

9 Administrator Console
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Administrator Console Export Settings (N |
(ACES) ['0]

ACES enables you to export system settings (forms, views, database
rules, etc.) from one SD database and import these into another, e.g.
from a test environment to the production environment.

Does NOT include:

* Application Password settings, Attachment settings, Audit rules,
Calculated Fields, Copy fields, E-mail settings, General settings,
|lcons, Regional settings, Report settings, Search, Shortcut Bar, SP
Password settings, SP Template Settings, SP View Settings

Option to overwrite existing settings when importing settings

Exchange files in XML format, structure differs from regular Data
Exchange files

Export Wizard and Import Wizard provided
No command line interface

Administrator Console
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Data =2 ACES

£ Administrator Console

] File Edit YWew Tools Actions Help
== -

';'5:1 hp Opentiew service desk =

El Analyzed Data

E-2] Business Logic

Elgj Achiong
E‘; Owerview Actions
'_*l.’: Smart Actions
E] Syztemn Actions

'_‘[."3 Application

- = Databaze Rules — &

-2 Scheduled Tasks
-] Ul Rules
9...65 ACES K
-E] ACES Group

Ealculated FIE‘.'|I:|S

- Checklizt
(= . Codes
-4 Change
“j Configuration lkem
General
{37 Incident
- Maintenance contrac
=g Organization
-E=] Person

Problem

Project

Service
i epy Service Status
= fﬁ Service call
Lo . FAQ Group

.'.' hd =i irn x
4| T 3|

|3 Tkern(s)

Groups

Views

B¢ Administrator Console

I File Edit Wiew Tools Actions Help

O |

nvent

I Dq' Open Chrl+0 El > | Defaulk Export Wi (Table)

E Repork Style P

Aces Impart Wizard

@, Prink Presyiew
&pprint... P fions

Exit

w
w

4 Database Rules

25 Scheduled Tasks
H-{&] Ul Rules
£ Data
= Cti ACES
----- g‘] ACES Gmup

----- Ealculated FIB|dS

[+~ Checklist

= [F Codes

74 Change

¥ Configuration Item
General

1] Incident

B Maintenance contrac
2 Organization

E=] Perzon
Prablem
B1-5g Project

B~ Service
o ey Service Status

ﬁ Service cal

Fal Group
= hdacdinim _ILI
L3

T

Export

Import

0 Item(z)

11
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~ ACES steps (ﬁﬁ]

invent

« Steps in the process:
- 1 define ACES View(s)
2 group ACES View(s)
-3 export ACES Groups with wizard
4 import ACES XML files with wizard

2 New - ACES View

- J=E| SD ACES Export Wizard
T Bt yow Toos g b
| @awvemici Cx[@lsmals D
Select one or more ACES groups.

Nome f

tem f @| v -
- El Data 755 [Business Logic

e e Precatsion

Tet [ Security I

ten [ sevicecal B Service Pages

System Panel

Aces XML file IAEES_EHDDII_ZUUZUSZ\ Browse

SD ACES Import Wizard

Log file ATES Evpar 2120521 _ Buowse | Select one or more ACES il files
ACES_Export_20020612_133143 km Add
Remnowe
< Back Mext > Cancel
1 A Database Rules - Aces Group. 2%l

Name [Database Fules oK . 0

ACES Group Element = 0 |

[ACES View ACES View Expot View ltern ] &I

v Tyenwnite existing items

LogFile [ACES Import_20020625_152651.00g  Brawse

Relate. Urielate: Hove Up: biove Down 2

< Back, I Next > I Cancel

12
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Data = Calculated Fields

(D |

invent

Calculated fields can be defined based on the value of other fields,
a relative operator (e.g. add, subtract) and a value

| Calculated Fields %

[l Configuration Item - Calculated Field

Field:

IEaIcuIated Datetime 1 [Date] j

Calculated D atetime 1 [Date)
Calculated D atetime 2 [Date]
Calculated Duration 1 [Humber)

Mame ¢ .

41 Change Calculated Duration 2 [Humber)

.g - Calculated Mumber 1 [Mumber]

*d Configuration [tem Caleulated Murmber 2 [Murnber]

Incident i i

= nc! = m Configuration Item - Calculated Field HE Price [Altemative] (Number]

E Maintenance contract .

o . : I ﬁ Howrs iputes
E'E Organization Field: IEaIculated Dratetime 1 [Date] j
P

EI FrEon M arme: IEaIcuIated D atetime 1
4] Problem

B5 Project Baszed on: I j )4 | arncel
l%i Service Dizplay format: I j
{Jﬁ Semvice call
3 Service Level Agreement Operator: I [

'W'u:nrk order Value: I 3: Hours I? Mirites Types Of

=| workgroup =

= Asivate Calculated Fields

13 Administrator Console
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Data =2 Checklist (,f'g]

invent

Can be used to aid helpdesk employees to gather information from a caller.
The questions and the answers entered are appended to the Information
field.

Defines what will appear when “Actions->Checklist Wizard’is
used.

3 checklist types:
o CIaSS”:lcatlon 4 MNew Employee - Service Checklist
° General Text: Mew Employes o —_ |

Questions

L4 Se er Ce D e=zcription O ption Buttaon Question

i ID| I arne |Status Folder |
10 Deskiop ¥E Syupported

é"-.-'-.-"}'uat iz the firzt ahd last name aof the employee’?

“Who iz the manager of the new employes??
“What iz employee number?

“whhere will new employes be located?

HOODO

|z & laptop required?

fdd. Modify. . Elaime.. bove Up tove Da... Add... kodify. .. Hemuve...l Relate... | Urrelate |

] | Cancel |

14 Administrator Console
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Data =2 Codes (,5'0]

invent

There are several code tables per item and a few general code tables.
The contents of these can be modified and customized.

Code tables can be hierarchical (e.g. Cl category) or flat (e.g. status)
This is an important and typical place for site-specific adjustments.
The corresponding process is always the basis for this!

E+ Administrator Console & - O] x|
File Edit Wiew Tools Help |

2w S| X BB X

EI@ Codes :I -
- -4l Change — B
| qj Configuration ltern Cl Category  Cl relation type  Cl Status
+-fis General hd hd
5 Item(s) v
Examples:

Status codes, Classifications, Categories, FAQ groups, Closure codes,
Priorities, Severities, Impacts, Service Levels

15 Administrator Console
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~ Data - Copy Fields |

invent

Step 1: Ctri-C

=| In Progress - 3 item(s]
239 Calculation errars Oracle 8.0.5 far wWindows MT 4.0 9/20/200... It could be that more people within o,

24N Pasrnmnea traa AF 1T e hanand ramn | acal dras nahaarl 1 1nMa2ann kde Tran aF Hha mahuarl rmananarmant

Step 2: Edit->Paste Special

I File | Edit Miew Tool: Action: Help

Controls which fields in a record are to be

copied when the complete record is copied. |g:< uws Otz s
This may be a copy of a service call to a o b Cu Cox —— o
. . B2 Copy Chrl+LC
service call, but also e.g. of a service call Stat coe ]
tO a prOblem o Paste Special - Service call13?1 —E Pricy
&# Clear ;|

: : Select Al Ctrle4, Dea
Copying can be done through the Edit ' | Bl
menu or through Ctrl-C, Ctrl-V in a view. Description: Assi
| nfarmatior: .
I =

16 Administrator Console

©1999- 2002 Hewlett-Packard Company



Data = Custom fields (b’a]

invent

Need more fields than the standard set supplied with Service Desk

out-of-the-box? Use Custom Fields! [ p—
I Name ... leﬂsl Location
¥ Activate
« This is an important and typical place for site-specific o
adj U Stm e ntS . € All Categories

[ | RFLC [Frequest for change)

» The corresponding process is always the basis for this!
» Over 860 fields available!
« Can be enabled/disabled per item category

{G‘ Enabled for the following categaries

field types text| text| text| text| code| date|number| boolean| org| person work| CI| service
items 40| 255| 4000 64Kb group
Senvice Call 10 25 5 1 10 10 10 5 1 1 1 1 0
Incident 10 25 5 1 10 10 10 5 1 1 1 1 0
Problem 5 5 5 1 5 5 5 5 1 1 1 1 1
Change 10 25 5 1 10 10 10 5 1 1 1 1 1
Workorder 10 25 5 1 10 10 10 5 1 1 1 1 0
Project 5 5 5 1 5 5 5 5 1 1 1 1 0
Configuration ltem 60 100 5 1 25 10 15 5 1 1 1 0 0
Maintenance Contract 5 5 0 1 5 5 5 0 1 1 1 1 0
Organization 5 5 0 1 5 5 5 0 0 1 1 1 0
Person 10 25 0 1 10 10 10 0 1 0 1 1 0
Workgroup 5 5 0 1 5 5 5 0 1 1 0 1 0
Senvice 5 5 5 1 5 5 5 5 1 1 1 1 0
SLA 5 5 5 1 5 5 5 5 1 1 1 1 0

17 Administrator Console
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~ Custom fields recipe |

Determine the Item requiring the custom field
— Service Call, Change, Problem, Person, etc.
Determine the Field type

— Text (40, 255, 4000 or 65536 characters), Code, Number,
Date, Boolean, Item reference.

Enter a Field name
Determine for which categories the field should be enabled
 Activate the field by checking the Activate checkbox

* In case of custom code fields, create a code table under Data —
Codes - Iltem

 Finally, add the field to the appropriate form(s)

18 Administrator Console
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Data = Data Exchange |

« Data Exchange Task

— create tasks that export data from an external
data source and imports this data into the
Service Desk database

« Data Exchange Task Group
— group a set of tasks for execution
* Import Mapping

— maps external data source classes and
attributes to Service Desk items and fields

More on this topic later

19 Administrator Console
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Data 2 Web API (,5'0]

invent

* Enables you to select a set of fields to be queried by
a Web API application

« May increase performance over using the default
field selection (which is also used by Service
Pages) by decreasing the number of fields queried

* May extend field selection over the default set

The Web API is a number of classes written in pure Java that enable
m programmers to access and manipulate Service Desk data.

20 Administrator Console
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Forms versus Templates

[ Service Call - Form Designer E

orgot Password - Template

[Eemm:

Rl Lot
Actial Diratian

et o General | Work orders | Relations | Time/Cost | Hist =
clual Sart ok orcers | Relaions | Time/Cost | History

[Assignment i
Caler Status: Impact [ Name:|I

Categowy
& Classification Securty =]

Classifcation ez L Urgency:
f@a Closure code

| Fie page Help

Forgot password

Cancel |

Closure Code

I
Configuraton liem e i ]
[
[

Cost Location

Cosurecote: [
edum

Open Durstion

Deadine Deadline: .
Daserpion Gew T e B Configuration Iem
£ty frh s, o Cost Location
o o ich =3 BotualDusatiors [ haws [ rminules Dead
FAQ Gioup ®5enice .. - eadline
Frequenty Sesigrmert = Description Forgot password for:
History (Set] Description: 5
ID . = Early finish
ac 5
Information Early start
it e | _Eary famnlat
Late Start Dessfealion i FAQ Group ellirpyiale
M aw. Dration I—

Frequently sisked Qu

E|
=l Faa Group [ |Q Histary
Planned Duration _|| Cateaory: ™| Frequently fsked O uestion E@ Impact Low [ 1 person affected)
!
=l
L]

Planned Stat % Configur... ~
ool
Friotty Sobion:
Regions
Fogisiored
Registraion
Relations (Set]
Remain Duration
Se.Date 2
Teut 1

Information

Planned Finish
Flegistation. =

Late finish
Bl Late start

Max. duration

{8 Medium Fhone

(e -soreecor 1= =il

| Ble Edt wew Tosks Agions Hep | Eie Edt iew Tooks Actions telp J
I e ju;aveamuuse\Fmguwaﬁwma Flx|elitmele v (3.
=3 Seners | work ocers | Reletions | Time/Cost | Histow | B Wik

Status: I D [ Gerwial | ok ordess| Relaions| Tine/Cos | Hisos|

‘ [ save and close

Problem

Actual Finish:

[ = |

Urgeney: [ = ffir Registered ] impaet [Low (1 person affected) =

St © Pricty: [ = Urgency [Medum |

u o Orgarize.. - Deadine | = (ST o - -
[ I~ |

o8 Organiza.. ~
Deadine: [lzszmooizsz =]
s @

ﬁ 8 '— Actual Duration: hours minutes B Actual Finish: I
o ]

A t. Aetual Duration: hours minutes
5o - [ _Assigment..| O —

I—I'EC ord - -=pradefined record

L

Lo

L«

F o
From persor: Liser, Spstem
Classifcation: | [ Description:
Ifomation Closue code: [ Forgotpassword for Classfication | [Secury
Rt || rformation Dsrzcace: |

I Frequenly Asked Question E s ]
| Registration, Evea:sg bﬁ-ﬁézﬂ?ﬂ 12 dﬁZ " T~ Frequertly Asked Question
Categor | iealed by: System administotor
Categon: [incident Fegistation..._| [Created 5:8:20001252

% Configur... ~ = < Corfigur., | Created by System admiistrator

Solution: Solulion: -
5 I]

K

Lel

L

o
(X

L]

| |
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Data

Administrator Console - create

-2 Te

(D |

invent

within a form - use

IS[=1 E3

Default ternplate

Fargot Outlook password

Fixlglosnals v (B,

ID: LAS DEJHUTk | |W0lk ordersl Helationsl Time.”EostI Historyl
:_ ew Employee
B4 Hew NT Account - Template EE Status: |F‘egist Mew WT nt - |Low (1 person affected) M
PSPServiceLal : P
|Eemm: k. | Caller: - | I Quick call ternplate =] e |3-i b edium j
2] Deadine: [7/5/2001 07:00 =l
Mew NT account |
I Cancel _I Actual Finish: I ;I
s |Service call Actual Duration: <] Hours 2] Minutes
Template categon: I Ell Organization:  + ||—P_Inventi0n|m°' orated ﬂ || = I =]
Agzsignment... To group: Metwark Specialists -
I_ Defaul template SLA | I g From workgroup: Desktop Specialists
I . - T From person: User, Spstem
Clazzification Securty = o | ﬁ T
EIVICE: * | i
Closure code | g
o . y Service Level « | |Bronze[845 PR, i
4 Configuration [kem 4| Classification: [Security
Deadline Description: Closure cade: I ~
User needs new NT account
Description User needs new MT account FA0 Group: |
Early finizsh Information: [~ Frequently Azked Question
Infarmation on procedure iz in work, order ;I
Early ztart
FAQ Group
7] Folder =
Frequentiy Azked Cluesztion Category: IHFC [Request for change]
Q Higtary Configuration ... + || ﬂ
Impact Low [ 1 person affected) =
Infarmation Information on procedure is inw...
E=] Initiatar [ =
— Solution:
Late finish ll Metwork. group creates new account. ;I
: il
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Actual Cost

Actual Cost [4ltemative)
Actual Duration

Actual Firizh

Actual Start

Lpproval

Aasignment

Caller

Categony

Category [Service Today)
Clazsification

Clogure Code
Configuration ltem
Deadline

Dezcription

Early Finish

Early Start

E stimated Finish

FAQ Group

Folder

Frequently Asked Question
History [Set)

D

Impact
Infarmation

Initiatar Drag & Drop

Late Firizh

Late Start

b ax. Duration

b edium

Open Duration
Qrganization

Planned Cost

Planned Cost [Alermative]
Planned Duration
Planned Finish

Planned Start

Pricrity

Registered

Fegistration

Relations [Set)

Remain Duration
Requestor

-------- SEPARATOR---
Service

Service Level

SLA

Solution

Source D

Status

Status [Service Today)
Subcontract Call From Sup)
Subcontract Calls [Set)
To Deadline

Wwhork Orders [Set)

N Service Call With Approval Sheet - Form Designer

I File Page

Presentation 2 Forms

ID: |

Status: I

Caller: - | I

Organization: - ||

SLA: - ||

Service: - | I

Service Level: - | I

R v -

General |W’0rk ordersl Helationsl Time.-"Eostl Approval Sheetl Historyl

Impact:
Fricrity:
Deadiine:

Actual Finish:

File WIEW

[& Save and Close | Guick call template

A= N ==Y Y N

Actual Duration:

Drescription

Category: I
Configuration |... = | I
Solution:

L

bl o G|

K0

Classific-ation:

Closure code:

Organization: = |

FaAQ Group:
™| Frequently Ssked Huestion

|
l_
l—
l—
|

Agsignment... | |
l—
l—
l—

-

Administrator Console - create

0| T

General | work ordersl Flelationsl Time/Cast | Appraval Sheet | Histary |

Impact; JLowe (1 persan affected) =l
Priority: Jul Low =l
Deadine: [75/2001 15:00 =1
Actual Finish: | =]

Actual Duration: I

ﬁ Hours 3: Mirutes

SLA: v||

Service: - | I

Service Level | IBronze Gxb

3 145 |20 1% L

Description:

Information:

Category: IIncident

Configuration |... « | I

L]

Solution:

Lol e e

=

=

Aszsignment... | To group: Helpdesk d
From workgroup: Helpdesk
From person: Uzer, System
Classification: IUser
Closure code: I j
FAD Group: |

™ Frequently &sked Question
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Presentation = Icons [ﬁp]

invent

s

lcons

Mame ¢ I;I
M Incident

B Maintenance contract
E Member

28 Organization

E=] Perzan

] Potin 2/
aprniect leon: |

22 Feceiver

E=] Receiver Cancel |
% Service

&‘E Service call

Service Event Relation
Ej Service Level greement
Support Hours

i Telephone
@ Wiork, order

Wiork, arder Predecesszor
E| YWhorkgroup

In other places it is also possible to have icons, for example, codes in
code tables.
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Localized Text Concepts [15'0]

 Localization enables translation or adaptation of almost
any text used in Service Desk

— For use in local language
— For use with your organization's IT idiom

 Service Desk supports the UTF-8 character set (other
iInternationally standardized character sets may work
but are not supported officially)

« Service Desk is created using the US-English
language. Localization packs will be(come) available
for German, Spanish, French, Japanese, Korean,
Simplified Chinese, Traditional Chinese and Dutch
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Presentation =2 Localized Text

Code Test

Action Title

Values of
codes in
code tables

Form Title

]
Names of
overview-,
smart- and
system
actions

B a

Label Text

Names of
fields and
buttons

Error- and
other
messages

Meszage Text

| oo

Fage text

Names of
tab pages
in forms

Text Statuz Wiew Title

_/

Names of
views

Texts that
give
information
on fields.

Statuses you can

These texts
can be

use to keep track
of changes in all
texts: Accepted,
New, Read, To be
revised

activated by
dragging &
dropping the
question
mark on a
field

(D |

invent

v F

wihat's Thiz K.emel Code Page Attribute
Text Teut

Names of
other
elements on
forms and
dialogue
windows
(such as
group box
names on
forms)

Assorted texts: all
category and status
code tables, folder
codes, SLA metric
codes, calculation and
date operators, folder

26

©1999- 2002 Hewlett-Packard Company

Administrator Console



Search Concepts |

« Search configuration settings comprise:

— fields shown when clicking the Quick view button
(yellow call-out)

— standard field set for advanced find window
— default view for displaying search results

— query restrictions to support performance

— standard search field

— show fields for a number of fields based on Quick
View settings

27 Administrator Console
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Presentation = Search [ﬁp]

invent

Administrator Console - configure

# Person - Search Caller - | [Kelly, Foger o Mame: Kelly, Roger T
9 E-mail: (Sinvention-inc. com
Search |5h°W | Name: Kelly, Boger | Telephone number: 3455
. _ — E-rnail: @invertior-ing - ob title: Technical Engineer
el e | Mame; E-mail; Telephone number; Job titke; Location; Time Zone Telephone number: 3 Laocation: LSA03
Job title: Techrical EH Time Zone : Eastern Standard Time [Mew ork]
- [ — — - -
ik seendi | Search code; Full name First name; Full name Last name; El-mail,'
Telephone number; Emploves number; Location; Organization
Wi for find results: I.t’-‘-.II Perzonz [T able] j \\

f+ Mo restiction

£ Restricted to I 3: Rz €9 Advanced Find

| File Edit View Took Help

Search field: ISearch ciode j
Lok far: |F'erson Find Mo |
| More Choices | .&dvancedl Stop |
Search code: I Mew Search |
First name: I ] |
Last name: I Cancel |
|

ﬂl E-mail:

Telephone number: I

L4 QuiCk VieW Employee number: | ta:
e Standard Search Fields Locton || ol
° ° Organization: = || ﬂ
¢ Query Restrictions
e Show fields | v
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Presentation = Shortcut Bar [ﬁp]

 Users can customize their own shortcut bar

« Shortcut bars can be reset to the version defined at
system administrator level but there’s no automatic
distribution of updated shortcut bar definitions at
system administrator level

 The shortcut bar definition is stored in the
ShortcutBar.DAT file. The locations for the
ShortcutBar.DAT file are:

— the standard shortcut bar is located in the \repo
folder in the Service Desk root folder

— the user's shortcut bar is located in the \Application
Data\Hewlett-Packard\OpenView\Service Desk\ in the
user's personal profile folder.
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Presentation = Views (15'0]

* Creation of Views for all Iltems

— Interface identical to view definition on user
level

— Access to views can be set in role
definitions
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Security =2 Access = Application

Account

Named user and concurrent user
tied to licensing, integration account
is not.

Both named and concurrent user
accounts have access to SD GUI
and Service Pages

Host is used to be able to send
commands to user's machine as a
result of DB or Ul rules

Default date, time, number and
currency formats can be set

Possibility to create a template for
accounts

Link account to one or more roles for

access to Service Desk

Link account to Person (not
essential but recommended to link
user to items that are created)

(D |

invent

=10l x|

}.' Rousel - Application Accounk

J File Edit Wiew Tools Actions Help

X Gt mE e

J [ save and Clase | Default Accounts

General |HOIes | Date fc-rmatl Tinne farmat | Mumber fnrmatl Currency formatl Active $E$$ion$|

Dizplay name IHDuseI

Login name IF!DUS.-’-‘«

Password I

Confirmn Passwaord I

Host |scar_l,.lharr_l,l. linventioin. com

Default language IEninsh j
Drefault time zone IEastern Standard Tirme [Mew Yark) j
Accaunt lwpe

(% MNamed uzer

= Caoncument uger

™ Irtegration [thiz account doss not give access ta the Service Desk user interface]

[ Blacked
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Role Concepts (1 of 2) |

* A role defines the access a user has to Service Desk
 Access can be set to:

— allow or deny creating, viewing, modifying and
deleting items (e.g service calls)

— maintain templates for items
— view and write to fields within items
— use forms, views, templates, actions per item
* More detailed access can be set to allow:
— viewing and modifying items based on assignment
— viewing and modifying history lines
— modifying items in a specific status range
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~ Role Concepts (2 of 2) |

invent

« Access can be further refined using Folder Entitlement
— each item in Service Desk has the standard Folder attribute (or field)

— values for Folder are stored in a code table (Admin Console-Data-
Codes-General)

— access to an item can be based on the value a record has for Folder
— Folder code table can be hierarchic

* Folder entitlement is used for:

— creating separate record pools, and access to these, for different
customers, employees, regions, workgroups, etc.

 Folder entittement must be switched on in the General Settings in the
System panel
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Folder Concept

view, modify
specialist A
customer
BLUE
specialist B
view
Calls in folder RED
customer
RED
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’1".' Specialist - Role

Security =2 Access =2 Role

ISpeciaIist

[tems |In|:|u|:|e rl:ulesl .-“-‘-.I:-:Duntsl I:ustl:nmizatil:unl

Wig

M e

b addify

Remove

k aintain Template

¥ EGo
=-010T Intemal

Wiew

O Mew

M adify
[0 FRemave

HDE LAR

b Wi
O  Mew

- badify
[0 Remove

]Dﬁ A3
#-[C3] EME&
¥- [ Service Providers

+-[J7] Spruce
_ E- . ' '

Advanced... | Details... |

Top level

IIIKl

(D |

invent

« Passing down of access rights

— Main item is at top level,
folder hierarchy below that

— All access rights at a
higher level are passed
down to all lower levels

— passed-down access
rights can only be switched
off at the level from which
they are passed down
from

Administrator Console
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~ Security > Access 2 Role — “Advanced” (,5'0]

{. Support Engineer - Role

nvent

Name: |Su|:-pc-rt Engireer

Items |Include mlesl Accountsl Customization

O o = « Advanced access rights to
B brtems st fields, forms, views, templates
O] &nalyzed data Problem

O Analyzed data Project a n d a Ct i O n S

Dcl Analyzed data Service call
O] &nalyzed data tworkorder

5l Change %@ Advanced ltem Access K E3
‘0% Configuration lkem =
ET Incident SeleCt an ltem Item: IF'n:ubIem
O& Maintenance contract -
O=2 Drganization Figlds | Formz | Wisws | Templatesl .t’-‘-.ctionsl
- Perzon
o= Frablem Field | Access | - Hide |
Project Actual Cost write
Rale Actual Duration ‘wiTite Yiew |
5D Account Actual Finizh drite
) Actual Start Wdite I Write
= Serv!ce dhpproeal WTike ;
SBW!CB cal Agzignment Tk
Service Lewel Agreement Attachmant it
3P Account ll Cateqgory Write:
. Category [Service Today) write
Details.. | Claszification drite
Closure code drite
Configuration lterm write
Deadline: drite
Description wirite e
E arly finish write
Early start write
Folder drite
Hiztary write
Impact write
Infarmation drite
Iitiatar drite
F.nowe Errar drite
Late finizh drite
| aba obart ariba LI
Cloze |

36 Administrator Console
©1999- 2002 Hewlett-Packard Company



?.' Support Engineer - Role

Name: |Su|:-pc-rt Engireer

Items |Include mlesl Accountsl Customization

O35 ttem -]
&[0 &nalyzed data Change
-0 Analyzed data

-] Analyzed data Incident
-] Analyzed data Problem
-] Analyzed data Project
Dcl Analyzed data Service cal
Dtl Analyzed data ‘Workorder
&-[#49 Change
-] %1 | Configuration ltem Select an item
H- ] Incident

#-[JE} Maintenance contract
DEE Organization
#-[]&= Person

-[#18%] Praoblem

Project

Ruole

5D Account

Service

(M|
O
O
O
izl Service cal
O

Service Level Agreement
SP Account ;I

Details... |

H.

Security = Access =2 Role — “Details” |

invent

» Detail access related to
assignment, history lines and
status ranges

‘?.' Detailed Item Access

[term: ISewice call

Folder: I ]

ACTEES | Hiztory line | Status Access

v Wiew
i Always

" When assigned to user's waorkgroup

" When assigned to user

— v Modify
o Always

" "wWhen assigned to user's waorkaroup

" "when azsigned to user

W Mew
[T Remove

Cancel
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Security =2 Audit 2

Active Application Servers

« Shows active Service Desk Application Servers

* Includes number of active clients per server

B Administrator Conzole

I FEile Edit “iew Toolz Actionz Help

(D |

invent

‘ & E."'| §| X E| > | Active Application Servers [T able)

R X

E hp Opentfiew service desk
&[] Analyzed Data

-- Buzinesz Logic

Cata

-4l Presentation
El% Security
% Arccess
- =M Audt

: ----- Active Application Servers
eldE Audit Rules

------ g Logged on uzers

Active Application Servers

Haosthame

|.-’-\-.n::n::ept Conzaole Clients |

Active sezsions

[P Part W eight

MY OMT 2. par.edunet. hp.com

2

30333 1
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Audit Rules Concepts [6'0]

invent

» Audit rules define what information in Service Desk is audited

» Audit rules can be set per field per item and are available for all
items

Results of audit rules appear in history lines or analyzed data
views

Audit rules are used to:
— audit, track and monitor changes in records
— collect data for reporting purposes, e.g. for analyzed data

History lines created as a consequence of audit rules can only be
removed when authorized to do so
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Administrator Console -

Audit Rules

[ ] Actual Start
Azzignment, Aszignrent Priority
Azzignment, Aszighment Status
Agzignment, External Deadling

[ ] Azsignment, Reference #
Azzignment, To external Organization
Agzignment, To external Perzon

iss?gnment' Pj droup 30 oktober 2000 System admini... Deadline set to "31-10-2000 10:51 ECT"
sEIgament, o person

30 oktober 2000
A0 aktober 2000 Systern admini... Azsignment Status zet to "MNew'’

A0 oktober 2000 System admini.. Status zet to "'Feagistered',

A0 oktober 2000 System admini...  Statuz from "Reagistered” to "Completed".

System admini... To group zet to "Mebwork,

[ ] Classification
[ ] Closure code

[ ] Configuration Item
e
[ ] E arly finizh
[ ] Early start
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Security = Audit = Logged on Users

(D |

invent

See who is (or was) logged on in Service Desk

52 Administrator Console

J Eile Edit “iew Toolz Action: Help |

J % ﬁ|§| .;'ﬁ'; E| b | Seszionz [T able]

- -k Templates
= ﬁ] Presentation

Bl ogged on users

E ltem(s]

G- Foms
ﬁ] lcons
b Search Created Account / Client IP &ddress
""" Shortcut Bar = Graham Michael - 1 item[z]
% LEHt 28-10-2000 13:04 Graham Michael 127.0.01
SR Views =| Paulien Jefferzon - 1 item(z]
[—]% Sty :
Acness 3A0-10-2000 132:43 Paulien Jefferzon 169.254 85,39
El Audit =| Syzter administratar - 4 item(z)
I S [:]E:i Audit Bules 30-10-2000 15:40 Systermn adrministrator 169254 85,39
e % Logged on users 28-10-2000 13:05 Swpztern administratar
el ?ﬁ Prevention 16-11-2000 1316 System administrator
~[&3 System Panel | .
= 30-10-2000 15:3 Syztern administratar 169.254.85.39

v
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Security = Prevention |

invent

Required fields on the basis of statuses
Critical to merge with Role definitions & Workflow

Service Call - Required Fields x|

Field: [T - |

™ Mever required
7 Always required

—{* Required for the following statusses:

| | Registered
[ | In Progress
Completed
[ | Infarmed
Clozed

[ |waiting

QK Cancel
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System Panel

|
S T
General Licenze Reqional
Settings Settings

A

*Named Users
*Concurrent Users
*Modules
*License Keys

Y @

Attachment Password
Settings Settings

File
attachments
configuration

(D |

invent

=

ACES Settings E -mail Repart Archive
Settings Settings

ACES

Export/Import

Folder settings

Rules for passwords

Archive Views &
Location

*URL of latest SD software
ID after creation

*Logon screen at startup
*Folder/Status Entitlement

*Languages
*Time zones
*Currency symbol

*Windows console 98
*Rule Manager Debug
*Message of the Day
*Service Pages hostname
*Time dependencies
*Unique Cl search codes
*Planned time calculation

Inbound and outbound
email configuration

*Refresh Analyzed Data

*(Re)generate database views for reporting
*Generate Data Dictionary

*Generate Data item configuration
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~ System Panel 2 General Settings |

invent

General Settings Ed Ed| Bl General Settings 2|

Web-server hostname
for approval via the

file:\smufilezerversmpzhare\HPO penviewS erviceD eskexe

URL OFf Latest Software Yerzion Service Pages Server Host Mame o

FOR ExakPLE: - wours Prwebszerver domain. com wep J
http:\smpwebszervericlient\HPOpenyiews erviceD esk. exe

OR

[

v |0 &fter Creation W Time Dependencies

[ Display Logon Screen O Startu =

 Entle Faor Erl g Update clients ¥ Unique Search Code For C
v Enable Folder Entitlement

ol e = e e Flanned Time Calculation Uses:

¥ Dizable &dministrator Congale On Windows 98 " 242 Fsuppart Far All liems
% Service Level For Servicecalls And Incidents, Otherwize 24x7 Support

¥ Fule Manager Debug [more Detailed Entries In Log File)

= Opening Hours Calendar OF &ssigned YWorkaroup Far &1 kems

tezzage OF The Day
WWelcome to HF Openiview Service Desk 4.5, ﬂ

[Thiz meszage iz customizable in System Panel -» General Settings)

/L =l Planned time

Message of the

DAav
Day

ak Cancel Apply ak Cancel Apply
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System Panel = License

Number of
Concurrent Users

(D |

invent

x
eneral |
number of
Marned sers: |'|5 named users
Concurrent | sers: |5
Maodules:
Concurrent Userz, Help Desk, Change, Service, Mamed uzers ﬂ

Lizenze

. Help Desk B ZMG UK. 11243172002 At
Licensed shLes Fe
Change WA 20 GG 1 12/31/2002 Active
modules Service IMKEACIGEAS, . 112/31/2002 Active
Mamed uzers ZEBAOGMES . 5124312002 Active
= .
—— All inserted
licenses
Add.. Madify... Remove... |
] | Cancel Lpply
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System Panel = Regional settings |

E—
invent
Regional Settings ed |
Language | Time Zones  Curency |

Prirnary Currency

Sign/M amne |$
Secondary Currency

Sign/Mame IE

Converzion from primary o secondary cumency
| Divide by =]
| .B525 =

" Trangulation method

1/2) Convert primany cumency (o 22, Lamvert Euro to secondary

Eurm CUTEREY
|Divide by |Divide by
I = I =

IIpdate all prices

|lpdate...
k., Cancel Apply
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System Panel = Attachment Settings

General

Check Attachments

Attachment Settings

2 x|

Click Check, to remove any references ko
attachments that are not available on the

Attachment Settings

General | Mairtenance I

qttachn_'!ent server. Thiz process may take time,
llil h the amount of attachments.

—Attachment Server

M ame |<FTF' Server Mame:
lJzer name |<Llsename>
Pazzword Ixxxxxxxxx

Target folder |<fulder>

¥ Use Passive FTP

Test Connection...

¥ Save attachment in background

Check... E

ok

Cancel

Apply

(D |

invent

J Deletes all
references in
records to
attachments
not existing
on the ftp
server

0K Cancel

Apply
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System Panel - Password Settings

Pazsword Settings |

General |

kirirnuim length: IB 3: Characters

[ Paszsword must cortain at least 1 uppercase charactsr

[ Password must contain at least 1 number

[~ Restrict password validity

L el IEIIII 3: [Eys
ATt i advance:lE 3: [Eys

Cancel

Al

(D |

invent
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~ System Panel 2 ACES Settings |

invent

ACES Settings x|

General |

Default folder for stonng export files

L

Folder Idata_e:-:n:hange"u:-:ml

Diefault folder for stonng log filez during export

L

Falder Idata_e:-:-:hange'xll:ng

Drefault falder Far impaort files

Falder Idata_e:-:-:hange'x:-:ml

LI

Drefault folder for ztoring log files during import

Ll

Folder Idata_e:-:-:hange'xlu:ug

Cancel Smply

49

Administrator Console
©1999- 2002 Hewlett-Packard Company



System Panel = E-mail — “General”

2l

General | [nbound E -mail .-'-‘-.-:I-:Iressesl E-mail Enmmandsl E -mail Templatesl £ I FI

E-mail Properties

[nbound E-mail

[T Use New Command Az Default

¥ E-mail Debug [more Detailed Entries 1n Log File)

Outbound E-mail

E-mail Server:
SMTF Part:
From &ddress:
Fram &lias:

Feply To:

Imail. rydormain. com

|25 —

Imailmaster@mydnmain.cum

Ihp 0 zervice desk

E-mail Addresz For Logging Responding E-mail Messages:

I-{ juzt-a-names @ smtp-application-zerver: < domain-name:

E-mail Addrezs For Logging Responding Y rong E-mail Mezzages:

I{ helpdesk, e-mail account: &< company names . com

Cancel A pply

(D |

invent
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System Panel = E-mail — “Inbound Addresses” (15'0]

|
General Inbound E-mail Addresses | E -mail Enmmandsl E-mail Templatesl g I *l
E-mail &ddrezs ¢ |Sewice Call Template |
bzt Mew Employes
Add. Modiy. | Remove. |
Ok | Cancel | A pply
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System Panel = E-mail — “Commands”

(D |

invent

|
Mail Properties Ed |
General | [nbound E-mail Addreszes E-mail Commands E-mail Templates | & | 4 |
Mame # E-mail Template E-mail Template Subject
Add histaryline &dd Hiztomline & history line has been a...
Help Help Y'ou ased for E-mail help
Lizt Lizt Thiz iz a lizt of your Servi...
e M e Your Service Call haz be.
Fecall Fecall & higtary line haz been a...
RFl FFl & higtary line haz been a...
Solution Accepted Solution Accepted & hiztory line has been a...
Solution Rejected Solution Rejected & history line has been a...
pdate pdate Y'ou updated Service Ca...
Wig Wigw Here are detailz of Servi...
kodify. .
k. Cancel Apply
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System Panel = E-mail — “Templates” (ﬁﬁ]

Mail Properties EHE |

E-mail Commands  E-mail Templates |.-'-‘-.|:|:ESS Filterl kil Pricrity Mappingl 1 I *I

Mame »

|Su|:|iect

Add Higtaryline
Command not recognized
Help

List

b ail Error

Mew

Recall

RFI

Solution Accepted
Solution Rejected
pdate

b odify. .

& hiztory ine haz been added to Servi..

Command rnot recognized
'ou azed for E-mail help
Thiz iz a ligt of pour Service Calls

Your call has not been accepted

Your Service Call haz been registered
& higtary line has been added to Servi...
& higtary line has been added to Servi...
& hiztom line haz been added to Servi...
& hiztom line haz been added to Servi..

You updated Service Call [ID]

etailz of Service Call [|D]

O Cancel Apply

invent
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System Panel = E-mail — “Access Filter” (,5'0]

——
E-mail Enmmandsl E-mail Templates Access Filter | E -mail Priarity Mappingl 1 I "l
E-mail Accesz Filter [Allowed Addreszes]
E-mail Address # |
“@hp. com
Fdodify. . Remove. .
E-mail Accesz Filter [Denied Addrezzes]
E-mail Address #
Add.. plodit. | Remeve |
0k, | Cancel | Apply
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System Panel = E-mail — “Priority Mapping” (,5'0]

Mail Properties EE invent
E-mail Enmmandsl E -mail Templatesl Aoess Filker b ail Pricrity MEDDiﬂEIE 1 | Fl

Importance | Priority |

Loy Loy

Marmal b edivim

High Top

b odify. .
ak Cancel Apply
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System Panel = Report settings — “General” (,5'0]

invent
Report Settings K E I
General | Enable 'Generate Analyzed Data' for items |
Reports
Generating Analyzed Data e ke 55
Agzignment time O
EF'-E:E::E:EEI on by [ |
Pickup time O
Salution time O
This can be done in two Soted 0
Status time O
. Total work time d
ways:
- Batch mode
- On-save mode
b adify. .. |
™ Enable 'on Save' Refresh OF Analyzed Data
Riefrezh finalyzed Data.. |
[Reloenerate database views for reporting. . |
Fenerate Data Dictionary |
] | Cancel Aol
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System Panel = Reporting Settings —

Configure
Analyzed Data

General Enable 'Generate Analped Data' for items |

v Service call

Status Accepted: IHegistered j
; Status Solved: I Clozed j

[+ Prablem

Statuz Accepted: I Registered

Statuz Solved:

L

[+ Change
“ﬁ Statuz Accepted: I Feqgistered j
Status Solved: I Clozed j
¥ Incident
Statuz Accepted: I Registered j
Status Solved: I Clozed j
v “work arder
Statuz Accepted: I Mew j
Statuz Solved: I Clozed j
v Project
E Statuz Accepted: I Regiztered j
Statuz Solved: I Completed j

“Enable ‘Generate Analyzed Data’ for Items™
foportSotiogs —————————_____EK|

57

Ok

Cancel |

Apply

(D |

invent
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System Panel = Archive settigs — “Views” (6,0]

invent

Archive Settings 2] ]
| L-:u:atiu:unl
— Archive Yiews
Far eau:h itemn, choose the view that zelects the fields and filters for the items that must . .
be archived. Views define
V' work order I.-’-'-.ru:hive wiork Orders (T able] j the criteria for
¥ Chatge I.-’-'-.ru:hive Changes [T able) j < arch iV| ng
v Project : : - T /=
o I.-“-‘-.rchwe Projects (Table] J (fl Ite r) per
v Froblem Archive Prablems [T able - .
| | (Table) r item and the
¥ Semvice cal I.i'-.rchive Cervice calls [Table] j 0
5 — fields that are
ncident I.-’-‘-.rn::hwe Incidents [T able) j .
archived per
[ Abstract Format Item
[T Generate DTD
[ Achive Service Event Felations
[ Archive Histary Lines
[ Amchive Attachments
k. Carnicel Apply Lizt Log Files... Start Archiving Mo,
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System Panel = Archive Settings- “Location”

(D |

invent

Archive Settings 2] ]

Wiews  Location |
— Archive Lozation

Archive Laocation IE:'&DDDuments and Settingz\posthApplication D atahHewlstt-Pac

¥ Usze Sub Falder for Each Ikem
— Archive File Mame

¥ Include Prefis in Archive File Name IW

¥ Include Item Name in Archive File Name

Ta Create Unique Archive File Mames
i+ |nclude Archive Yersion Mumber [MIM] m
i Include Date [MMDD)
[T Include Time [HHMMSS]
k. Carnicel Apply Lizt Log Files... Start Archiving Mo,
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~ Service Pages 2 Access 2 E-mail hostnames (,5'0]

invent

« E-mail address with these extensions (the part after the ‘@’
sign, e.g. ‘hp.com’) are allowed to create their own accounts
for Service Pages through their browser

24 Service Pages E O] x|
I File Edit “Wiew Tools Actions Help
‘Eiaveandcluse | '|}(|§|Jﬁﬁ|4*|f
Haostname irvwention-i
[” Elocked
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Service Pages = Access =2 SP Account

SP Accounts have
access to the Service
Pages only
Automatically linked to
‘Service Pages’ role

This role only pertains
to service calls

Configure Views and
View Settings for SP
End User

‘1.' Adams - SP Account

(D |

invent

=10l x|

I File Edit “Wiew Tools Actions Help

‘Eiaveandcluse | '|X|§|c}"og|4*|?

Dizplay name

Login name

Pazzword I

Confirm Paszword I

Huoszt I

Diefault language I Englizh

Drefault time zone
[~ Blocked

L Le

IEurI:upean Central Standard Time [&msterdam)
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Service Pages =2 Data = Template Settings (,5'0]

invent

Choose which templates are to be used for
Specialists (which have SD Application Accounts)

and SP End Users (which have SP Accounts) for
Inserting new records

¥ Service Call - Template Settings

Suppart Engineer
Template for inzert: IDEfauIt template @
SP End User
Template for insert: IDuiEk call ternplate @
ak. | Cancel |
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Service Pages > Presentation = View Settings (ﬁﬁ]
— - Views

invent

Administrator Console - co

% Service Call - View Settings

Wiews for Support Engineer

Restricted list:

Full list: ISE SP View [SPWigm)
Wiews for SP End User

Reztricted list: IEaIIer-SE 5P Yiew [SF"-;"iew‘

Full list:

N
L [«

2
L 3 4
$‘ ‘% | cancel | ervice Pages - use
. — —
\g *
‘ ‘ L rink Timezo
. : * cation:
‘ invent e N
L 2
L 2 - :
Py Menu Service call (full list)
L
Mewy service call i
“ Registered ID Description Category Priority Impact ﬁ:::'ﬁguratmn Service Deadline
Service calls (full list) Jul 19, 2002 171 need sdtraining RFT Request  Lowe  Low (1 person Desktop .Jul 23, 2002
11:537.07 Ahd far training affected) A1:00:00 A
Service calls (restricted list) A Jul19, 2002 170 jam on prirter  Incident Medium Medium (Groug ¢ Desktop Jul 22, 2002
11:35:58 Ah PRT123 Lnit affected) 11:35:58 Ah
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Administrator Console - configure

Paszword Settings

Gereral ‘

inimum length: g 3: Characters

[ Pazsword must contain at least 1 uppercase character
[ Password must contain at lzast 1 number

[ Restrict password walidity

ET—
=

Service Pages = System Panel - Password Settings (b/”]

invent

Service Pages - use

Cancel

[\

| Menu Change password

Mew senice call Lsar Brink
Senvice calls (full list) New password: |
Zonfirm password: |

Semice calls (restricted list)

subrmit i

(]

Change password

64
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Let’s:

1 go see the tool...

J do some exercises...
d have a break...
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~ Topics (,5'0]

invent

 Architecture: physical and logical

The players: Database server, Application server, GUI
Client, Service Pages Client, Agent

Environment options

Integration

Installation overview

2 Technical Implementation
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Three-Tier Physical Architecture (,5'0]

invent

Java Client Service Pages
1 MS Windows 98/NT 4.0/2000 Netscape6.01/IE 5.5 and up
Client yy X
(Microsoft)
TCP/IP
v v
Application Server (Pure Java) Web Server
MS Windows NT 4.0/2000, <> Tomcat
HPUX 11.0 or Sun Solaris 8 (with or w/o Apache or IIS)

TCP/IP

3 Technical Implementation
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~ Open and Scalable

Java Client
(multi-thread)

Java Client
(multi-thread)

Java Client
(multi-thread)

data cache data cache

- !

data cache

(D |

invent

Service
Pages
)
Web
Server

’ TCP/IP

Application Server Application Server
(Java) (Java)

Application Server

(Java) e

repository cache repository cache

<+>

repository cache

auto-load-
ANCLE
h,""

ata store
and
eposito

customize
“on the fly”

TCP/IP

-

ODBC — XML
JDBC
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Four-Tier Logical Architecture

O |

Presentation
Layer (1)

Presentation
Layer (1)

The Work Flow Iayer\\\ Work Flow

Work Flow
Layer (2)

alidates the GUI requests. Layer (2)
It can also reside on -
the application server. -

Presentation
Layer (1)

Work Flow
Layer (2)

N

Business Rules (3)

/

Data Access Layer (4)

he Business Rules layer
processes the request.

Database
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The players: Database Server |

invent

Software: Oracle 8.1.7, 9i or Microsoft SQL Server 2000
Hardware specifications: contact Oracle specialist
Network connection TCP/IP, 10 Mb/s

Database sizing: see calculation excel sheets in doc folder
on CD and Administrator’s Guide

Technical Implementation
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The players: Application Server (,5'0]

invent

Platforms:

— MS Windows NT4.0 SP6a

— MS Windows 2000 SP2

- HP-UX 11.0 Application Server GUI, SP, Data Exchange via

— Sun Solaris 8 {command line, Database Configuration Wizard
Hardware Windows:

— Pentium Il 550Mhz, 512Mb RAM, 80 Mb free disk space, TCP/IP
Hardware HP- UX:

— PA-RISC 8600/500MHz/1GB or PA-RISC 8500/400MHz/512 MB,
TCP/IP

Hardware Sun Solaris

— Ultra SPARC IIE/500MHz/1 GB, TCP/IP
Multiple servers possible

— load-balancing

— fail-over
Mix of platforms possible

Technical Implementation
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The players: GUI Client

(D |

invent

Platforms:

— MS Windows 98*, MS Windows NT4.0 Workstation SP6a,
MS Windows 2000 Professional SP2, XP, WBT based on
Windows 2000 Advanced Server

Hardware MS Windows 2000:

— Pentium Il, 300 Mhz, 128 Mb RAM, 55 Mb free disk space,
TCP/IP, 28.8 K (56K or up recommended)

Hardware MS Windows NT4 and 98

— Pentium Pro, 200 Mhz, 128 Mb RAM, 55 Mb free disk space,
TCP/IP 28.8K (56K or up recommended)

Multiple client sessions on one machine are possible

— to different application servers that connect to different
database servers (only possible when one SD version is
used)

W98 not recommended for Administrator Console use due to performance issues in
Windows

Technical Implementation
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The players: Service Pages client |

invent

e Platform

— Any platform capable of running:
— Microsoft Internet Explorer 5.5
— Netscape Navigator 6.01

« Hardware

— Pentium 90 Mhz (166 Mhz or up recommended), 32 Mb
RAM, TCP/IP, 28.8 K (56K or up recommended)

Technical Implementation
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The players: Agent |

invent

Used to execute command line actions from database rules on
the local host or on remote hosts, e.g. updating events in OVO
based on information in Service Desk.

* Platforms:

— MS Windows 98, NT4.0, 2000, XP
— HP-UX 11.0

— Sun Solaris 8

* Hardware:
— 200 Kb disk space

10
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Environment Options ('5,0]

* Multiple application servers

 Load-balancing and fail-over

* Inbound emaiil

« Service Pages web server

* Integration options

11 Technical Implementation
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Environment options: (,5'0]
Multiple Application Servers TTITY

Use multiple application servers when you ...

* have a large number of users ( > 100)
* require a fail-over architecture

* make intensive use of data exchange or other
integration options (use the additional application
server as a dedicated server)

12 Technical Implementation
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Environment options: (,5'0]
Load-balancing and Fail-over TTITY

» Load-balancing is used to divide GUI client connections over two
or more application servers.

— to allow for differences between application servers in terms of
performance or task load

— weighting is defined in server settings editor

* Fail-over results in a robust environment

— clients are automatically routed to another application server
in case of failure

Both of these options only apply in an environment with multiple
application servers

13 Technical Implementation
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Environment options: /" |
Inbound Email ['0]

« Service Desk application server can serve as a mail server and
accept email from any standard SMTP based email application

 Information in email determines how it is processed based on
settings in the SD Administrator Console

14 Technical Implementation
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Environment options: [6,0]
Service Pages web server TTITY

» Service Desk uses the Tomcat servlet engine
— comes with SD software
— automatic installation and minor configuration

« Additional web server such as Apache or IIS not necessary, but
possible

« Can run on application server or dedicated server

15 Technical Implementation
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Service Pages — Data Flow |

invent
Web API (server) Network
¢ (intranet)
Workflow Layer (Java)
Business Layer (Java) | Web API (client)
M J |
Query Manager (Java) J Tomcat servlet engine
¢ (a Web Server such as Apache
JDBC ‘ or IIS is optional)
Network
(internet)
~ Client Web Browser
16 Technical Implementation
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Integration (ﬁﬁ]

nnnnnn

» Out-of-the-box integrations

*Open interfaces

17
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Out-of-the-box integrations (,f'o]

HP OV Operations for Windows 6.1, 7
HP OV Operations for Unix 6.01, 7

HP OV Network Node Manager 6.2, 6.3
HP OV Service Navigator

HP OV ManageX 4.23

Microsoft Operations Management
Radia/Novadigm

LDAP

SMS2

HP OV Internet Services

event+inventory
event+inventory
event+inventory
service monitoring
event

event

inventory
inventory
inventory
configuration

18
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Existing Integrations

I -

I-T.,T = =

invent

ATl
Problem Change ‘W orkorder e

@% |ncident F'n:.iE":;t . “1 %

[ servicecall ° S o
= HP OpenView ServiceLevel

Agreement 5

- Workgroup s e rVic e D e sk

==2]
= Irventary

Organization ’
kM aintenance

Person caontract

INVENTORY CONFIG

oo

iz

g

call’
&y 3nd Farty
Application

f
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Open Interfaces (bﬁ]

invent

Web API

Command-line interface (to open forms)

Data Exchange

Service Events
— inbound
— outbound

20 Technical Implementation
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Web API [15,0]

invent

 Web API

Interface that consists of pure java classes that enable
programmers to access and manipulate Service Desk data

 The Web API provides the following functionality:
— Initializing and shutting down the API
— Creating Service Pages accounts
— Starting and stopping Service Desk API sessions
— Finding entities
— Retrieving entity information
— Creating entities
— Updating entity information
— Getting meta information

— Logging the usage of the APl and the actions performed by the
API

21 Technical Implementation
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Web API — Data Flow

Third-Party Application
language

Integration
Client

Application
Server

Web API (client)

(D |

invent

Web API (Server)

Work Flow Layer

Business Layer

Data Access Layer

22
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Command line interface [éln]

invent

Enables opening of
forms using a Command line
command line on

Service Desk clients, Client
e.g. for CTI

integrations.

Work Flow Layer

Data Access Layer

Application

Server
SD_DataForm.bat

Format:

SD_DataForm <Form name> <Display option> <Search criteria>
Example:
SD_DataForm “Service call” —ListAlways “ID=20"

SD_DataForm “Service call” “+Caller.Telephone.Number=123"

23 Technical Implementation
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Data Exchange

invent

JDBC / ODBC / LDAP

Extractor —p Eytraction Process F—» XML
Settings import file
.
GUI or XML Parser
command line Work Flow Layer
) Business Layer
(dedicated) ! 4
1
Application Data Access Layer
Server

Enables exporting data from an
external data source and atabase
importing the data into the
Service Desk database.

24 Technical Implementation
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Data Exchange — Out-of-the-box (6,0]

» Out-of-the-box sample extractors for

— NNM (hp OpenView network node manager)

- 0OVO (hp OpenView operations for Unix and Windows)
— SMS (MS Systems Management Server)

— LDAP (Lightweight Directory Access Protocol)

— Radia Novadigm

i

— Migration from HPOV sz
IT Service Manager 5.7
— Exporting and <l b <1l )

importing languages

* Other out-of-the-box options

25 Technical Implementation
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Service Events
Inbound

invent

Command Line Interface

Enables inserting,
updating and deleting
individual records into

Service Event

Service Desk using a HTTP: Post Server
command line. Although v
generally used for Work Flow Layer
incidents in event

integrations, it can be used Application Businelss Layer
for any item. Server Data Access Layer

26 Technical Implementation
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Service Event (,5'0]

Inbound —

- sd_event

-l logfile (name logfile)

-e error_logfile (name error logfile)

-S  server (application server hostname)

-p  port (default 30980)

-a account/password (e.g. system/servicedesk)

-X  mapping (name of import mapping in SD)

-c class (name of class in import mapping))

-m modus (insert, update or delete)

-v  value_list (source attribute name and value)

-0 onfail (fail-over application server)

-f  configuration file (initiation file, can hold values for

l,s, p,a x,c,m)

E.g: sd_event -l sd_event.log -s northserver -p 30980 —a
system/servicedesk -x external_event -c incident -m insert
-v event_id=123 description=test -f southserver

or
sd_event —f sd_event.ini -v event_id=123 description=test

27 Technical Implementation
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Service Events (,5'0]

Outbound

invent

Third-Party Application

Enables sending command

lines to machines that Service Desk Agent

have a Service Desk agent
installed. /

Action Manager

T

Work Flow Layer

Condition Manager |, | Rule Manager |« Business Layer
Data Access Layer
Application
Server Service Event

Databas

28 Technical Implementation
©1999- 2002 Hewlett-Packard Company



Service Events / Rules (N
— QOutbound ('0]

« Events can concern any item in Service Desk
(incidents, configuration items, persons, etc.)

 Out-of-the-box-events / rules for hp OpenView
— Operations (HP-UX, Solaris, Windows)
— Network Node Manager
— ManageX

Y7 o VY <
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Service Events / Rules (N
— QOutbound ('0]

invent

—
Command Exec Action ﬂ

M are: ISend acknowledgement to 0VO for 'Win
. . [ezcription:
Exa m p I e - OV O pe ratl o ns Ww'hen the incident, anginating from 0%0, iz cloged, an acknowledgement ﬂ
iz gent o OV
Database Rules: Send Acknowledgement To O¥Y0 For Win - Incide ﬂ
— Hiost
wihich conditions da pou wart ta check? Thiz command will be executed on the fallowing host:
Reqistration;Created by:Login name starks with WP |[Hegistratinn£reated by:Host]
Statuz equals Clozed
[~ Blocked
Command line; Icscript
Add. | blodi. Remove
— Farameters
Rule description: /MNoLoga "™ %0 _PATHZbim Mool wpw-sdvbsv™ [Sowce D] ]

When incident iz madified 0 _Messagel pdate_Acknowledge

where Regiztration;Created by;Login name starts with WP
and Status equals Closed
Send acknowledgement ta 00 far Win [Command Exec A,

[~
|meert &t curzon pozition; Field - |

Cancel |

30 Technical Implementation
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Settings Editor |

invent

« Settings Editor stores information in XML format.

« Started from program group (MS Windows) or command line (all
platforms)

* You have a settings Editor for:
— Server (Server settings editor)
— Client (Client accounts)
— Service pages (Change configuration)

@ hp Openview service desk 4.5 F ‘ @ application server ﬁnpen the server settings editor >
="

limrk b | & ckark the application server
& chop the application server

4 run the database configuration wizard
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Server Settings Editor / GUI

(D |

invent

A Server Configuration - D:\Program FilESI".,HEW|E|:|:-PE|Ekﬂrd"'.,DpEn‘l'iEW"'.ﬁ: -0 x|
 General | Database Accounts | ITP | HTTP | sMTR |
Session time oot |1 20 fminutes)
Threadpool size |1 i
Logfile name DiiProgram FilesiHewlett-PackardiOpenviewiserice desk 4. Sisenenlogsenertd 4|
Install folder DoProgram Files'Hewlett-PackardiOpenviewiservice desk 4.5\sermven [
Data folder DoProgram Files\Hewlett-PackardiOpenviewiservice desk 4.5\semven ]
Jain multiple servers v
YWeight |1
Accept cansale clients v
Show server status [
Enahble metrics log v
Metrics port |EIZIIZI1

ok| cancer| Anply

32
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Client Settings Editor / GUI [,5'01

invent

%& Accounts - C:\Documents And Settings'Ipost' Application D |

Azcount Server Drefault Add...
% spztem showcaze-ova [default)

Remove. ..

t odify. ..

Set Az Default
Irztall falder 0:MProgram Files'\Hewlett-Fackardh0 penview'semvice desk 4.5\clents, |:j|
D ata folder C:\Documents and Settingshlposthdpplication DatahHewlett-Packard\Op
_Cose

Technical Implementation
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Service Pages Settings Editor (,f'o]

invent

E D:Program Files'Hewlett-Packard',Open¥iew' service desk 4.5 service pages'webapps' sd-sp45.WEB-1

J File  Edit ‘iew Favorites Tools  Help

J 4m Eack -~ mp - @ ﬁ ‘ @Search @Favnrites ﬁHistnry | %v -
J Address I C:\Program FilesiHewletk-Packard\ Openiiewservice desk 4,5 service pagesiwebappsisd-sp45\WEB-INFYweb, xml

<7uml version="1.0" encoding="I50-8859-1" 7=
<IDOCTYPE web-app {Wiew Source for full doctype, .. )=
- <webh-app>

- <context-paramz
=param-name=sd_application_server</param-name=
<param-value=localhost</param-valuex=
<description=The name of the application server this web applications connects to.<;

</ocontext-paramz

- <context-paramz
<param-namex=splogin</param-name=
<param-value=Login</param-wvaluex=
<description=Change the param-value to your local languaqge or preference</descript

~dfrnmtovt-narom—-
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Application Server Status GUI (1 of 2) |

« Status GUI is available for application servers on all platforms:
Windows NT4 and 2000, Solaris 8 and HP-UX 11.0

« Contains the following information:
— logfile
— database connection
— performance figures
— ports and services
— currently connected clients and application servers

35 Technical Implementation
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Application Server Status GUI (2 of 2) (15'0]

invent

7 hp Open¥iew service desk application server (v4.5.0583) status

: Generall F'erfurmancel Databasel Sewicesl Connections

Logfile narne: |D:1F'r0gram FilesiHewlett- Packardiapeniiemisernice desk 4 Slzereflogsemer s

Server log:

Tue, 25/0672002 17:04:25 =8ystem= |

Tue, 25/06/2002 17:04:25 =8ystem=

Tue, 25/0672002 17:04:25 =8ystem= hp Openyiew semice desk 4.5

Tue, 25/06/2002 17:04:25 =5ysterm= Copyright (£} 1898-2002 Hewlet-Packard Company. All Rights Reserved.

Tue, 25/0672002 17:04:25 =8ystem= Server settings file: DProgram Files\HewlettPackardiOpeniiemiserice desk

Tue, 25/06/2002 17:04:25 =5ystem= Install folder - DAProgram Files\Hewlett-PackardiOpenviewlservice desk 4.2

Tue, 258/06/2002 17:04:25 =5ystem= Data folder - DProgram Files\Hewlett-PackardiOpenviewiservice desk 4.4

Tue, 25/0672002 17:04:25 =8ystem= Java runtime name  JavaThi) 2 Runtime Environment, Standard Edition

Tue, 28/06/2002 17:04:248 =5ystem= Java runtime vendor : Sun Microsystems Inc.

Tue, 25/0672002 17:04:25 =8ystem= Java runtime version: 1.3.1_03-b03

Tue, 25/06/2002 17:04:248 =5ystem= Java runtime home . CAProgram Files\JavaSofldREWV .3.1_03

Tue, 25/0672002 17:04:25 =8ystem= Serername cshowease-ova

Tue, 25/06/2002 17:04:25 =System= IP Address (15816212044

Tue, 258/06/2002 17:04:25 =8ysterm= 05 name SWindows 2000 [

Tue, 25/0672002 17:04:25 =8ystem= Q5 varsion 280

Tue, 25/06/2002 17:04:25 =8ystermn= 05 architecture %86

Tue, 25/06/2002 17:04:26 =ITP=> Started.

Tue, 25/06/2002 17:04:26 =HTTP= Started.

Tue, 25/0672002 17:04:26 =8ystem= Service: SMTP Service on port 25 disabled. Errar Address inuse: JWb_Bind

Tue, 25/06/2002 17:04:27 =AgentManager= Started.

Tue, 25/06/2002 17:04:27 =Agentanager= Job queue monitor stading.

Tue, 25/0672002 17:04:27 =Agenttanagers Statting monitar far failed or expired johs,

Tue, 28/06/2002 17:04:27 =Agentanager= Starding multicast listener.

Tue, 25/0672002 17:04:27 =Server Health= Started.

Tue, 25/06/2002 17:04:27 =Data Access= Initialized Opta SQL Server JOBC Driver DataSource =

'll- SO0 AT O AT Fimds s P RTRTACIEE HERTRE R SRR PR PR TN PYTRRRRT e .n..-d.nlln.nl A Al e —}I—I

Stop Sewerl Refreshl Clnsel

36 Technical Implementation
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Service Desk Installation (15'0]

invent

 Basic installation:
— simple copy of files using native installers
— configuration afterwards through settings editor

» Options native to MS Windows installer can be used:
— silent installation
— fully automatic remote installation

— especially useful for installation of large numbers of
clients

37 Technical Implementation
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Installation points of interest

* |nstallation Menus
* Log Files

e Database connection tab

LA

38
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Installation menus

[N
b

Client Menu i

Install JRE 1.3
_ Install Server |

Service Pages Menu

Agent Menu

"—M‘

~

Integrations Menu - = sznmew 4 5
: 'service desk &t d T
(D) -

invemt

- .
.

invemt

Return to menu

streamline service delivery and support

39 Technical Implementation
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Installation log files

 Log files
— logserver.txt Application server
— logclient.txt Client

— logDatabase.txt Database Config. wizard
— logAgent.txt Agent

LA

.\server\log\
.\client\log\
.\server\log
.\agent\log\

40
©1999- 2002 Hewlett-Packard Company

Technical Implementation



Database Accounts - Connectlon Tab (,5'0]

Server settings editor:

& Properties

General Cnnnectinnl

Data User

Llser name

". Server Configuration - F:" Program Files' HewREEERE:

Generall Database Accnuntsq |Tp| ,
E EEEEEEEER

Host

sk {default)

IP port

Instance

=10l x|

invent

|sewice_desk

I

|-=h|:|5tname=~

|1521

|~=5|D=~

Advanced...l Test Connectian

Repositony Lser

v Use different settings for repo user

ser name
Fasswiord
Host

IP port

Instance

Advanced... | Test Connection |

|3ewice_desk_

repo

|~:hnstname:~

|1521

|=51D=|

Dl{l Cancel

| Apply

41
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Technical Implementation

( )

N

e Let’s:
J have a break...
J do lab exercises...

42
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(D ]

invent

Organization

&=
Organization Management

Organization

=
=

"..-'-,-'I ol |.:;_ g rcall I:I

1 Organization Management
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Organization Management |

Objective

» Set up the person and organizational data in an
accurate manner, reflecting the hierarchical
structure of an organization.

Mission

* Implement the process which is responsible for
managing complete and up-to-date information
about the IT organization’s customers, suppliers
and employees.

2 Organization Management
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Relationships
of Organization Management

Configuration Management

Helpdesk (Service Call and Incident) Management
Problem Management

Change Management

Service Level Management

©1999- 2002 Hewlett-Packard Company
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Scope
of Organization Management

It depends on customer requirements.

All customers and suppliers should be
registered.

It is necessary to register only those who are
involved in the services for which the
organization is responsible.

Required to enable SLM (Service Level
Management)

©1999- 2002 Hewlett-Packard Company
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Scope (Continued)
of Organization Management

ltem:

Orgarization & ; & Perzon
External organization » Contacts /Service providers
Internal organization » Employees / Contractors
» Business unit » Employees / Contractors
» Department » Employees / Contractors
< » Employees / Contractors
5 Organization Management
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Key Questions: (ﬁﬁ]

Organization Management

« Which organizational data do you need and why?

« How will organizational data be entered?

« How will organizations be coded?

« What is the naming convention for the search code of persons?

« What categories will be used to distinguish persons?

6 Organization Management
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Activities

Organization Management

* |dentification of organizations/persons

e Data control

« Status Control

* Verification

LA

(Employee#/NT account)

(new/modify/delete)

(of workgroup members)

(7 =1)

©1999- 2002 Hewlett-Packard Company
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~ Set Up the Process )

Automated

Extracting information from the HR database and/or the billing
system database

...and set up the process..
using Service Desk Data Exchange

OR

Manual

...and set up the process...
using forms and templates in the user interface

Organization Management
©1999- 2002 Hewlett-Packard Company



~ What Can You Do So Far? (ﬁln]

invent

Input Organizations

Input Persons

\
- First the other

processes have
to be defined
before you can

go on...
/

9 Organization Management
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Create Workgroups

Group specialists in one (or more) functional groups

(D |

invent

Used for assignments (Each workgroup has its own Calendar)
Workgroups represents the internal Support Chain structure
Can have hierarchical workgroups
Member = Service Desk Person

Workgroup

Member

Member

Member

Workgroup

Workgroup

Member

Member

Member

Member

10

©1999- 2002 Hewlett-Packard Company

Organization Management



~ Graphic Representation of the Organization (ﬁﬁ]
and Workgroups Fnven

m a
I SERIEE Operations
Management P

Helpdesk Network
A
o
o
»
0
m
Q
>
C
(7]
_|
systems
Role: HELPDESK Software
11 Organization Management
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Establish Roles and Authorizations (6,0]

« Define roles view
 Link authorizations to a role S _
. o modify
« Give a person one or more roles
delete
new
Something to be done after processes are defined!
Examples: - Helpdesk role ° o

- Specialist role
- Helpdesk manager role
- Problem manager role

12 Organization Management
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Authorizations [b'o]

invent

Roles can be authorized on: ' i l E

— item access (new / modify / view / delete)
— folder access (new / modify / view / delete)
— form access (yes / no)

— view access (yes / no)

— template access (yes / no)

— action access (yes / no)

— field access (yes/no)

Something to be done after processes are defined!

13 Organization Management
©1999- 2002 Hewlett-Packard Company



Let’s:

1 go see the tool...

J do some exercises...
d have a break...




Configuration Management

kM aintenance
Contract

1 CMDB
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~ Objectives (ﬁp]

* Understand the following terms: CMDB, Cl,
components, relations (parent, child and
unique/type)

* Design a hierarchical Cl (Configuration ltem)
overview, based on organizational information

=~

» Design/update the CMDB to reflect this structure <-

4 ,_ﬂ

- /
2 CMDB
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- Mission (ﬁﬁ]

invent

“To implement the process that is responsible for recording and
managing complete and up-to-date information about all relevant
configuration items and the relations between them.”

e

N\
.
“
f 7
—
3 CMDB
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~ Contiguration Management detined (,5'0]

« Combination of Asset Management and “typical”
Configuration Management

* Includes both entities and relationships
* Focuses on controlling and managing IT assets
 Links with all other processes

4 CMDB
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~ Relationships (6,0]

Organization Management

Helpdesk Management

Problem Management

Change Management

Service Level Management

5 CMDB
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Process Support (ﬁﬁ]

Start invent
Q
5
O < > Service Call
=
<
) < < Problem
=
-
Q
& < »  Known-error
D)
QN
= < > RFC
=
I < p» Change Authorized
Q
k=
© Change tested,
?D m [< »  Implemented,
= O Released
-
S =
ONG)

End

6 CMDB
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Config Management 1n Service Desk

* Records CI centric information
* Tracks users of each CI
* Maps Cls to Services
 Links:
— Parent Cls
— Child Cls
— Related Cls

» Shows all Service Calls & Work Orders opened on
each CI

 Records financial data for each CI
 Enables other modules to use CIl data

©1999- 2002 Hewlett-Packard Company
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Configuration Management Process (,5'01

5 Key Activities

Planning
— Strategy, scope, Process Flows, Cl relationships, tools
|dentification
— Selection,ID, labeling of CI
Control
— Authorized Cl changes, Change control
Status Accounting
— Reporting of historical data associated with each CI
» Verification & Audit
— Periodic review to verify existence of physical ClI

8 CMDB
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~ Design Phase — Or Think Things Through.. (ﬁﬁ]

Define CI groups (scope)

Define Components

Define Attributes (details)

Define Unique/Type

Define Relations

Make Entity Relationship Diagram (ERD)

CMDB
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Possible CI types

« Configuration Items
— Operating Software
— Application Software
— Documentation
— Network Components
— Desktop & Server Components
— Other Hardware
— Cabling
 Logical and Physical Cls
— Supports SLM development in Service Desk!!

10
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CI Relations

» Parent-Child

* [s Connected To
* Resides on

* Makes use of

* |s a copy of

* |s a type of

nnnnnn

11
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Define CI Groups and Attributes

llejaQ

(D |

: Scope invent

PC | Printer| Router| Cabinet | Monitor| Server| OS | NIC | ...etc...
Auftlales: \ Attribute.s:\
Logical name Logical name

IP address Type
T
Br}gi]ed . .Blrand . How
erial number
Serial number How Screen size mucl_w
User much User detail
Owner detail Owner is
Location is Lol o cost
Internal memory needed Status effective
Status ?2?7? Warranty date 72727
Warranty date Attached PC
History History

12

©1999- 2002 Hewlett-Packard Company

CMDB



~ Define (Non-)Unique Components )

Parent

Monitor Monitor

Unique Unique

Hard disk

Child

13 CMDB
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Workstation
WS003

Workstation Workstation

WSO001 WS002

| . 50 |

[ll[ll VJWVJ_! [ﬁ[ﬁ

Monitor Monitor Monitor
MONOO1 MONO002 MONO0O03

14 CMDB
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S— (Non-) Unique ClIs 1n Service Desk (,5'0]

Unique CI

* One physical item that can be tracked individually and, therefore,
has a location, serial number, user. (e.g. PC)

¥ Unigue
I & [mstallations: |4

Type Cl / Non-unigue CI
» Represents a group of (physical) items and cannot be tracked
individually. (e.g. OS, keyboard) I

Max. Installat. .. |5|:|

15 CMDB
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~ When Should a CI Be Unique? ('5,0]

« Charges: You are charging your customer
by individual item

« Ownership: Ownership of the individual
item requires specific characteristics, such
as security clearance or job position

« Standardization: Changes or settings are
not always applied to the whole group of
the same kind of configuration items

« Supplier: Requires individual registration
of serial numbers etc., for maintenance
purposes or licensing

« Control: The level of control requires
individual tracking of the configuration item

16 CMDB
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~ Entity Relation Diagrams (ERD) |

There are two graphical representations used:

1. Graphical representation of the infrastructural relations

2. Graphical representation of the parent-child relations and the
components attributes

17 CMDB
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ERD Infrastructure Relations [ﬁp]

invent
e N
=[] [ [
Printer = ‘D= = ‘D= = ‘D=
PC PC PC
A ‘ #
W, Ethernet Segment 1 i
e, N
= %
S |
Printer >
-
I:
L Database
o0o0 .
_ 000000k
Server
Modem
CMDB

18
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ERD Parent/Child + Attributes

LA

I
Parent ClI I Child CI’s

I

I

I
PC : Monitor Mouse Keyboard
Unique | Unique Type Type
Serial nr : Model Model Model
Model | Name Supplier

I

I

I

I

19
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Parent/Child Relation — Components (1 of2) (,5'0]

nnnnn t

Cl

/)

b aagsajasasjaam ,i
ssssssssss = : —
,,,,,,,,,,, : ~—
Q W 75 v u 1 o P 0 0
&
-------

NNNNN

/‘

Cl Cl

20 CMDB
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Parent/Child Relation — Components 2 of2) (,f'g]

nnnnnn

WAN 01 | <

¢ LAN O1 [|LAN 02 | | LAN 03

21 CMDB



Standard |

~ Attributes et

Brand

Categaory

Change [Set]
Child Configuration [kems [Set]
Cl Date 4

Cl Mumber 1

Cl Mumber 2

Cl Mumber 4

Cl Shorttext &
Higtary [Set]

P Address
Location
Maintenance Contract
Max. Ihztallations
M arme 1

Marme 2

Order Mumber
Dutzourced To
Ovaner Org.
Dhwrner Per.

Parent Clz [Set]
Poal

Price

Problems [Set]
Purchaze Date

R egistration
Related Clz [Set]
Femark,

Search Code
-------- SERARATOR------
Serial Mumber
Service Callz [Set)
Service Level
Services [Set)
Saource (D

Statuz

Supplier

[Ihique

IJzers [Set]
Waranty Date
Whork, Order [Set]

22 CMDB
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lue Print of a CMDB

WAN 02

(D |

invent

| LAN 01 | LAN 02 | LAN 03 |
PABX 01
| Port 01 | | Port 02 | | Port 03 | | Port 04 | Router 01 | Router 02 Router 03
| Port 05 | | Port 06 | | Port 07 | | Port 08 | | Port 09 | | | | |
| Port 01 | | Port 02 | | Port 03 | | Port 04 |
| Port 05 | | Port 06 | | Port 07 | | Port 08 | | Port 09 |

Wall Outlet Wall Outlet Wall Outlet Wall Outlet Wall Outlet Wall Outlet Wall Outlet Wall Outlet Wall Outlet Wall Outlet Wall Outlet Wall Outlet Wall Outlet Wall Outlet Wall Outlet

o1 02 03 04 05 06 07 08 09 10 1 12 13 14 15
Telephons SERVER 01 Fax 01 | Telephore SERVER 02 | pC Ot | NW Priner NW Priner

. NW Protocol Database Database Appl i NW Protocol Appl
Keyboard Monitor | 0S (UNIX) (TP for SW Data Keyboard Monitor 08 (NT) P e Lo Keyboard Monitor Keyboard Monitor 08 (Win95) (TCPIP for et

Legend

Relationship
Component

23
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ERD Benefits

Standardized methodology

Reduces faults

Easy to communicate

Base for taking stock in the real environment

Base for data exchange decisions and documents

Base for work instructions

24 CMDB
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~ Design Phase Step 2 — Or Think On... |

 Define category structure

« Map ERD to Service Desk

* Decide naming conventions
(search codes)

 Determine code tables and forms

* Plan authorizations

25 CMDB
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Classification Structure

Main Category

Category

Sub Category

26
©1999- 2002 Hewlett-Packard Company
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Classification Structure Example

Main category Category Sub category
Hardware System Desktop PC
Laptop
Custom field “color” Server
Workstation
Output Monitor
Laser printer
Inkjet printer
Software Office SW

LA

Custom field “inch”

27
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Why a Classification Structure?

Why would you need one?

NOTE: Avoid “OTHER” or “MISC,” etc. as a category!

Fixed characteristics

Viewing/reporting

Searching

Custom fields

(D |

invent

Configuration ltem

=-[E Cf Categam

=B Documentation
- Administrative
- Procedure
- Frocess
(- Work, Instruction
=& Operator
L Adrinistrator marual
(- Izer Manual
= Technical

28
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- Custom Fields (,5'0]

Several types of custom fields are
available.

Search on custom fields.

Use them as any other field.

Enable/disable custom fields per category
item.

29 CMDB
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Category Structure into Practice

|
LA Configuration ltem
Organization
CHDEB

=

hintenanc

-[& CI Cateqary
Docurmentation
B4 Hardware

52 Communication
~<§5 Input

B Memany

%= Netwark

[-i58 Printer

EI@ Screen

] tMonachrome
SWGEA
Terminal

W GA

WGEA

-

[l

== Software

o Application
v = System

[+

P} Configuration Item - Custom Fields

Field: IEI Code 1 [Code)

L

Isize ininches

IIc:un and text \
fit. walue: I \

I arne:

Dizgplay format:

L] b 1

[, wralie: I

v Activate

Al Categories

¥ Enabled for the following categories

VG Al
SWGEA ==
UG,

b onochrome j

(]:4 | Cancel |

Administrator Console:
Data—>Custom Fields
Configuration Item

B4 Administrator Console

| Eie

Edt Wiew Toolz Help

(D |

invent

‘ E,"'| §| 5 E| > | zize in inches [System)

=-

\

E hp Dperniview service desk
G Analpzed Data
7-p=] Business Logic

] Calculated Fields
- Checklist

=[] Codes

‘ﬁ Change

|_—‘_|“’{j'f Configuration [bem
ﬁ Brand

{ Cl Categary

@ Cl relation type
gy Ol Status

b Outage Msg Operati
d - [F] Outage Severity

e size in inches

- [E General

5| size in inches

Text
14
15
17
19

21
ol

v

Also=> remember to add this new field to the appropriate forms!

30

©1999- 2002 Hewlett-Packard Company

CMDB



Let’s Start Building the CMDB

* Populate code tables

* Populate CMDB
— Create Forms, Views and Templates

— Convert existing databases to Service Desk
database

— Use auto discovery tools
— Manually enter Cls

 Train users to use Service Desk

 Production

31
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Implications of Decisions |

Maintenance Costs

Validity

% 5&

Not in accordance with contracts (suppliers, customer)

Not maintainable

Not able to feed support processes with information

Not able to produce generic information for management
purposes

32 CMDB
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~ Tips and Tricks (,5'0]

 Validation on component relations required

« Work according to a methodology

* Do not go into too much detail (costs)

* Define standards to be able to better maintain
CMDB

» Check contracts with suppliers and customers

 Remember that setting up the CMDB is an
iterative process

33 CMDB
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Key Questions: (ﬁﬁ]

Configuration Management

« Which Configuration Items(Cls) will populate your Configuration
Management Database (CMDB)?

» What level of detail will your Cls have?

« What will the IT organization use as valid statuses for (Cls) during
their life cycle?

« How will the CMDB initially be populated?

34 CMDB
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~ Populating the CMDB |

invent

Generate Cl Wizard I

Welcome to the Generate Cl Wizard!

Thig wizard helps pou to generate a specified number of
Configuration Items [Cl's) bazed on an existing template.

* Manually
» Using forms/templates
» Using “Generate Cl Wizard”

Click MNext o continue.

< Bach I Mext = Cancel

or via

« Upload through data exchange

35 CMDB
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Key Performance Indicators

* % of differences in Registered and actual
Configuration item uncovered through audits

* % of complete information
« Access time to retrieve Configuration information

36
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Best Practices (,5'0]

invent

# 1 A Configuration Management process owner must be appointed at a
management level high enough to be effective.

« #2 Level of detail of the Configuration Management Database will be
determined by the cost of maintaining the information.

 #3 Normally CI's are defined down to the lowest level at which a
component can be independently installed, replaced or modified.

 #4 The primary means of building and maintaining the Config. Management
databases will be dictated by the validity and integrity of the data as well
as the ease of data migration. Accordingly, this process could be either
automated electronic transfer or manual data population.

« #5 All CI's, be they hardware, software, or documents, will be electronically
and physically validated on a regular basis.

37 CMDB
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Let’s:
1 go see the tool...

] do some exercises...

J have a break...




Helpdesk Management

Servicecall

|ncident

©1999- 2002 Hewlett-Packard Company
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~ Objectives (ﬁp]

invent

L
=

]

* Explain the concept of a Service Call and Incident 44,
N [ ]

« Demonstrate the tools used to assist with the entry {
and solution of a Service Call or Incident é

« Demonstrate familiarity with the Service Call and
Incident screens and their use

2 Helpdesk Management
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- Mission [ﬁﬁ]

invent

“The Helpdesk is the single point of contact between the
user community and the IT organization. The Helpdesk
seeks to restore IT services as soon as possible after a

service call or incident has been reported.”

3 Helpdesk Management
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~ Relationships
of Helpdesk Management

Configuration Management

Problem Management

Change Management

Work Management

Service Level Management

©1999- 2002 Hewlett-Packard Company
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. Scope [,5'0]

invent

* A Helpdesk supports all of the services the IT organization
provides

« Usually, the service level manager (or account manager)

indicates who customers are by referring to the provided
services

Ny

0

A
S 3

ITIL Definition:
an incident is
a service disruption

Helpdesk Management
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Difterence between Service Desk Items [ﬁﬁ]

“Service Call” and “Incident” ———

Complaint

Request
for
Change

Unattended
incident

Helpdesk Management
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Linkage in Service Desk |

. ..T.’
A i

Prablerm Change

* You can not link incidents to incidents or service calls to service
calls

* You can link as many work orders, or users as you like to all items
shown above

* You can link service calls to a problem OR change

7 Helpdesk Management
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~ ...ABit of Theory |

invent

Helpdesk Management

Call Management Incident Management

Separate procedure:

* What kind of call is it?
* Does it belong to the

Helpdesk? - see next slide -
* Is it a complaint, request

for change, regular

question, user support,

etc?

Helpdesk Management
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Incident Management Objective (ﬁﬁ]

* Directive:

— To restore normal services with a minimal impact
on the business and the user community

— Ensure that the best achievable levels of availability
and'service are maintained

Helpdesk Management
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Incident Management Activities (ﬁﬁ]

Communication and Promotion

Providing.Management Information

Support for Business Operations

Incident Control

10 Helpdesk Management
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Definitions (,5'0]

* Incident

— Any event that causes, or may cause, an
interruption or degradation to the quality of service

« Examples of Incident
— Application unavailable or in error
— Hardware outage or constrained use
— Service Request for info or assistance

11 Helpdesk Management
©1999- 2002 Hewlett-Packard Company



Activities: Incident Control [15'0]

invent

Recording and Alerting

Initial Support and Classification
> FAQ?
» Category: Complaint; Incident; Request for Change,
Documentation, Training, Information,...?
» Classification: Hardware, Software, Network,...?

Turn this into a flow

Investigation and Diagnosis

Resolution and Discovery

Closure

Incident ownership, tracking, communicating

12 Helpdesk Management
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~ Simple Incident Control Flowchart |

invent

Role: < Start > Incident Control
v

Register service call in Service
Desk

v

Helpdesk Prioritize call

Can Helpdesk
solve this call?

no

Close service
—P

Solve —» Inform customer call

Assign call to specialist group

Specialist Solve

Assign call to Helpdesk

13 Helpdesk Management
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Relationships

(D |

invent

* Incidents, Problems, Known-Errors
— Incident: an event that causes service disruption
— Problem: represents an unknown error in one or more Cls

— Known-Errors: Once root cause has been identified and RFC
generated to solve it, it becomes a Known-Error record

Error
In
Infrastructure

—/ Incident/ Proble Known RFC

Error

Incident Mgt

Problem Management Change Mgt

New Incidents matched against database of existing Incidents, Problems, Known-Errors

14
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~ Planning Considerations I |

« User interaction
« Setting up proper Service Desk environments
— Management buy-in
— Incorporates business need
— Ensure that solution aligns with the business strategy
— Clear deliverable & expectations
— Phased implementation approach
— User awareness
— Internal awareness
— Sell benefits to partners
— Process training (train IT staff to be Service staff)
» Choosing Process & Organization complimentary technologies

15 Helpdesk Management
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Planning Considerations II |

« Expected Call Volume

» Customer Service Level Expectations

» Central or Distributed Structure

* Trouble Ticket Distribution

Escalation Levels

Isolation & Diagnostic Tools & Procedures
Organization Structure

People Training

16 Helpdesk Management
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~ Strategic Questions |

— What are client expectations relative to Service
Restoration? - Immediate, 4hrs.

— What types of items (issues, problem, questions,
etc.) will we manage? — All

— Who and where are our customers (US, Europe,
Global, etc.)?

17 Helpdesk Management
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Key Questions: TR
— Helpdesk Management ('0]

« What different kinds of Service Calls can you recognize?

* Will the Service Call item be used for incident resolution support?

« Which workgroups within the IT department have responsibility for
solving service calls and participate in the helpdesk process?

18 Helpdesk Management
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Other Considerations

Statuses and other code tables
Forms, templates and views
Checklist Wizard

Service Pages

Knowledge base(s)
Unattended incidents

Inbound and outbound email

Database rules

rent

O]

19
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L Statuses [ﬁﬁ]

nnnnn

Service Call Status: Assignment Status:
- used for incident - used by the internal IT
control department

« communicated to user i
 not communicated to

* viewed by the user the outside world
using the Service _
pages « cannot be viewed by an

end-user using the

* Registered, In Service Pages

Progress, Waiting,
Completed, Informed, * New, Accept, Reject,
Closed Ready

20 Helpdesk Management
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~ Impact, Priority, & Urgency ("/”]

Urgency Level

— Determines how fast you need to resolve the incident
Impact Level

— Based on the impact upon the business service
Priority Level

— Drives resource allocating decision. Based on Urgency and
Impact

Major Incidents
— Many users are impacted; threatens business disruption
— Problem Management needs to be notified ASAP

21 Helpdesk Management
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~ Service Call Status - Example (ﬁp]

invent

Trouble Ticket Status Table

STATUS |SET BY WHEN
New Service Desk Specialist User Call, System Detected
Rejected Service Desk Specialist User Call

In Progress | Service Desk Specialist, Technician, Tier | Assigned to person
II, Tier I11

Problem Service Desk Specialist, Technician, Tier | Upon find out all pertinent data
Diagnosed II, Tier III

Problem Service Desk Specialist, Technician, Tier | Solving
Resolved 11, Tier 111

Test Phase Service Desk Specialist, Technician, Tier | Retest service
11, Tier IIT

Service Service Desk Specialist, Technician, Tier | Return to full operation

Restored II, Tier I11

Closed Service Desk Specialist User satisfied, documentation complete
22 Helpdesk Management
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(D |

invent

Service Call and Assignment Status:

— An Example

Role: < Start > || Status / Assignment Stat
Register service call in Service ) >
Desk reglstered '§
v =
HelpdeSK Prioritize call registered E
©
Can Hel_pdesk Solve —» Inform customer |—P Close service
solve this call? call
A
no
Assign call to specialist group registered / new
Qualifier Assign call to specialist In progress / new
Specialist Solve In progress / accept
Assign call to Helpdesk solved / ready
23 Helpdesk Management
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Key Performance Indicators |

» Average resolution time

* % and # of calls dispatched to the specialist

* % and # of calls that need to be re-dispatched

* % of calls resolved in time

* # of complaints

* service call duration by type, impact, workgroup
* service call volume by type, impact, workgroup
* % and # of calls exceeding SLA

* % of calls resolved (closed) by workgroup

* % and # of calls re-opened

24 Helpdesk Management
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Other Code Tables...

(D |

invent
Used to group . C
FAQ’s/Service +++ Was it a user Priority linked to +++
calls in the Custom field error, hardware duration in order Custom field
S ! +++ failure...? to solve the call +++
Service Pages
e e s B On e e
FAL Group b edium Reqgionz Semvice cal  Service call  Service call §§'é'f¥i5i§"é'é'l'lé Service cal rgency
Cateqom Clazzification  Closure code | Prionity Statuz
i Dration
........ sefting ;
07 Gl e U What type of corr? oIle\ct(::(lj or See previous
contact the yp P y P

Helpdesk?

service call is it?

did it just go
away?

slides...

25
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Forms, Templates, and Views

(D |

invent

[ Forgot Password - Template e |
[kerm: ISewicecaII oK. |
I Quick Call Entry - Form Designer .
.o Li g Mame: IFDrth pazsword Cancel |
] File Page Help — .
fesl Classification Security ﬂ

ElD: I Algemesn | @ Clazure code

: . N : Chahus: I— “j Configuration ltem

2= Caller: I Cost Location

Description: Lzzighment. .. | Deadiine

Deszcription Forgot pazsword for:
E arly finish
S olution: Early start
7 [El BB I I P T =T =
¥iew Summary ﬂ
Marme: I.-’-'«II Open Service Calls
[ 1 perzon affected)
Figlds. . | ID; Deadline; Dezcription; Status; Azsignment To group Mame;
FAL Group: | Categary
[T Erequentlydsked Buestion G B, | Status [ascending]
| Femain duration [ascending)
Sart By e LI
Fiter... | On
lther. | Other T able Yiew zettings
Bl Eaal. | Uzer defined fontz on each row
Cancel |

26 Helpdesk Management
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~ Form Development |

» Best Practice
— Limit the number for differing forms
— Ensure that all required fields exists

— Determine form restrictions and usage based on Role
definitions

— Link form with an appropriate template

— Obijective is to record pertinent information with-out gathering
unnecessary data

— Communicate the definition and usage of each field in the
form: Why it exists, When its needs to be filled, Who can fill it,
etc.

27 Helpdesk Management
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Checklist Wizard [b'o]

invent

2% Mew - Service Call

Checklist Wizard - New Empl
| Fie Edi View Took | Agtions Help A et s i

Save and Close [z= E'EI References. .. > -
I s & |_ Select a checklist:
i Duein 2 davs. #2 4l cals for this OI... [
ﬁ; Callz by zategory for this caller.. -~
ID: I_ E; Open calls far thiz caller... | W Gizneral I
Status: @ Open calls for thiz Cl's category...
@; Open calls far this organization. .. % Service: - I IDESktDQ ﬁ
Caller: i | I_ @; Open calls far thiz Service. .
4 Dpen Calls for this SLA. o
ﬁ; Open call: per warkgroup.. Firi bR CIEsSiCatio I
iz
E; Open problems far this C1...
. Dure
Organizatior: | I_ '_*p‘i Metmeeting
"+ Mew Mail Message ment
SLA: -l "+ PingCl
SErvice: = | I_ Semvicesoft Web Ady
Semvice Level - | I_ T
Description: e COC Caricel & Back et = Finizh
I FAQ Group:
| wfarmation: I Frequer
28 Helpdesk Management
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~ Service Pages (SP)

Initial screen

; hp OpenYiew service desk / service pages - Microsoft Internet Explorer provided ;|g|5|
J File Edit “iew Fawvorites Tools  Help ﬁ
J 4m Back - mp - @ @ ‘ @Search @Favurites @Histury ||%v g -

J.ﬂ.c_ldress I@ http:fflocalhost: 5080/5d-5p45/index. html ‘ v e |lLiks »

(f,-a Customizable header

Bocivice desk 4.5%
—set >pages —

ce delivery and auvpport

5 hp Open'iew service desk 4.5/ service pages
w Copyright © 1995-2002 Hewlett-Packard Company
semvice desk
Customizable web links | ..
|@\&@e Local inkranet i

(D |

invent

29
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~ Service Pages (SP)

New Service Call

; hp OpenY¥iew service desk / service pages - Microsoft Internet Explorer pro — |EI|£|

J File Edit ‘iew Favorites Tools  Help

(D |

invent

J A Back + =p - @ ﬁ|@58arch @F

J Address I@ http: filocalhost: 50807 sd-spdSyinde::. hkml

A

invent
E-mail ad
Service call » Organization . |

- Mewy service call Caller... |

- Service calls (full list) .
- Senice calls (restricted list) Description

Categony
Incident » Impact
Problem » .
Change » Service
HEe TS Configuration ltem
FAQ Information

Change password
Log out

Hewlett-Packard

Log a service call as an SP end user.

New service call

|IT Service Management Dept.

IUser, System

IKebeard is defect

IIncident j

|LDW(1 person affected) j
IDesktDp j
| PCKAY0D2 =l

The cable connection on the back of the ;I
PC is broken.

hp Open'iew =l
semvice desk
|&] pone | — [ | [BE Local intranet v

30
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Service Pages (SP)

List Requests

’3 hp Open¥iew service desk / service pages - Microsoft Internet Explore;

J File Edit Wew Favorites Tools Help

J s Back ~ =p - @ ﬁ | @Search @Favorites @H

(D ]

invent

=10 x|

J Address I@ http: filocalhost : 5080/ sd-sp45/index. hkml

T®

Gives end users an overview of
their own service calls.

(ﬁpl Language: er
invent
[ Menu | P rvice call (restricted list)
Service call i
* Description  Category  Priority Impact Eeo;ﬁguratmn Service Deadline
- Mew service call . 29 User unsbleto  Incident Lowe Lo (1 MSOUTLOOK2000 E-MAIL  Jul 26,
- Senice calls (full list) 20000 P mail messages pErson 2001
- Semice calls (restricted list) via E-mail affectad) 2:00:00
application. P |
Jul 26, 2001 37 Mailserver Incicent fedium  kedium SRYHPOOM E-mAIL  Jul 26,
Incident » 2:00:00 P probakly doven. (Grougp J Unit 2001
Eroblerm s Unable to . affected) 2:00:00
o access E-mail P
o
WDrngrder . Jul 26, 2001 39 Mail server ot Incident Medivm  Medium SRYHPOM E-MAIL  Jul 26,
2:00:00 P of order: Users [Group J Unit 2001
unakle to use affected) 2:00:00
FAQ the E-mail PM
application
Change password JUZE 2001 40 ICICresponse Complsint  Top  Top (Sted  NETLANGT Deskiop Jul 28,
LDg out 2:00:00 Pl time beyond 3 Oroganization 2001
=T affected) 2:00:00
. P
Links Jul4,2002 165 Mevhoardis  Ineident Low  Lowe(d PCHAYO02 Deskiop Jul 8,
5:09:36 P fect EFEon 2002
Hewlatt-Packard gileegl 500
hp Open'iew AL
service desk Jul 26,2001 2 Run L ([ 1 METLARD1 E-MAIL  Jul 26,
2:00:00 P management . .
Click on the serv |
eommary batch ICK ONn the service Cca
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Service Pages (SP) |

FAQ

invent

Turn existing service calls in FAL Group: | |'3’-E?‘3 How ta...
the database into FAQs

v Frequently &sked Question

T—
FAQ Group

s Al 3 « MS-Office FAQ Group MS-DOutloak
In » » M3-Outlook Description/nformation |
P » o Internet Explorer
o « Semwice Desk Solution |
Wi order 5 3 clhost8030 - 5p45/FAuicw 5p2vFoq =251 473143963789 - M L]
Find | 5
.| Registered Jul 26, 2001 2:00:00 PM
FAL FAQ Group MS-Outiook
Description How to Customize Toolbars and Menus
Information

Chan e passwo rel Solution  About Customizing Toolbars: Menus, commands on the menus, and toolbar buttons are
LDg out Found FAQ specific to the view that is currently displayed; to ensure that you are modifying the correct

command, you may need to display a different folder.

For example, If you want to add a button to execute the Task Request command, and you
add the button while viewing the Task folder, that cormmand will only be available in that
folder

Customizing Toolbars and Menus

The following customizations require that the Customize dialog bax be open to activate the
toolbar and menu customization functions. To open the Customize dialog box, point to
Toolbars on the View menu and click Customize. A bold Fbeam mouse pointer shows
insertion positions on the toalbars and menus.

Adding a Button to a Toolbar

©On the Commands tab, in the Categories list, click to select the category for the command
you want to add

Nescription

Drag the command you want from the Commands list to the toolbar.

Adding a Customn Menu to a Toolbar
In the Categories list, click New Menu

Cannat share calendar in MS-Outlioak

Links
Drag New Menu from the Commands list to the toolbar

Hewlett-Packard =

Right-click the new menu on the toolbar and on the shortcut menu, type a name in the Name

hE Ogen\fl Bty box, and then press ENTER
semice desk Adding a Command to the Custom Menu

Click the custom menu on the toolbar to display an empty box.

In the Categories list, click the category for the command bax.
-

— 7]

|@ Local intranet S
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~ Knowledge Base (,5'0]

invent

« Own history
m Motive

E-Support for a Wired Wor

« FAQ’s

« Links to 3 parties/ partners:
— Self Service Portal: Support.com
— Motive
— Software Reliability Management:
— Support.com

— Web enabled knowledge management tools :
— ServiceWare - . WEIFE

Inc

33 Helpdesk Management
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Unattended Incidents/Events

Inbound Service Events

Third Party Application

Command Line Interface

"Mode Down”

(D |

invent

Outbound Service Events

Service Deask @

ervice
Event

Datahase

Y

Data Access Layer

Application
i i Business Layer
Appllcatlon HTTP: Post Server Server y
Server * Workflow Layer
Java S0 AP Rule Manager
Work Flow Layer
Business Layer Event Queue Evaluation Manager Alarm Engine
v oA :
&
Data Access Layer Action Manager
“ Service Desk Agent
Database
Third Party Application
34 Helpdesk Management
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Inbound Email [15,0]

invent

Service Desk
Application

Server
Regular email: HELP! b
E g

E-mail settings in Administrator Console, System Panel, E-mail.

35 Helpdesk Management
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~ Regular Email from User: “HELP” |

invent

& Blackouts in Windows NT - Message {Plain Text}) - - |I:I|£|
smtp.user=system Edit Wiew Insert Format Tools Actions Help |
Fend ||| 4 R0 [E@e ]t V]| B, &[0,
- - AR £ u|lE==E s EE—,
\
Ta.. ” system@sd001.anywhere.hp.com
CC.. || . s
smtp=true on application
Subjeck: IBIackJ:uuts in Windows NT server

dool. h .hp.
Dear Helpdezk, s anywhere p.com

Lfter I deinstalled Frontpage2000 on my office PC, Windows seems to
shutdown at random.

Could vou please help we out? It iz getting ahnoving. Mot only that, but I
keep losing a lot of work since nothing gets saved.

Regards,
Klaas

[

36 Helpdesk Management
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- Generate an Automated Service Call (,f'g]

invent

Service Desk
Database

Service Desk
Application
Server

0110077594480
0107, 0"0

- email: HELP!

Email generates a Service Call

37 Helpdesk Management
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The Generated Service Call

¥ 192 - service Call

I File Edit Wiew Tools Actions Help

(D |

invent

=10l x|

‘ n Save and Close | Cick call kemplate

X G0 tmRev .

i Due tomormow.

o~

Priority from email.

Mapping is done in

|0 |-|92 General |Wurk urdersl Helationsl Time;"Eustl Hish:lr_l,ll
Status: IHegistered j Impact: Ian [1 person affected)
Irgency: I
&=l Caller  ~ |Zweepe, Klsas Pricrity: [ Medium
o8 Organiza..  |HewletPackard NL Deadine: [25-82000 03.07
- ) I Actual Finish I
% SLA'. | Auctual Diuration: I hiours I
Service: i I

it

Service Desk

Azsighment. |

W Service .. v IBanze 825

Descrption:

Azzignment Statuz: MHew
To group: Helpdesk

Fram workgroup: Change
From person: Uzer, System

i

=

Blackouts inwindows NT

Clazzification; | ILlser

Clozure code: I

ormation:

[

eal Helpdesk,

IIncident

41 Configur . = I

Solutian:

Reqgistration. |

Created by

“Subject:” line from
initial email

Syst

E:m\;l

Body text from email

38
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Confirmation Email /N |
with Service Call Number ('0]

Service Desk
database

Service Desk
Application
Server

email: HELP! >
01100
01071001

00119

“Thank you for registering
service call 192.”

The application server sends a confirmation email back to the user.

39 Helpdesk Management
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“Thank You for Registering Service Call
— <ID>”

(D |

invent

™ Thank you for registering service call 192, - Message {Plain Texkt - |I:I|£|
J File Edit Wew Insert Farmat Tools Ackions Help |
Jﬂdﬂeply | €59 Reply to Al | & Forward | =] | b o ||:E’ > | &*> - ¥ - £| (2] .
= = = IT T iE iFE —
J . . [lA B I U |E=E=EEEE—,
Frarm: HP Opentiew Yantagepaint Service Desk, Sent: dao 24-3-2000 09:01
[ServiceDesk_mailmaster@mydomain, com
To: ZWEEPE, KLAAS (HP-Metherlands,exl )
Ce:
Subject: Thank wou for registering service call 192,
Tour mail with subject "Blackouts i dows NT" has been processed as a ;I
service call. The serviece call id as is 192.
-—=53D 3.0
Thiz message was automatically generate
HPF OpenWiew Service Desk Mailer
Ples=ze do not reply to this messa
B 9 From Address and From
Alias: specifies what
should appear as the email
address in the "From" field
of the outgoing email
message.
=
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The Helpdesk Is Notified... |

invent

Service Desk
Database

W

Service Desk
Application

Server
email: HELP! :
E “Thank you for registering
= service call 192.”

Email:
andlor “Service call 192
has been
assigned to you.”

Helpdesk

)

Notification by flashing tray icon and/or email

41
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“Service Call <ID> Has Been Assigned to

You”

™% Service call 192 has been assigned to you. - Message (Plain Text)

JEiIe Edit Yew Insert Format Tools Actions Help

Jﬂql&eply | 5 Reply to A | &8 Forward ‘ & | L4 ||E > ‘ »> - ¥

J - - - A | B 7 U |§

From: HP Opentiew Vantagepoint Service Desk Sent: do 24-5-2000 09;02
[ServiceDesk_mailmaster@mydormain, com]

To: kaas_zweepe@hp,com

Ce:

Subject:  Service call 192 has been assigned ta wau,

Description: EBlackouts in Windows NT
Deadline: §/2Z5/2000 9:01:01 AM ECT
LAssignment Status: New

From person: User, System

From workgroup: Change

Information from sender:

Information:
From: FEZWEEPE, KLALLS [(HP-MNetherlands=s,ex1) "™ <klaas_zweepe@hp.com>

Dear Helpdesk,

After I deinstalled FrontpageZOO0 on my office PC, Windows seems Lo
shutdown
at random.

Could wou please help wme out? It is getting annoying. Not only that,
keep losing a lot of work since nothing gets saved.

Fegards,
Klaas=s

-—=3D 3.0

This message was automatically generated by:
HP OpenView Service Desk Mailer 3.0

Please do not reply to this message.

hut T

L |

(D |

invent

42
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Notify User of Solution by Email |

(Database RUIC) invent
Service Desk

Database
\\_—4
\,
@

Service Desk

Application

Server

Helpdesk

Something that has to be defined by administrator

43 Helpdesk Management
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Database Rules (,5'0]

Definition:

 can perform any action
* on any platform
e on the basis of an add, modify or delete in the database

Requirements:

— 3" party application must accept command line (with
parameters).

— hp OpenView service desk agents must be installed.

Examples for service calls include:
— Escalation email
— Pager alert
— Update urgency...

44 Helpdesk Management
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Database Rule—EXAMPLE (ﬁ'o]

Send E-mail Message

Mame: IYDur gervicecall haz been clozed
Database Rules: Confirmation OF Closure Service Call S end b I[Ealler;E-maiI]
Subject: I"r’u:-ur Semvicecall [ID] has been clozed. ..
Apply this rule:
"When service call iz created or modified [ Elacked
‘When service call is created M _
YWhen service call iz modified Eisage:
When service call iz deleted Dear [Caller:Full name; Title][CallerFull name;Lazt namea], ﬂ
id b i fiolds of it diied On [Registration:Createdlyou hawve registered a service call with the
[Validates only if ane or more fields of conditions are madified) Service Desk with [D [ID)and the following description]
Rule dezcription: [Description)
When zervice call iz created or modified LI
where Statuz equalz Clozed et sl s ST :
Action to be performed: Your servicecall has been closed : Field ~ |

Cancel |
¢ Back Meut » Cancel
| [9/%| @ From | Subject |Received T =
[ | HP OpenY¥iew Yantagepoint 5... Your Servicecall 197 has been closed... do 24-8-2000 14:11

Dear dhr, Zweepe |

on 24-5-2000 09:12 wou have registered a service call with the Servic & Desk with ID0 197 and the Following
descripkion:

45
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Let’s:
1 go see the tool...

] do some exercises...

J have a break...




LA

Service Desk

Problem Management

Problem Management
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~ Objectives [6,0]

» Describe the problem process and the
relationship of the tool

« Explain relations with other processes

<Z#
A

2 Problem Management
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- Mission [15,0]

invent

“Aims for optimal stability of IT services by identifying root causes
of incidents in order to prevent these incidents from reoccurring.”

3 Problem Management
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~ Relationships (,5'0]

& Helpdesk Management

<& Configuration Management

& Change Management

& Service Level Management

4 Problem Management
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~Scope [ﬁ/)

invent

Track, classify, and analyze incidents to identify problems.
Analyze problems to identify root causes. Log problems and
assign technical internal or external resources to address them.

5 Problem Management
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Some ITIL Definitions [15'0]

Incident Problem
 An Incident is a service * A condition identified from
disruption. multiple incidents exhibiting

common symptoms, or from a
single, high-impact incident, for
which the cause is unknown.

Known Error

* A condition identified by
successful diagnosis of the
root cause of a problem.

Problem Management
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Problem versus Incident Management [ﬁﬁ]

How does problem management differ from incident management?

Helpdesk Management Problem Management
Continuity - Stability —
restore service root cause analysis

LR

7 Problem Management
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- Activities (6,0]

invent

* Problem control (reactive and proactive)
— ldentification
— Classification — e.g. Calamity, Proactive, Structural,...
— Allocation - assignment
— Investigation and diagnoses

* Error control — known error

« Management information

8 Problem Management
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Problem Management Process Flow

Problem Control

Trend
analysis

No

No, Vertical Escalation

Need

Yes, Horizontal Escalation

v

specialist

Root cause
established?

(D |

invent

Inform HD to
close related
service calls

Incident

>

Error Control

assigned Registration P> Classification—P> Allocation |—P» Investigation|— P> Analysis
to PM?
Yes, Known Error
Add info and
close problem
)/
Define No
" n . . L Close KE and Worked as
Register KE —P»> Classify KE —9» Allocation P> possible >Update KE db e
solutions
No
s Acceptable Update KE
possible : Make RfC [SREME)
. solution?
solutions

Evaluate RFC
impact on KE

 crango |
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Managing Problems Saves Time and (N |
Money ('0]

Find
Resolution

Solve with Problem
Change Resolved
Incident
Resolved

Investigation
and Diagnosis

Solve with
Workaround

Solution
Known?

Disruption of
service!

Known errors,
Workarounds

Change
Needed?

No Solve with Incident
Workaround Resolved
Save time...
> Solve with Incident
Change Resolved

...and money

Time

10 Problem Management
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Reactive versus Proactive (ﬁﬁ]

invent

Reactive Proactive

— I——

Prevention of problems
|:> on other systems and
applications

I::> Monitoring of Change Management

Initiating changes to combat: occurrence of
[—>> incidents and repetition of incidents

[—>> Identification of trends
I:> Problem identification and problem diagnosis
I:'> Supplying 2nd/3rd line incident support

Problem Management
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~ Pyramid of Change

\

Incident

Management Incident
\ Problem /

Problem
Management

Known

Error
Change
Management Request For Cha@ \iF(/

-
=N\
m—

sl

12
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Key Performance Indicators |

 # of problems turned into known errors
* % of registered incidents with a high business impact
* % of problems solved

13 Problem Management
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Let’s:

1 go see the tool...

J do some exercises...
d have a break...




Change Management
Work Order Management
Project Management
Approval Sheets

Changes

..T...!
I

Change

Whark, Order

t )
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~ Objectives (ﬁp]

Describe the change process and the relationship with the tool

Explain the relationship between work orders and the CMDB

Use work orders to organize change activities

/'\
Organize changes by using the Project item <:_'

v,
Use Approval Sheets to authorize changes :‘ /

- /
2 Change Management
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- Mission [ﬁﬁ]

invent

“To manage, control and authorize changes concerning
the IT infrastructure, and to implement those
changes with minimal impact on services.”

=
D

\

N\
.
\\
i—d
3 Change Management
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~ Relationships (,5'0]

Helpdesk Management

Problem Management

Configuration Management

Service Level Management

4 Change Management
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Responsibilities |

* Process Request for Changes (RFC)

* Logging and Prioritizing Changes

» Assessing Change impacts - benefits & risks
 Authorization of Changes

» Coordinating, Scheduling, and Tracking Changes
» Testing Change effectiveness

« Reviewing completed Changes

Change Management
©1999- 2002 Hewlett-Packard Company



Key Concepts

* Request For Change (RFC)

* Risk & Impact Analysis

» Change Advisory Board (CAB)
* Work Orders

* Project

* Process Dependencies

©1999- 2002 Hewlett-Packard Company
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~ Important Procedural Steps |

 Filter Request
 Assign Priority & Urgency
— Standard, Normal, & Emergency Change Processes
« CAB Approval Process
Build Changes
Test Approved Changes
Back-out Changes
Implement Changes
Interface with CI, Incident, & Problem

7 Change Management
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~Scope (,5'0]

What are the different types of changes?
« How will you handle these changes?
* Who will be involved in the CAB ?

« How will you handle urgent changes?

®

8 Change Management
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~ Types of Changes (,5'0]

invent

U Impact on service
1 Cost of execution

Standard changes
“Normal” changes

CAB changes
Management changes

Changes with

Business
and

IT elements

Business Changes Changes within IT

9 Change Management
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- Activities [j/n

invent

Approve and schedule
changes

Manage
Requests for Change

(RfC)
\

Change

Management

Oversee change
building, testing

Review all and
implemented implementation
changes

10 Change Management
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~ Change Management Process (ﬁp]

invent

Implement Manage
RfC / I /
—> Prepare | > Categorize ’
Prioritize Refusal
Authorize
Build |< Plan
.@ Approve I >
Test > Release | Refusal
<
< Implement
Backout
| Evaluate

11 Change Management
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Process—Another One

Request for
Change

il

Assessment on
priority,
category and
validity

Authorized

*

Build Change,
including
Back-out plans

il

Test Change

Evaluation

(D |

invent

No —»( Reject >

No —»( Close )

O o D_‘ Vo Tosan )

12
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__ The Change Advisory Board (CAB) |

invent

Change Manager
(Chair)

Service Level
Manager

Finance Manager

Application

Software Control and Manager

Distribution Manager

Senior Business
Representative

Others as

Problem Manager required

13 Change Management
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CAB Considerations (@]

« Change Advisory Board (CAB) Set up & make

— IT Managers, Customers, Technical & Business
staff

« CAB Tasks

— Prioritization

— Risk & Impact Analysis

— Authorization

— Upon further review,.....
 Periodic meetings
 Emergency CAB

14 Change Management
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Key Questions... (,5'0]

 How should RfC’s be handled? - CAB, informal, pre-
approved...

« What other records will be linked to Change records? —
Problem tickets, Incident tickets,..

« How many groups will be using Change Manager
records? What are their authorization levels?

« How will Changes be categorized? - CAB decision, not-
authorized, Ops Call,..

« How will IT close Changes? - implement, reject, rollback

* What types of Changes will be tracked? - upgrade,
replace, expansion, conversion

15 Change Management
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~ Request for Change (RtC)—Scope [bp]

invent

Change
W Sponsor and Change
Originator

Advisory Board

Documentation

Service
impact

RfC—a Request for Change to one or a number of configuration Items

Category
Priority
Resources
Estimates

16 Change Management
©1999- 2002 Hewlett-Packard Company



~ RfCs and Contiguration Management [jlp @

invent

“Need Service Desk on PC”

nitia
Request for Change

v Service Desk End user

Software ClI Related
to be changed training CI

Related operating CI Related hardware CI

Configuration Management

COMBINED

17 Change Management
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~ Workflow/workorder management 0|

Status, activities, assignment

State determines place in lifecycle (what about status?)
Database and Ul rules can enforce workflow
Predecessor-Successor workorders can enforce workflow
Planning workgroups facilitates workflow

19 Change Management
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~ State and Status (1 of 2) (15'0]

invent

&
Create
4 Open N During its lifecycle an item is
4 Iclle ™ in a Open or Closed state.
When it is in an Open state, it

_@“EUI ; is either Active or Idle.
Activate Active
Halt When it is in an Idle state, it is

Mat-tocountable T o either Accountable or Not-
\_ & ) Accountable.
~ Close Item status is a specification
of the state an item is in.
Closed
Celete

o

20 Change Management
©1999- 2002 Hewlett-Packard Company




State and Status (2 of 2)

B Administrator Console

| Ble Edt Yiew Tools Help

b 3 S| % BaE

| > | Service call Skatus (Syskem)

- e,

Elf_ﬁ Service call

- 8] FAQ Group

- [E Medium

Service call Categom

Bl Service call Status

Eln:lenngl Text

|In:|:|n |5tate

12 Reqiztered

Accountable

(D |

invent

Each status has a state:
Active, Accountable, Not
Accountable and Closed.

Open and Idle are super
states and cannot be
selected.

These states specify
whether an item is Active
or Closed and when Active,
whether you are
accountable or not.

Used for workflow
management functionality
and reporting.

Serﬂce call Clagszification 18 In Progress P

SEWCE call Elpsyre mdﬁf . 25 Wiaiting Accountable

Service call Prionty Duration setting

b omplete coountable
R - vice call Status 30 Completed i, tabl
B E Service Level Agreement A0 Informed Accountable
H-E] Work order A0 Closzed Closed
EZI---E| Workgroup ﬂ
|5 Iterns) i

21
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7 +142+ - Change

o [ £3]

File | Edit Wiew Tools Actions Help |

Execution order of workorders

I seve and lose [ XG0 sm@ev .

A Dverdue by 184 days.

General ‘Work orders | Fielations | Predecessor/Succeszor | Time./Cost | Histary |
D [+142+
‘Wwork orders
Status IHegistered j Freview |
R b -
&I I @ D |Descripti0n |T0 workgroup Ta persoh |Status |
+7d48+ ake inventory ... Desklop Special.. Mew
Description +749+ rder appropriat... Desktop Speciali... Mew
IUDQTadE ‘windows 33 to Windaows 2000 +700+ Flan upgrade on... Desktop Speciali... Mew
+751+ Install Windows . Desktop Special Mew
Configuration |... » | I ﬂ +752+ Report on change Desktop Special.. Mew
Infarmation
Al K.apaks must be upgraded from Windows 98 05 to ;I
wWindows 2000 05, This change will take place after
the hardware upgrade az described in change 141
Solution
Remaove... Relate... Unrelate

(D |

invent

« start succeeding workorder only
when predecessor is closed

— a workorder is closed when
the state of the work order
status is ‘Closed’

2l

SUCEEsSOr - | !Make plan for installation of extra intermal memaory and inform users.

£ ak.

k)

Predecessor | Inztall PC at new employes's des

" Successor Starts A3 Soon Az Possible

% Successzar Startz Only If Predecessor |z Clozed

—_—

Only start successor
when predecessor is
closed

E Cancel

22
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Closing 1items that have related

workorders

T +142+ - Change

I File | Edit  ¥iews Tools Actions Help

(D |

invent

=101 x|

I & save and Close |

A=A 2l c

£ Overdue by 184 days.

General ‘wark orders | Fielationsl Pledecessor;"ﬁuccessorl TimE.-"EDStI Histor_l,ll

Information

All Fayaks muzt be upgraded from Windows 98 05 to ;I
Windows 2000 05. This change will take place after
the hardware uparade az descnbed in change 141,

D [+142+
Work orders
Status IHegixtered j e |
M I @ D |Descriptinn |To workgroup |T|:| persan |Status |
+7 48+ M ake inventory ... Desktop Special... MHew
Description +749+ Order appropriat... Desktop Speciali... Mew
Upagrads Windows 38 to Windows 2000 +7a0+ Flan upgrade on... Desktop Speciali... Mew
+757+ Inztal "windows ... Desktop Speciali... e
Configuration |... + | I i +702+ Repaort on change Deskiop Special.. Mew

Only close item when all

workorders have Closed state

=
oo NOTE: state not status
=
add... Remowve. .. Relate. . | [Irrelate |
q =l I Aiiar for Wwiark Drder Complghon
23 Change Management
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Multiple calendars for workgroups

« Each workgroup can have its own opening hours
— 24X7, 5X8, etc.
« Each workgroup can have its own holiday calendar

(D |

invent

* Planned time can be based on these opening hours and holiday

calendar

21

E

&
In System Panel General Settings it is

o e defined how planned time is calculated:
f+ Service Level For Servicecalls And Incidents, Dthenwise 24x7 Support
ing Hours Calendar Of Assigned Workgroup For Al Ilem) _Always 2 4X7
-Service Level for Service Calls and
Incidents
% | oea | am || “WOrkgroup schedule and calendar
24 Change Management
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Automatic workorder replanning (ﬁp]

» Workorders can be replanned automatically when
the timing of one workorder in a series needs to be
adjusted. In this case, successing workorders are
replanned with new adjusted timing.

« Takes into account workgroup calendars

» Works very well with a series of sequential workorder
templates related to a change template

25 Change Management
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~ Change Manager / Requestor |

invent

T Mew - Master Change -0 x|
File Edit VYiew Tools Ackions Help |
& save and Close | Default template - | b4 | §| ] | & E| -» ¥ | 2 .

I0: I Sheet |Work ordersl Helationsl Time;’CostI Fredecessor/Si 4 | Pl

Status: I j Fequestar. | dreves, Francis @
Irnitial @
Description:
Dezcription:
Information:
ﬂ Approval Status: Ilnactive
Deadline: I
Result: Ilncomplete
Happrovers Reguir... I j
Strategy: ID Out of O
Approval group: + | I =
Approval Yotes
Erewview |
Approver Approver Organization |.&ppl0ved |
[~
Solution:
-
[ -] el Modiy.. Remave..
Categony: I
Configuration |+ | I i
I anager: @

26 Change Management
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~ Approval Sheets

" Mew - Master Change
J File Edit “iew Toolz Actions Help

J [& Save and Close | Default template gr=1n | 3 E| * ¥ | [2) .

I0: f Gel
Approval sheets status: [Tobe swmeves T o

. Description: |mitiatar: - | 2shiield, Jack
Ca n be u Sed for_ Inetwork lan segment 02 needs faster speed to support — I —

upcoming SLAs Description:
upgrade network from 10mby's to 100 mb/s on NETLANDZ

Andrews, Francis

Informatian:
network, LAN segment 02 iz now 10mb/s and near ;I
capacity; peak uzage iz »95% bandwidth uzed now; at . -
this rate, current SLAs at risk during peak. times; no new Appm s IInactwe
° C h a n e SLAg uzing this Cl can be handled Deadine: I.I 11200 2131
g must increasze speed of thiz segment to handle Fresult II ot
upcoming SLA, which will require this network link esult neomplete
g P rOJ e Ct H#Approvers Requir... IE
Strategy: |3 Out of 5
® P ro b I e l I I Approval group: + | I
Approval Wotes
* Incident _Feson_|
Approver Approver Organization |ﬁppl0ved |
H Trout, Helen IT Operations Department
e S |
e rVI Ce Ca Fonzon, Mike IT Operations Department
ﬂ Jaohnzon, Martin IT Service Management Dept.
User, Spstem IT Operations Department
¢ Work O rd er Soltion: Sal C:- eland E-G: Tradin |ncIJ
uparade network NETLANDZ fram 10mbs to 100 mbs ;I el SiE:
j Add... Modify... Remove...
Categomn: I
Configuration |... = | [METLAND2 E
Project: - | I @
tanager: - | I @
27 Change Management
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Outage: planning

(D |

invent

|
=loj x|
J File Edit Yiew Tools Actions Help |
| . [ T
— K &0 R e -
3 New - Dutage Info ed Bt | | | | | | )
. 1= Generall zers | Cl Drgsl Child EISI Parent Elsl Services Outage | Related [ 4 I 'l
Sewverity: |
. Outage Info... Severity: Warning _ B
Msg. Operation [ NSERVICE T[] e ey T —
o Application; SAP .
Application: Msg. Group: Showcase [ Outage Time
SAaP 0 5 - 0100 -
Perindic Dutage: | Outage Start: 01:00 Hlsla Sl I J
Dutage End: 02:00 Outage End: ||:|22|:||:| j
=g, Group: Evccdurs edvery week on
ednezday _
Showcase Recurence pattern
{* weekly
Statuz wvariable: F 'T\’i':'”ddaﬁ’
uesday
level-5 | v wednesday
[ Thursday
;I [ Friday
v Saturday
aEk. | Cancel | [~ Sunday
Y p—| = Mealy
IP & ddress: I Even: I I ﬁ
Serial Mumber: I —Range of recumence
Start: IThursda_l,I, June 07, 2001 LI
Falder: I g End: IWednesday, August 15, 2001 ;l
Cateqgony: I
[ Urique
Max_ |nsta||atiu___|1 ﬁ Femaonwe | Cancel |
28
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Outage: window of opportunity

(D |

invent

|
i
J File Edit Wiew Tools Ackions Help
Jnﬁaveandclnse |Defaulttemplate - |X|§| [II]| 3 E,|4*|@,
I I Generall Appr-:-vall Time.f'Costl Felatedta ... Cle / Outage |F'redec:essor.f’8u0| 4 I FI
Prewigw |
Status: I j
. Configuration [kem |E0nfigurati0n|tem Mame 1 |
Description:
I PCEAYOO PCkAYAK P3 900khz
x
Flanning Period: |E£?‘£2DD1 Al ﬂ for IE“’21 /2001 1710 j Thiz Cl iz already listed in the fallowing warkorders:
Duration: |4 j Klenma I? Minutes F43. 744, 746, 743, 751
— Suggestion
Suggested Period:  [5/7/2001 17:10 x| ter 672001 21:10 |
Available Period: IB.I"?'.I"2DU'I 1710 bo: |E£?£2DD1 2110
ok | Cancel |
add. | Modi. | Remave.
Outage Start: IB«’?.:"2EIEI1 1710 =l
Outage End; |6/7/2001 21:10 |
Suggestion... |
v
LI Jpd. CMDEB status: IF!ead_l,l j
29 Change Management
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~ CMDB update / CI check |

invent

I New - Master Work Order -0l x|
J File Edit Wiew Tools Ackions Help |
Jnﬁaveandclnse |Defaulttemplate - |X|§| [II]| 3 E,|4*|@,
I I Generall Appr-:-vall Time.f'Costl Felatedta ... Cle / Outage |F'redec:essor.f’8u0| 4 I FI
Prewigw |
Status: I j
Configuration [kem |E0nfigurati0n Item Mame 1 |

Description:
[ =l Ry T | D AN AL OO0 Onik A L

& Mew - Configuration Item On Work Order e |

Infiarn work order: - | I | Planned CiValue |
M Im i Attribute £ Current value Flanned walue ;I

[utage nfa.. | Periodic Outage. .

Periodic Outage. ..
Price $1.457.00
Purchase date

-

Remark,
Search code |PCKAYOO
Serial Murnber 3B468764-54875-4-4.

2 Sonon o) prome 849
Source 1D

@ Thiz Cl iz already listed in the following work.orders: iy Status Production

743, 744, F4E, T48, 751 @2 Supplier

% Supported by ze..

@ Time Zone
Unioue Mo LI

ak. | Caticel |

gy

Suggestion... |

¥
= Upd. CHDE status: IF!ead_l,l j

30 Change Management
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Link Change records with....

» Service Call, Incidents, Problems

(D |

invent

77 132 - Master Change [ 1= 1=]
File | Edit “iew Tools Actions Help
Il Save and Close [ | Defaul termplate - x|z o m,
1D: I‘I 32 General I Approval Sheet I ‘work @rders I Relations I Tirf ./CUstI Fredecesson'S uccessurl Histone |
Status: e
Impact: I ;I
Reguestor: - =
| I —I Priority: | § ;l
Description: _ —
|Add Option for invoicing individual clients on adhoc basis Dzl I I —I
Actual Finish: | I =
Information: y i
desired: Functionality to zelect a single customer and ;I Category: IU nD|annBI
create a specific invoice for himdher
Currently this program only has the option ta execute Clazsification: I I
batch processing of invaice
Closure cade: I I =
Category [Service ... IUn nned
Statusz [Service To... I#glstered
Aazsignment... * ;l
¢ New - Service Event Helation 7| x|
Folder:
Relation type: 0K
Service call - I {;ﬁ Cancel
[~
Solution: 5 .
Option is approved and planned for nest version. ;I |r'|I3II:|E-'r'I|Z - m
= Problem: - I -El
Configuration |... = | |w EI
P -1 e [EHatime; - I.ﬁ.dd Oiptio for invoicing individ <4
tanager: - | I =
—— —

31
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Key Performance Indicators |

* % of changes implemented on-schedule
* % of changes that are backed-out
« # of incidents caused by implementing changes

* total # of changes requested, planned,
approved/rejected, completed

« total # of emergency changes
* total # of changes implemented by workgroup
* total # of changes requested by initiator

32 Change Management
©1999- 2002 Hewlett-Packard Company



Let’s:

1 go see the tool...

J do some exercises...
d have a break...




Service Level Management

SLM

Semvice Level

Agreement

ey

S

Sermvice

ov

Service call
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~ Objectives (ﬁp]

_'/

» Describe the SLM process and the \,_”
relationship with the tool 4.

N\ L]

I\—-

» Detail SLAs and related concepts

d

» Explain the special relationship of SLM with
the item Service Call and Incident

« Demonstrate what information belongs in
which screen

 Fill in specific data in appropriate screens

2 Service Level Management
©1999- 2002 Hewlett-Packard Company



Mission [ﬁﬁ]

“To design, plan, and monitor IT services,
based on business needs.”

Service Level Management
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The HP IT Service Management Reference Model (ﬁ,ﬂ]

I
invent
f
/
.
. . .

_ ™

. ) . Ce d,
Service planning Security management e,g{-g
]

Continuity management ¢
0)0
Availability management

Capacity management

IT strategy and architecture planning

Customer management P
g¥ Service delivery

assurance
¥.- - sarvicadevermantagement
X. - - Chonge monagement. . . 34

Configuration
management

S
IT business assessment 3@
2

Financial management

Problem management

Incident and service
request management

Service build and test

Release to production 6‘6&

\o¥

Operations management

Service Level Management

4
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~ Relationships: SLM and Business (,5'0]

Services represent lifeline for many businesses

Managing these services is critical for business survival

Direct correlation between IT Services and Business finally
established

POOR SERVICES = REVENUE LOSS = “OUT OF BUSINESS”

5 Service Level Management
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SL.M Definition (,5'0]

invent

 SLM is a process that manages & improves agreed
upon levels of services between provider and receiver

— This process encourages:
— Customers to consider, document, define their issues
— Provider to be more accountable for their services’ delivery

« Constant cycle of agreeing, monitoring, reporting, and
reviewing service levels

6 Service Level Management
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~ Why SLM? 0|

invent

« SLM ensures that:

— Services and their levels are crafted and agreed upon by all
parties

— Service levels and targets are documented

— Accurate monitoring of services is enabled

— Proper reporting is generated and distributed

— Coordination with third-party suppliers happens

— Periodic SLA reviews occurs

— A live “Services Catalogue” is generated and maintained
— Service levels are met in a cost effective manner

7 Service Level Management
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~ Key Detinitions (,5'0]

invent

» Service Level Agreements (SLA)

— Documents service targets: availability, reliability, performance,....
Contract between Customer and Service Provider

» Operational Level Agreements (OLA)
— Also know as “back-to-back” agreements
— Between Service Desk and back-end support Groups
— Internal to the Company (internal SLASs!)

» Underpinning Contracts (UPC)

— Contractual agreement between Company’s and vendors who help
them complete the services chain

— Focus on maintenance and support issues

8 Service Level Management
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~ Relationships (,5'0]

Helpdesk Management!

Change Management

Configuration Management

Cost Management

9 Service Level Management
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~Scope [ﬁ/n

invent

 Focus on business services

« Supply agreed service levels between organization and users

The costs of supplying and receiving the IT services are justifiable
for both provider and customer

10 Service Level Management
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Process —

Contract—

Report —

Numbers—

Service
Mgt

Y

Service
Level
Agreements

Y

Service
Level
Objectives

Y

Metrics

SLM: Process to Metrics (ﬁB

invent

- Strategy of Defining & Maintaining Required Levels Service
- Aligns Business with IT

- Benefits: Higher ROI, Lower IT Expenditure

- About: Setting and Meeting Expectations

- Contract between Service Provider and Receiver

- Details Service Levels (QOS)

- Benefits: Groundwork for Budget control

- About: Contractual commitment & Customer Satisfaction

- Derived from SLAs

- Ex: Availability, Performance, Delay, Accuracy, ....
- Benefits: Basis for actual metric collection

- About: Crafting appropriate Reports

- Foundation for SLM
- Ex: Mibs, Incident Ticket outputs, Customer Surveys,...
- About: Bottom Line raw numbers

11

Service Level Management
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Key Metrics - Examples (15'0]

» Service Providers (ISP, Internal Service Desk, etc.)
— MTTRS (Mean-Time to Restore Service: 1hr, 4 hrs...)
— Availability (.9995, .995: Convert to downtime in minutes)
— Performance (Speed)
* Providers to SPs (Telcos, ISPs, Vendors, etc.)
— Load Balancing Guarantees
— Performance : Response times
— Circuit Availability
— MTTRS
« ASP
— Apps Response times
— Apps Availability

12 Service Level Management
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SLM — Activities (1 of 2) [,5'0]

 Define Services to be Provided

« Determine Acceptable Service Levels with Customers
— Negotiate Service Level Objectives (SLO)
— SLO is a measurable Unit

* Negotiation Phase: QOS & Cost

13 Service Level Management
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____ SLM — Activities (2 of 2) |

* Generate SLA (details to follow...)

 Measurement of SLO

* Reporting Back to Customer

 Evaluate SLA Performance with Customer

» Refine and adjust QOS and SLA as Needed

14 Service Level Management
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~ SLA Components

» Steps to Writing Successful SLA

Project Background

Parties to Agreement

Service Details

Volume of Service to be Provided
Timeliness of Service (Service Levels)
Availability of Service
Responsiveness

Limitations of Service

Penalties and Service Compensation
Measurement of Service

Cost and Charges

Re-negotiations and Review Frequency

(D |

invent

15
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~ Key Contents of an SLA

A |

Contents Service Level Adreement
Service Hours
Availability Procedures
Agreed workload Functionality
Agreed level of Contingency
change Security
User support levels Cost and Charges
Responsiveness

16
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- End-to-end Flow (,5'0]

m
SLOs
(Service Level Objectives)

SLAs
Service Level Agreements

INTERNAL
Suppliers

EXTERNAL

Suppliers

17 Service Level Management
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What Decisions to Make?

Agreements:
* SLA: Service Level Agreement

* OLA: Operations Level Agreement
« UPC: Underpinning Contracts

Customer

SLA

Internal Suppliers

OLA

IT &7
Service

Provider A

UPC

External Suppliers

18
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Structure 1in Service Desk

/// I
Service Desk
ltem:

“Service Level

\\ Agreement’
4

* Providing Organization
* Receiving Organizations

» Receiving Persons

Service Desk Service Type

ltem: * Business Service
“Service” » Operations Management Service
» Underpinning Service
-~ // N
> Service Desk
= ltem:
“CI”

(D |

invent

Service Desk
Code Table:

“Service
Level”

* Impact versus Priority
» Support hours
* |[E: Gold (24x7)
Silver (24x5)
Bronze (8x5)

19
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Structure 1n Service Desk—Example

¥ 1 - Master SLA
File Edit “iew Toolz Actions Help

- m

SLA

[ Save and Closs |

T X &0 =l ey B,

Service
(linked to Cls)

General | Receiving Organizations | Fieceiving Parsonsl Agzignment | Related Calls | Historyl

invent

Provider Orga... = | |IT Service BU

Used Time Zone: & Frovider Drganization

" Receiving Organizations

ID: [1

Mame: [E-mail (241 7)

Status: |B Ative

Folder: | ﬂ
Drescription:

&

E-mail agreement for 24 » 7

Information:

Service: [EmaiL

10: 11
Dl ezcription:

SLa& for full e-mail

& LDl

Status: Supported
Folder:
Service Le... v | [Gold (2447
Actual
Start |9z24z2\0 11:19 =
Finish: |9x25xznu¥:uz =l

File Edit ‘“iew Tools Actions Help

] S ~\
1k \

& Save and Close | Drefault template

- X Sli sme e v
-+ )|

1\

\

ID: 11
MName:
E-MalL
Drescription:
IE=
E
Service type: &) Functional

| Menagement
| Underpinning

Status: I@ Supported

Falder: I

Parent service: - ||

Default Work ... = | |Selver specialists

Checklist: - | |

R | 8 1LY L

Configuration ltems | Mafgged Clsl Supported {1z

hild Services | g+ | ¥ [hs \
A N

’ ID|Name |Descripti0n |Service L. |Status |Service |

L *

Add... todify. . Remave...

1E-mail (24 % 7)  E-mail agresme... Gold (24 «.. € Active E-MAIL
£ E-mail (24%5)  E-mail agresme... Sibver (24 .. € Active  E-MAIL
10 E-mail 3« 5) E-mail agresme... Bronze (8 ... €% Active E-MAIL

|Gold (24 £ 7)

El - 24 hours, 7 daps per week

Relate... [ hrelate

N

Service Level

REIE L L

| - Service Level EHE

¢ Impact vz Priorit | Support Hours |

Impact |Pri0rit_l,l |
Mane '-}g Low

Laow [ 1 person affected) 3-i Medium

Medium [Group / Unit affected) 2’i High

Top [Site / Organization affected) fi Top

High [Department affected) 11 Top

Add.. Modiy... F— |
QK | Cancel

20

©1999- 2002 Hewlett-Packard Company

Service Level Management



What Happens [,5'0]

When You Enter a Service Call r——

Enter: CALLER
Receiving Organization Enter: IMPACT
Receiving Person

v

/ \ l Impact versus Priority setting
A— O

S Priority
. éerwlce Service call Priority Duration setting
Service | |
N4
, ! Y
K / Deadline
/ \ C———
rou
Y
21 Service Level Management
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Service Types

=3 New - Service

: File Edit Miew Tools Ackions Help

i Save and Close | Default termplate

ID |

MName

« Business

M etwark,

Dezcription

Service type ¢ Business
% Dperations management

= Underpinning
Status ¥E Supported

Falder i

| Parent service - “

Service Mana.. = _! I

Defaul Wark ... - l {Network Specialists

Checklist -]

(D |

invent

— Business services delivered to
customers with agreed level of
B service and cost

* Operations Management

— General admin/fault handling
services for shared resources
used by business services

* Underpinning
------- — Services out-sourced by
operations management services

22
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Relating Services

j UISes
0

Business

Internet
Suite

Parept-ChildParent-Child

.
.
i
1

kN
m------'

A Y

’
’

Usés

’
. e
A Y
Internet
Connection

(D |

invent

Operations
Management

Underpinning

--- Underpins

4
Hardware
Maintenance B\

|

’
’

Configuration

R Y S e
(1]
(7]

L HP Server -----------=-----
Pareit-Child
Mail Server
"= (software)

23
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Subcontract Service Call

D |

invent
3 hp OpenYiew service desk
I File Edit Wiew Favortes Tool: | Actions Help
‘ 2 v = | = | s iz} | }(E‘E} References. .. Sl
S arvice Desk YTV &4 Al calls for this Cl... .
— ﬁi Callz by categony fior thiz caller. . —
D/ @ Open callz for this caller... I
128 #4 Oper callz for this Cl's categon... S
123 @ Open callz for thiz organizatian. .. =E
130 ﬁ; Open callz for thiz Service... & 5ta
141 F4 Open Calls for this SLA. . igura
132 ﬁ; Open callz per workaroup... el
133 #4 Dpen problems for this O plare
134 - _ Bl i
195 '_*p-— M etmeeting bion 1
137 '_*p-‘i N.ew b ail Message e ir
ncidert 139 l_": Fing Cl nail fr
AEIEEEE 140 W Servicesoft Weh Sdvisar o
iy
143 - Support.com y—
g5 144 wE Ol
P _‘:’ . 145 ﬁ Create subcontract service call
SR 146 *E " e
147 FFArZO0T T Faster L
24 Service Level Management
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SLA Evalution [,5'0]

invent

« Evaluation types
— Service availability
— Analyzed performance
— Planning performance

* Evaluation of SLAs based on:

— Business services (based on service calls for customer
perception or on both service calls and incidents)

or

— Operations Management or Underpinning services (generally
based on incidents, other options available)

25 Service Level Management
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Service availability evaluation ("/”]

invent

 This type evaluates the following aspects of service availability:

The amount of time the service was available, displayed as a
percentage of total time. Availability can be calculated based on
service support hours or on calendar time (that is, independent of
support hours).

The mean time between failure (MTBF), which is defined as the
average length of time between events that constitute service
failure. MTBSI (Mean Time Between Service Incidents) is also
possible.

The number of events (service calls or incidents) registered during
the evaluation period.

The number of events with an impact equal to or higher than the
failure impact code.

 Calculation based on open duration (=actual finish minus
registration date/time)

26
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Analyzed performance evaluation |

* This type evaluates the following aspects of the support
organization's ability to analyze events:

— The average time needed for the support organization to start
working on a service call or incident (i.e. when did the

call/incident change from its initial status to a predefined next
status)

— The average time needed for the support organization to solve
service calls and incidents (i.e. when did the call/incident
change from its initial status to a predefined next status)

« Depends on analyzed data configuration and activation

27 Service Level Management

©1999- 2002 Hewlett-Packard Company



Planning performance evaluation |

invent

* This type evaluates the following aspects of the support
organization's ability to plan the resolution of events:

— The number of calls/incidents that were not resolved within the
planned duration
— actual finish date is later than deadline

— The number of calls that were not resolved within the
maximum duration

— actual duration time is greater than maximum duration (=deadline
minus registered date)

28 Service Level Management
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SLA evaluation metrics within SLA

E 7 - Service Level Agreement [281478229393748]

I File Edit Wiew Tools Actions Help

=10l =

‘ & save and Clase | Defaulk template

XG0 SRR e[,

General  Service Desk Metrics | Internet Services Metricsl Servicecallsl 5L Report Hesultsl Recaiving 4 I »

Prewview |

Dezcription

| Metric: Type

| Summary |

Analvzed performance

Flanning p
weel servicecalls

Add...

M odify...

Aailability

Analyzed performance
Luvailabiliby
Planning performance

Remave

D |7
Mame IDesktopgert
Status Iﬂ Active j
Description p———
General deskbop zupport for the total organization LEIE
Infarmatian
=l
-
Scope
=
| |
Folder g

In the SLA add a metric
configuration

Monthly, the first Sunday of even mon...
Monthly, day 1 of every month on 12:0..
Maonthly, the first Sunday of even mon...
tanthly, the first Sunday of eveny man...

‘...:-_‘i MNew - Service Mesk Metric Settings

(D |

invent

2]

Description I

0k |

| wvailability

[™ Evaluate for each receiving orgarization

Metric Type

j Caticel |

+ nclude Service calls and Incidents

" Include Service callz only
= Include Incidents anly

— Failure Impact Codes

Service call I j
Incident I j
— Target:

Minimum Awailabilty |

=%

Minimum MTBF |

& of Service Hours
™ of Calendar Hours

ﬁ Hours I =] Minutes

Recunence Monthly, day +1+ of every month on 00:00:00

=&l

29
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SLA evaluation metric configuration

‘3 Mew - Service Mesk Metric Settings

Description

Metric Type

=

| &svailabilty

[ Ewvaluate for each receiving organization

[

" Include Incidents

{ Include Service calls and Incidents

& |nclude Service calls anly

anly

— Failure Impact Codes

Service call

[ Fzident

I tediurm [Group / Unit affected]

— Targets

Minimurn Aswailabilitg

Minirum MTEBE

{* of Service Hours

|+HD+

ﬁ?é

|+4+

" of Calendar Hours

ﬁ Hours I? Minutes

Recurrence

bonthly, day +1+ of every month on 00:00:00

=l &

(D |

invent

2l x|

ok

Cancel

Failure Impact Codes
determine when a
service is considered
unavailable

Targets in percentage
of time

MTBF in hours

30
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Conditions for evaluation

13 Mew - Service Mesk Metric Settings

Description Ilfl"-D

Metric Type I.i'-.vailal:uilit_l,l

™ Evaluate for each receiving organization

=~

" Include Service calls and Incidents
% Include Service callz anly

 Include Incidents only

— Failure Impact Codes

Service call IMedium [Group / Unit affected]

| hzident I

— Targets

Minimum Availabilty |+30+

Minimum MTBF  |+4+

* of Service Hours
" of Calendar Hours

Recurence Fonthly, day +1+ of every month on 00:00:00

2l

Ok

Cancel

(D |

invent

- service call must
: have a registered
caller and SLA

: An incident must
: have a registered
: SLA or service to

31
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Evaluation recurrence

(D |

invent

—Range Of Recurnence
Start | 2843402 14:36 |
End |25/10/02 14:45 =]
— Recurence Pattern
Time |m =l
L SLL N EE =] of every [+1+ =] mont Recurrence is
" Weekly = The First Sunda f |+1+ 3: mohth .
: e available for
o Moanthly .
all evaluation
= Yearly
types
— Summary
Surnmary IMDntth,l, day +1+ of every month on 00:00:00
Frewvious DccurrencelEa"Sa"DE .00
Mext Docurence IEM.I"EIE 0:00

oK

Cancel
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SLA Evaluation Pre-run (15'01

|
A +10-+ - SLA With Metrics I [=] .
File Edit Yew Tools Actions Help | invent
& save and Closs | '|X|§|@|é{,ﬁ|4*|@v
o |+1 = Generall Heceiversl Aszignment  Metrics | Heportsl Historyl
Nome IE-maiI P Service Desk Metrics g
Status Iﬂ Active Description #
Falder I :
Description
E-mail agreement 8 % 5
Information
=
Add... Modify... | Femove... | Pre-un... | _?I EI
OW15 Metric
ra | wWhen 25/2/02 0924 =
Diescription | Summary |
testovis Monthly, day +1+ of every month on O0:0... — E valuatinn PE-'riE"j
4324324 Monthly, day +1+ of every month on 00:0...
= Start 14202 00:00 ll
Scope
= End 25/2/02 03.24 ~|
LI Add... Modify... Remaove...
— Formal Fun
Start 142402 00:00
_Can be run anytime, gives an - YT
intermediate evaluation of an SLA
and can thus be used as trigger
for pro-active corrective action Cancel
33 Service Level Management
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~ Evaluation report: results (15'0]

invent

3 51 A Report Result {Read-only) [281479468089850] A

_ Results | MNegative Indicatiunsl

Service Level .. » ﬁ

Metric | |Awailability =1 | | I &vailatilty Violation

Wrganization  » || og Awailability |o =] %

W Prequn I MTEF Widlation

= MTEF I j Hours I? Minutes

Date |25/2/02 09:23  hverage

Start |142/02 00:00 Pickup time | —] Hous [ =] Minutes

End IEE#E#DE 0922 S alution tirme I — Hours I? Mirites

— Murnber of

Calls |42 =
Callz cover duration I ::I
Callz pazszed deadli...l ::I
Callz with outage |1 2 -

34 Service Level Management
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Evaluation report: negative indicators (ﬁp]

invent

8 SLA Report Result {(Read-only) [281479468089850] d P
Fesults ENegaﬂvelndmaﬂnnsé
Service Level ..« |MF£IE_” ELj
M etric . I.ﬂ.vailahilit H Service call ID| Service call Incident |0 Incident |
2B Printer toner cardndge ...
[Irganization = I =g 31 PFrirker paper jarn durir...
¥ Eresun 36 33
— Ewaluation A0 aa
Diate IEE.-"E.-"DE 0923 118 How do | compact k5.
TR 119 How do | zpecify wha...
izt I . 120 How do | perform a we...
End IEE.-’E.-’DE 03:.22 122 Why doesz Word Fail b

123 Can't Send Ward Do
200112301, 2
200112301, 9
2001123101, 4

Add... Wiew. .. Eemowve...

35 Service Level Management
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Key Performance Indicators |

« # of SLA violations on a per service and customer basis (coupled
with Helpdesk KPlIs)

» # of SLAs per service
» # of active SLAs

36 Service Level Management
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Let’s:
1 go see the tool...

] do some exercises...

J have a break...




Data Exchange

Data Exchange
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~ Data Exchange Concept |

« Data exchange process

Data Exchange is the process of exporting information
from a data source, formatting it and then importing it
into the Service Desk application.

« Data export (from data source to XML file)
— .1n1
— .xXml
— export.log

« Data import (from XML into SD database) RPN

—- import mapping 2 ii
— 1mport.log ‘? vg’

Data Exchange
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Data Exchange

invent

JDBC / ODBC / LDAP

Extractor —p Eytraction Process F—» XML
Settings import file
.
GUI or XML Parser
command line Work Flow Layer
) Business Layer
(dedicated) ! 4
1
Application Data Access Layer
Server

Enables exporting data from an
external data source and atabase
importing the data into the
Service Desk database.

3 Data Exchange
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Data Exchange Installation

The data exchange feature is part of the “Typical” installation

(D |

invent

of the SD Server & Client installation. The data exchange feature
is also available via the custom setup.

i'-E‘ hp Open¥iew service desk 4.5 application server - Insl:aIIShiEIi

Custom Setup

Select the program Features wou want installed,

A\

.

X

Click on an icon in the list below to change how a Feature is installed.

Installshield

Datal:uase Wizard

- | Migration

—Feature Description
Data Exchange kools

This Feature requires QKB an
wour hard drive, Ik has 1 of 1
subfeatures selected, The
subfeatures require 716KE on
vour hard drive,

Help

= Back Mext = Cancel

©1999- 2002 Hewlett-Packard Company
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~ Data Exchange Steps )

invent

Step 1. Establish a connection to your external data source (ODBC,JDBC,LDAP)

Step 2. Create or modify a configuration file (.ini)
(Data Extraction Configuration Wizard)

Step 3. Run extractor from Service Desk to export data from source.
Use viewer to check exported XML file. Redo extractor config, if needed,
export data again

Step 4. Configure data import settings. Map external application classes, properties
and values to Service Desk items, attributes, and values

Step 5. Import data from XML data exchange file into Service Desk.
Configure batch importing. (Delta importing also possible)
Save settings as task and setup scheduling

5 Data Exchange
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1. Establish a connection to your external data source

Extraction Configuration Wizard

(D |

invent

2. Create or modify .ini file = manually OR Data Extraction Configuration Wizard

@ hp Openview service desk 4.5 |5 dient

—

‘f Extraction Configuration Wizard

PO start ecw

Chooze a folder: !F: “WProgram Files'Hewlett-Fackard\0perviewhservice desk 4.5% Browse. . !

S [=] E3

ovowindowsci.ini
ovowindowsservices. ini
OMOLINIKCI iR

O OUNIREErICES. Nl

0DEC I S_l,lsteml Elassesl

Data Saunced ame
Iz

Fazzword:

Mare | Modified

amB6.ini taon Oct 07 15:33:50 EDT 2001
demo_excelini Mo Oct 01 15: 3350 EDT 2001
dtad.ini baon Oct 07 15:33:50 EDT 2001
dtaf.ini on Oct 07 15:33:50 EDT 2001
Idap.ini Tuedun 04 123018 EDT 2002
MMME.ini ton Oct 07 15:33:50 EDT 2001

Thudun 27 16:16:02 EDT 2002
Thudun 27 16:16:02 EDT 2002
Fri&pr 26 11:27:04 EDT 2002
Fri&pr 26 11:27:04 EDT 2002

!\- Chooze a Data Source Mame:

Test Connection

Generate <L now

Sawe infile | Close |

©1999-
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Extraction Configuration Wizard “ODBC” (ﬁﬁ]

invent

Choose a folder: F:%Program Filez\Hewlett-Fackard\Openyiiewtzervice desk 4.5% Browsze, ., I

MName Modified | «] Add...
amak.ini bon Oct 01 15:33:50 EDT 2001
demo_excel.im bon Oct 07 153350 EDT 2001 Copy
dtad.ini bon Oct 01 15:33:50 EDT 2001 T T T
dtafini Mon Oct 01 15:33:50EDT 2001 tdodify. .
[dap.ini TueJun 04133018 EDT 2002 TR T
HEME ini Mon Oct 01 15:33:50EDT 2001 — Fename. .
v Swindowss. ini Thudun 27 16:16:02 EDT 2002 PR —
v windowsservices.in ThuJun 27 161602 EDT 2002 =R
W OLINIC, i Fridpr 26 11:27:04 EDT 2002
OVOLINIKEEMYICEE. NI Fridpr 26 171:27.04 EDT 2002 ;j
DCEC BSystem ’ Clazzes i

[rata Source Mame: !demn:n_e:-:n:el - :j

Uzer i

Test Connection I
Fazzwiord: ;
Extraction Configuration Wizard
x’:ir) Connection successful,
Generate =ML now Save ini file Cloze

7

Data Exchange
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Extraction Configuration Wizard ““ System” (ﬁ/”]

invent

T4 Extraction Configuration Wizard

Chooze a falder: F:\Program FileshHewlett-PackardhOpentfiewhserice desk 4.5% Browsze. . i

Name | Modified | =] Add...
arnak. ini Man Oct 071 15:39:50 EDT 2001
demo_excel ini kMon Oct M 153550 EDT 2001 Copy
dtad.ini Mon Oct 01 15:33:50 EDT 2001
dtab.ini Mon Oct 01 15:39:50 EDT 2001 Modify. .
[dap.ini TueJun 04 123013 EDT 2002 S e
HMME.ini Mon Oct 01 15:33:50 EDT 2001 — e
ovofwindowsci.ini Thudun 27 16:16:02 EDT 2002 _—
avaPwindowsserices. ini Thudun 27 16:16:02 EDT 2002 S
avaLIniEEL ik Fridpr 26 11:2704 EDT 2002
OO EErYICEE. iR Fridpr 26 11:2704 EDT 2002 __v_j
ODE @ laszes ;

v Create a log file: idemu:u_e:-cu:el.lu:ug Browse...

¥ Generate an =ML file; ;demn_e:-ccel.:-:ml Browse. .

Application M arme; i||:lemn:|_e:-:n::el

[ Dutput to screen

[ Encoding used: i

Generate =ML now Save ini file Cloze

Data Exchange
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Extraction Configuration Wizard “Classes”

fs Extraction Configuration Wizard

Choase a folder: !F:'\F"r-:ugram FileshHewlett-Packard Jpenyiewhservice desk 4.54 Browse, . I

(D |

| _ [O] %] invent

Name | Modified | =] Add...
amak. i bon Oct 07 153350 EDT 2001
demo_excelini Mon Oct 07 153950 EDT 2001 Copy
dtad.ini bon Oct 07 153250 EDT 2001
dta5.ini bon Oct 07 153350 EDT 2001 Modify. .
[dap.ini TueJun D4 133018 EDT 2002
HMME.ini bon Oct 07 153350 EDT 2001 — Fename...
v windovesc, ini ThuJun 27 16:16:02 EDT 2002
ovowindowsservices. ini ThuJun 27 16:16:02 ECT 2002 ST
O OLININGL P Fridpr 26 11:27:04 EDT 2002
OvOLINIMEEMICES. Nl Fridpr 26 11:27:04 EDT 2002 :_!
ODBE | Syste

| Source ' Farent | Filters l Blocked |

Move L

v down

Employes

Mo

Add.. ! Modify.. i Remove

Generate #ML now I Save ini file 1

Cloze i

©1999- 2002 Hewlett-Packard Company
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Extraction Configuration Wizard — /H |
Source Tables ('0]

invent

0D8C | System Classes |

Mame | Source | Parent | Filters | Blocked |

Employes

Extraction Configuration Wizard

From which tables or views do pou want to export data’?

- - Generate XML now Save ini file | Cloze
Source tables and views | Aliaz |
Employes
Source.. |
< Back MHext > Cancel |
10 Data Exchange
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Extraction Configuration Wizard — (,5'0]

- Selecting Source Tabl
electing Source es
Extraction Configuration Wizard 1
Fram which tables or views do pau want to export data’?
Source tables and views i bliaz j
Ermployes
Source
Available tables and wviews: Source tables and views:
Employpees Employes
Alias fon thiz table o yiew
<Select from source firsts
Mext = Cancel
[Fescribe Show Walues
Cancel !
11 Data Exchange
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Extraction Configuration Wizard —
Select Table Columns

Columns

Source: i<5r-'.lec:t a zource table or views

Available columns:

< Select from source first:

Show Values

Add i
<< Hemove i

Mew Field... i

=

Selected columns:

Extraction Configuration Wizard

Employes SEARCHCODE
Employes FIRSTHAME
Employes LASTHAME
Emplopes EMAIL

Alizs tar this column

YWhich colurnz are exported fram the source tables?

Selected columns i Alias i

Employee. SEARCHCODE
Employes. FIRSTHAME
Emplaoyes. LASTHAME
Employes. EMAIL

l<l:hcu:|se a zelected column first:

Free Tiext..

(D |

invent

—

Cancel

12
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Extraction Configuration Wizard — (,5'0]

P Relati
arent kelation i
traction Confguration Wizard |
Does thiz clazs have a parent?
= Yes I j
i* Mo
Helatian name: |
Hiow 1z the parent related ta this clazs?
Rk |
|
S Attribute = |
| |
¢ Back Cancel
13 Data Exchange
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Extraction Configuration Wizard — (ﬁﬁ]

— Tables Joined

invent

E xtraction Configuration Wizard !

DTN Hioww are the tables inined?
Joins

Join Criteria;

<add a join to this lizt:

Hemave |

kare Join Criteria

Fields vl Fields vl

I equalz I

Add

[F Cancel |

14 Data Exchange
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Extraction Configuration Wizard — ("ﬁ]

I b 1 d °4°
Filter Conditions .
I nvent
Extraction Configuration Wizard !
H Enter one ore more filter conditions if pow want to limit the
exported data:;
Filters ’ !
Filter Criteria:

<odd a filker to this st

Eemave |
More Fitrs ey | cance
Fields "| valle |
[ peraton
Add
15
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Extraction Configuration Wizard —

Data Sort Order (ﬁ/}

invent
Extraction Configuration Wizard !
———————— lect it which arder items are exported. This can
Sort By wou want o import items in a specific order later.
Sart by
. % Sscending
Figlds = I ; £ Mescehding
Tiher by
. ; % fecending
Fields | ) [escending
ey
% bacending
{ [escending
[iter By
= i % Szcending
ields = i
| ) [escending
i |
16

©1999- 2002 Hewlett-Packard Company

Data Exchange



Extraction Configuration Wizard — (,5'0]

- Setti fi ding Cl
ettings for Loading Classes s
E xtraction Configuration Wizard |
Export can be Fazter if iterns are looked up in the spstem's
mermory in stead of the database. Do pou want bo load the
tables in memaon?
i ez
% Mo
Do you want to =2t a marinum ta the number of recards
fetched?
=T I
i* Mo
- ——
17
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Extraction Configuration Wizard — (bﬁ]

- Name and Block a Class

invent
[

*+ Extraction Configuration Wizard =] 3

Entraction Configuration wizard | =r=orEnSree

Enter a name for thiz class: o I = SR
01 Copy
demo_excel m T
1 Madify. .
b Rename...
R emove
Y'ou can block this class if you __J
™ Blocked
| Filers | Blocked |
bl e Up f e dotam Add... | Modify. .. | Remove |
Generate =L now | ‘ Save ini file I ; Cloze |
18 Data Exchange
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Import Mapping (ﬁ/}

| Administrator Console

invent

E.j hp I:Ipen‘-p"lew zervice desk
J il Analyzed Data

SD Template
(mandatory)

: Demo_excel - ImpoyY*apping

Data nnmE_import

i ACES external_event
Calculated Fields - Name demno_sxcel
amz20innpart
Checklist b i :
- ¥ Codes A2_IMRT . : ;
EDD}I FIEIdS 5 |lEI‘I‘| Mapplng =2 . (il -___.: r_ F|E|d Mapplng =0 A D RS A e b S, B S L LR R L) _..._..___.E
@ Custom Fields ovowindowsci (Mame ; ih‘ﬂDUTt__F!T_a_I_J_D_@_U_EI______ _, ! ;<Persu:un> Default Person .
El-%j Data Exchange OVOLINIAC] dema_excel |dermo_excel [
(Ef Data Exchange Task radia_impart [ [
e e . .
""" b8 BRI RRIEE ool | LASTHAME Name Unique key Ko
B Templat?s o i | FIRSTHAME  Ful name:First narne Urique key Mo
- [iF] web Api Application avaimindoms | SEARCHCODE  Search code Ma
E]--% Presentation OVOLINIXEEvICE | Accaunt Mo
Security ovowindowsse I Addreszesdddres. . Mo
{88 System Panel | DAP-dera AddreszesCity Mo
=] Service Pages | Addresses:Country... Ma
- socess / Addresses;Stated... Mo
B [F Data | AddressesStreet] Mo
#-E5] Presentation | AddresgesStreet? Mo
|88 Sypstem Panel [service Pages) / Ad resses;TgmpIate Mo
— dresses Zip/Po Mo
o | . drninistrator of Co Mo
___________________________________________________ | CLASSES Attribute Attachment Attach... No
.1 4 Itemn(z) Blacked Mo
(external names) Category No
Date of Birth Ma
F ranlmnses maormber (AP e
| »
Minimum of
. Ok Cancel
one unique key
19 Data Exchange
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Exporting the Data — Data Exchange (6,0]

B4 Administrator Console

I File Edit Wiew Tools Ackions Help |

%= & 4

| }(| [ata Exchange Task (Table) - | &

E hp Opentiew service desk = Data Exchange T_ESk
5[] Analyzed Data - : :
Business Logic Account |De|:|ug |E>-cchange file |E:-<p0rt |E:-c|:n:|rt Configuration |Im|:n:|rt |Impurt mapping Mame Frevious exchange file; |Use delta proce... |
=R Data Mk verzion B impart O nnmb.xml ] ninmE_irpork O
[3"@ ALCES ] SMS version 2.0import [ sme?0.uml ] zmz20_import O
[]% Eﬁlculljtfd Fields DTA wergion B impaort 0 diaB.uml ] dtab_impaort O
Fl-- eckls :
m-E Codes em administratar | | demo_e [ ]
B2y Copy Fields Systemn adminiztrator O ovowindows.sml ovowindowsci O
@ Cuztom Fieldz Fadia import radia.xml Radia.ini O radia_import Fadia O
E-& ; Data Exchange — | Suztern adminiztrator 0 sd_lang_en_us.x«ml zd_lang_en_us.ini O  =dlang zd_lang_en_us O
i (EE Data Exchange Task Syztern adminiztrator O ovounic.wml O OLIRIEC O
: Data Exchange Tazk . . . . .
Irmpart mapping Swetem adminiztrator O  ovounidservices. sl OYOLININSEMICES O
- L'I'emplates Sustern administrator O ovowindowsservices... ovowindowsservices O
----- web Api &pplication = Sustem administrator [0 Idap.xml |dap.ini LD&P-demo |dap O
[T T o PR S
| | _>I‘J
111 Itemis) e
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Data Exchange Task

HE|

‘( Data Exchange Task - Demo_excel

— E=port data from a storage device  — -

Select a configuration file for extracting data;

E wport Configuration !demcu_e:-:cel.ini

/

— Ewpart data ta ar impart data from file

Exchange file =|:|em|:|_e:-c|:el.:-cm|

Browsze. ..

¥ Import data inta Service Desk database

Select impart zethings

Account - ’ iS'ﬂstem adrinistrator

ixxxxxxxxxxx

Password

Impart mapping i derno_ewxcel

[ Debug

e,

™ Use delta processing

Frevious eschanme. i

Cancel

qj demo_excel.ini - Motepad
File Edit Format Help

I[DSN]

(D |

invent

NAME =demo_|
USR=
PwWD=

[SYSTEM]

[CLASSES]
NAME=demo_|

[demo_exce
SOURCE=Emp
ATT=[ SEARC]
COLUMNS=[4
LOADTABLES

:j

]

DEMO_EXCEL.XML

Hender | Application demo_excel

Date 3000772002

EMATL : maarten_vandengen@acme. com

LASTHAME  |van Dongen -
DEMO EXCEL |SEARCHCODE |ERP 100003

D 1

FIRSTNAME | Maarten

: ENATLL john_smith@acme com

i
IT % ST A% AT

|
L e s

S ]

Tl
B4 Loak jr: i S lng

x|« Bt B

demo_excel_gxp.log
demo_excel_imp.log

File name: |

Files of type: iLu:ug files

_:j Cancel l

Open I

©1999- 2002 Hewlett-Packard Company
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. INI

Data source

ODBC link name

(D |

user/password

Entities names
for the XML file
ST

Those names appea\
in the XML file

e

N

All data in memory

before starting process
_/

22

ﬂdemu_&ucel.ini—NutEpad (data source name) invent
File Edit Format Help

[DSN] =
NAME=demo_excel/
~USR=

PWD=

[SYSTEM)]

LOG=TRUE

XML=TRUE

LOG_FILE=demo_excel.log

XML_QUTPUT_FILE=demo_excel.xml Source
APPLICATION_NAME=demo_excel Excel: name for

defined area in

S[CLASSES] demo_excel
NAME=demo_excel

[demo_excel]

SOURCE=Employee
CATT=[SEARCHCODE],[FIRSTMNAME],[LASTNAME],[EMAIL]
COLUMNS=[SEARCHCODE],[FIRSTNAMELILASTNAMELIEMAIL]
)_DﬁDTABLE=TRUE

COLUMNS creates the link
between XML names and P
4] the names in the source L‘J
Data Exchange
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. XML

DEMO EXCEL.XML

.....................................................................................................................

demo e/el

30/ /;_/2[][]2

Classes column

/aﬂen_vandongen@acme. Cotn

wan Dongen

ERP 100003

1

hiaarten

Attributes column

N\

Jehn smithi@acme. com

Attribute
value column

— N\

23

'LASTNAME | Smith
SEARCHCODE EMP100004
ID b
FIRSTNAME  |Tohn
EMATL sheﬂey_longw
LASTNAME |Long
DEMO_EXCEL | SEARCHCODEZAT 100005
D ~ 13
FIRSTNAME | Shelley
ENIATLL cuy_francoisi@acme. cotm
LASTHAME  Frank&ois
DEMO_EXCEL SEARCHCODE EMP 100006
ID 4

©1999- 2002 Hewlett-Packard Company

(D |

invent

The ID is created while
creating the XML file

Data Exchange



- Export . 1log (ﬁﬁ]

invent
Start date and time
.. QL query EXTRACTOR Started: 2002-07-30 14:23:55
Can be used as LS e R
trouble shooting” CLASSES
BEGIN : DEMO_EXCEL
Started \zmzumn 14:23:56 —
SqlQuery : SELECT "SEARCHCODE","FIRSTNAME","LASTNAME" ,"EMAIL" FROM Employee
Receiving MetaData : [0]=SEARCHCODE, [1]=FIRSTNAME, [2]=LASTNAME, [3]=EMAIL
Export Columns : [O]=true, [1]=true, [2]=true, [3]=true
Queries To Database : 1 F
Rows Selected 112 Records processed
Finished : 200207-30 14:23:56 —
END : DEMO_EXCEL
EXTRACTOR Finished: 200207-30 14:23:56
Time elapsed :0hrs0min0 sec (0)
inish date and tim
24 Data Exchange
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In!lport .log (5/3

I

atarting HP Open'iew Service Desk lmport, version 1.2 invent
Started at 7/30/02 2:23 PM
Impont mappings set for demao_excel
Frocessing ¥ml file demo_excel.xml_T.xml SD import
Reading data from XML file written at 30072002 from demo_excel c
Finished reading Xml file at 7/30/02 2:23 P startup info
Loading data from streams produced by previous step
Following problems encountered while loading entities:
Frocessing demo_excel (id=1)
Frocessing demo_excel (id=2)
Frocessing demo_excel (id = 3)
Frocessing demo_excel (id = 4)
Processing dema_excel (id = &) SD Import
Frocessing demo_excel (id = E)
Frocessing demo_excel (id=7) \\ result
Frocessing demo_excel (id = 8)
Frocessing demo_excel (id =19)
Processing demo_excel (id = 10)
Processing demo_excel (id = 11)
Processing demo_excel (id = 12)
Finished loading entities at July 30, 2002 14:24

SD Import
_ _ _ _ error messages

Following problems encountered while loading relations:
Finished loading relations at July 30, 2002 14:24

Succesfully completed HP Open'iew Serice Desk Import SD Import

after 0 hrs. O min. 2 secs. ﬁnjshing info

25 Data Exchange

©1999- 2002 Hewlett-Packard Company



Data Exchange / Reconciliation (ﬁﬁ]

* Filters out redundant data by comparing two XML files and record
the differences in a new XML file, which is then used for importing
data. In this way only changed data is imported which speeds up

the import process

T
) 3k

26 Data Exchange
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Data Exchange / Reconciliation [15,0]

Decision Matrix for Importing Items nven

Item in Item in current  Changes to the How is item

previous exchange file? item’s processed?

exchange file? attributes?

No Yes Not Applicable Import item

Yes No Not Applicable Remove item
manually

Yes Yes No No action taken

Yes Yes Yes Import item

27 Data Exchange
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Data Exchange / Reconciliation [15,0]

Decision Matrix for Importing Relations 2%,
Item in Item in Is the relation Has the How will
previous current new or relation been relation be
exchange file? exchange file? changed? removed? processed?

No Yes Yes Not Applicable Import relation

Yes No Not Applicable Yes Remove
relation
manually

Yes Yes No No No action taken

Yes Yes Yes No Import relation

Yes Yes No Yes Remove
relation
manually

28 Data Exchange
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Data Exchange / Reconciliation / Logfile (,f'g]

» The change log file that is created during delta processing lists:

— new entities

— updated entities

— redundant entities
— new relations

— redundant relations

29 Data Exchange
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Data Exchange / Reconciliation from (,5'0]
commandline ey

* When starting reconciliation from the commandline you have the
following benefits:

— The option to disable the import step and only create the
change list

— The option to disable the creation of the time stamp as a part
of the flename which will enable you to run the reconciliation
periodically

— The option to disable sorting which makes it faster

30 Data Exchange
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hp OpenView service desk 4.5
Feature Pack — Service Pack 7
Functionality

©2004Hewlett-Packard Company
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~ Agenda tﬁﬂ]

invent

« Functionality released after 4.5, before Feature Pack
» Feature Pack functionality:

— Various usability improvements

— Enhanced rule manager capabilities

— Workflow calculation per work order

— SLA impact assessment features

— SD-OVO Unix integration improvements

— Data Exchange with external system
* Requirements, upgrade strategy

2 Feature Pack
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Functionality released after 4.5, before Feature Pack (bﬂ]

invent

* As separate products:

— Tivoli EC — Service Desk integration
— bi-directional event and CMDB integration

— BMC Patrol — Service Desk integration
— bi-directional event and CMDB integration

« With Service Pack 4.
— “All Expanded” checkbox for tree views
— Relate multiple Configuration ltems to workorders in one go

3 Feature Pack
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~_ Various (usability) improvements (@

Overview:

URLs in text fields

Search enhancements

— services

— configuration items

— caller/organization

Automatic merge after a lock message
Start actions from buttons

Choose templates in a form
Improvements to OVO Unix integration

4 Feature Pack
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URLs 1n text fields (JB

invent

« URLs in text fields

— URLs in SD text fields available and clickable from
the text field pop-up menu

1 1,018 - Work Order .. E =l 3
‘ File Edit Yiew Tools Actions Help
‘Hﬁaveandcluse |WC2'2E|IJEIZ '|X|§|@|j{.&|4f|@,
General |EI$ d Dutagel Predecessur#ﬁuccessurl Time.-’En:lstl HiStD[_'.-'l =
D |1.018
Status Ll
[mpact I j
http // . Description Priority I j
. 111 Huyperlinks i field
httpS// . Hyperlink.s ir-:llil:;t";iesll:;g e el Deadiine I j
: Infe o Actual Finish =
ftp / / e [t jslf i;_?;:.lsnﬁ_;is? th_l,lperlinks, . I
fl Ie : / / - thiir S g files 4/ — Azzignment _
A file) reviet. hp. cam Towarkgroup = I E|
\\ ‘e e To perzon - I @
More ﬂ %
A
5 Feature Pack
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Services Using Configuration Item

« Search enhancements: Services Using Configuration Item

MSOUTLOOQK2000

Configuration |... = |

. |E-MAIL

...............................................

Advanced Find

] B |8 |k

il == Quick Find - Service

. Look for | ok |
Services Used Ei'g,.' Caller | Yig I@ Default Service Yiew [T able) j Cancel |
SErvices L|5II'|Q ':I:II'IﬁgLIFEItIEII'I Item ID|Name |Sewic:e tvpe |Stalus |FDI|:Ier | N
one |
) ) 10 Desktop Business W€ Support... =
QUld‘l View 11 E-MalL Business ¥E Support...
Open
Mew
Actions »
|
|2 ltem(s)
6 Feature Pack
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~ CIs Owned by Organization (AB

invent

« Search enhancements: Cls Owned by Organization

— only Cls are selected where the Caller Organization is the
Owner Organization of the CI

— in combination with previous enhancement, services can be
selected with the CI as starting position

Organization - | !Inventiun Incorporated ﬂ
# Quick Find - Configuration Item : x|
. j Look for I Ok
Advanced Find ﬁ "Wigw Ilﬁ O0OB Configuration [kem [T able) j Cancel
Cls lsed By Service @ Search code / |Name 1 |L|:u:ati|:un |Eateg|:ury |L| | "
CIs Managed By Service APAPACHEDD  Apache websery... DataM... [] -
Cls Supported By Service Sj NETROUTEROO ROUTER U503 Router
C[s [sed By Caller METROUTERODZ ROUTER 2 J5A02 Router
CIs Crvned By Organization METROUTERDOZ ROLTER 3 LSA01 Router
ik Vi SAYHPOOM HP 3000 zerver | Server
(e Wiz SRYHPOD2 HP 3000 server |l Server
i W
Open action SRVHPOO3 HF 3000 server I Server
hew 17 Itemis] y
7 Feature Pack
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Services Used by Caller

« Search enhancements: Services Used by Caller

— enables easy selection of services when Services
pop-up menu has been disabled (previous slide)

Canfiquration |+ | MSOUTLOOK2000

L [EMalL

advanced Find

Services Used By Caller

Services sed By Configuration Ikem

Quick, Yigw

Jpen
ey

Actions 4

I This Infarmation has been inserted b the "I Rule

al

== Quick Find - Service

Loak for

Yigw

I@ Default Service View [T able]

A0 | Mame ‘ Service type | Statusg | Folder

10 DlSl:urI: by: Mame | Business

11 E-MaIL
20 54P

13 ltem(s)
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~ Disable Services auto pop-up window (ﬁln

 Search enhancements:
Ability to disable Services

. General Settings el 4
auto pop-up window

Service Pages Server Host Hame

pours Prebzeryer. domain. com ﬂ

¥ Search Caller Person In Organization Tree

[ Automatically Invoke Service Quick Find In Service Call

— previously upon caller or organization entry applicable
services would be presented automatically in a pop-up
window to be selected

— now the automatic pop-up can be disabled in the System
Panel

— facilitates selection of service on basis of ClI
— applies only to service calls

9 Feature Pack
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Caller look-up choices

QO |

nvent

Search enhancements: Caller look up through organizational hierarchy

25 New - Service Call

Eile Edit Yiew Tools Actions Help

= Quick Find - Person

=53] 1)

n Sawve and Close | Guick call template

i Duein 4 days.

Look for

View

[ 21 Persons (Table)

earchco...lFirst hame |Last hame |E-mail

| Locationl Organizati...

Belinda

Beardsle_l,l

@inventio...

I} | ADAMP Paul Adamsz adamp(@in... USA01
- ASHF] Jack Ashfigld @inventio.. LUSa03
Status I Reqistered

Philipz, Pip
Fritzrigk, E..
Philipz, Pip

=

Caticel

Make

e

Option

Entered by per... = | I@M 5 (
E liatt Edwards Finveentio... Fritzrek, B...
FaLLA, Andrew Fallaws @inventio... Fritzriek, B... E b | d
Caller -
4| I Actua |FRAMD Dave Franklin Finveentio. . Fritzrek. B... LI n O e
fissiar |24 [bem(s] 7
LI tharoup |Hegaesk Eﬂ l
Organization = | IFIesearc:h & Development BLI ﬂ 0 per S Quick Finc SEEE x|
More | Look for [ ok |
L]
Corfiguration|...+ | [LAETOP =l vien £ T = oo | O pt Jolg!
Samice . | I ﬁ Search codelFlrst name |Last name |E-ma|| |Locallon |Drganlzatl0...| Nons
L |BEARE Belinda Beardsley  @invention... USA03  Phillips, Fip —l i
Sewvice Level ~ | [Bionze 845 ) PHILP  Pip Philips  @invention... USA03  Philips, Pip 1ISA e
Glh . | I 03 Falder |yinkm Rebecca  Virk @invention.. USAD3  Philips, Pip
Cateqe | WESTP Paul Wwestwood  @invention... US403  Phillips, Pip
Description
I Classifi
b edivr
Informnation
Thiz Information haz been inserted by the Ul Rule ;I Clasure |4 [terns) 4

Dema" for Service Calls.

10
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Search Caller Person in Organization Tree ﬂﬂ

invent

« Search enhancements: Caller look-up through organizational hierarchy

— previously search for caller from
caller field looked at current
organization only

— now search can be extended to General Settings E 2 x|
persons in all organizations down e

the organizational hierarchy
— applies to combination of caller Senvce Pages Server Host Name
. . . . . pours Prwebserver. domain. cam ﬂ
and organization field in service
calls only
— functionality can be switched
on/off in SyStem Panel v Search Caller Person In Organization Tree
[T Automatically Invoke Service Quick Find In Service Call
11 Feature Pack
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Automatic merge after a lock - Message

Automatic merge after a lock message

SD uses optimistic locking

previously, when 2 records were open
simultaneously and changes were

made, the last saver needed to add

changes manually

now SD tries to merge the two records
automatically whenever possible

user must approve the automatic merge

4

(D |

invent

This item iz updated by another uger or a databaze
ile. Do you want to reload it?

EX Merge result =100 x|
Field Reloaded valus My walue Changed by other uzer | Changed by me Merge result
Baby Status Completed Completed
Infarmatiorn which server? O ferged
E=] Aszignment Top... | Swires, Steve Scholes, Ann Merge impossible
Bssignment &ssig... | Mew Mew
(9 History O Merge impossible
Q Registration Modi..|12/11/03 1823 12411/0318:23

12
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~ Automatic merge after a lock - Matrix (ﬁln

invent

« Automatic merge after a lock message MATRIX
— How fields are merged?

Situation Which user’s field
is taken

The other user changed a field and | did not Other’s

| changed a field and the other user did not Mine

| changed a field and the other user changed the No automatic merge

same field to a different value possible, other’s value

| changed a field and the other user to the same

value Other’s (they are equal)

No automatic merge

| changed a field that holds a list of other objects possible

(e.g. Work orders, History lines)

13 Feature Pack
©2004Hewlett-Packard Company



Merge result

(D |

invent

« Automatic merge after a lock message, then “Merge result” window

E% Merge result

=10l x|

Changed by me

Field Reloaded walue kdy walue Changed by ather uzer Merge rezult
by Status In Progress Feqgistered []
Descrption | Connection ba intem... | Connechion o intern... terge impozsible
Infarmation | Ma info yet []
E| Assignment ... |'Web Specialists Helpdesk [] Merged
Q Hiztary [] Merge impossible
Q Registration ... | 08/01/04 16:37 02/01/04 16:38

14
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Start actions from buttons (bﬂ

invent

- Start actions from buttons
— Custom Boolean fields can now be of type ‘button’
— Ul rule can be defined to trigger on clicking the button
— Each entity now has 10 additional custom Boolean fields

| Telephone number; 3445
(' Al Categories Job title: RED Maﬂager

" Enabled for the following categories

B4 service Call - Custom Fields 2| x|
Field: ISerEunlean'l'l [Boolean] j
Mame ISeanDIeanH
Display F - e .
fplay format | ] Caller + | |Phillips, Pio Ell
fefir. walue Frivi E
Filaw, walie L:‘;ﬁ;lse HEIFI'IE: Flh|"||:|3_. FI||:| ik
I Activate E-mail: @invention-inc. com ]
w

[ | Complaint a .
[ Incident zend e-mail to caller
[ | RFC [Request for change)
RFD R t for d ati - . .
= e T Organization  w | |Besearch & Development BU - =R
K, | Cancel |
15 Feature Pack
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Reset action buttons with UI Rule [ﬁ/n

invent

CritEs Al « Ul rule condition
Field Dperatar {* Yalue "~ Field
j |Sen|:| e-mail to caller @ quuals
Update Data
M ame: IHeset button
I Blocked 4 | Cancel

i |pdate fields and related itemz as follows:

<&dd an update from below to thiz izt

Ul rule reset button action

Hemayve
tore updatez

Fieldz b | W e
IBn:nulean Buttan gt to falze @

Add To List

0k | Cancel |

||n,|,r|

16 Feature Pack
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Choose templates 1n a form

Choose templates in a form
— templates can be selected

— enables easier selection in

— can be switched on/off in the

from a dialog window
case of many templates

System Panel

‘ File Edit ‘iew Tools Actions Help

(D |

invent

‘ E Sawve and Close | uick call template

[ Choose Template

[kerm

Template categomn

Service call

Mame

EI ﬁ “Work, Order
[T Predecessors

----- ﬁ Wiarkgroup

¥ Usze thiz template as default

Default termplate
Mew MT account

Mew Ermployes

Forgot Dutlook, passward

I] uick call kernplate

MS Outloak,

Service Pages Call

IIIKl

=

Cancel |

17
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Enhanced rule manager capabilities (ﬁﬂ

Overview:

« Ul rules firing on opening or saving a form
* Rule conditions

— logical expressions and compounds
— variables
— field has changed check
— field to field comparison
* New action: User Notification message
« Update Data action enhancements

— parsing, trimming, substituting, converting, concatenating,
calculating

18
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Ul rules firing on opening or saving a form ﬂﬂ]

invent

Ul rules firing on opening or saving a form

Mew U Rule - Servicecall

— enables pre-open
check on data e.g. to
After an item has been opened Ilmlt fleld Val ues

After ne.w_itenj haz been opened

Betoc the fem s soved — enables pre-save
check on data e.g. to

After an item has been opened = enforce certain user

behavior

Apply thiz rule:

YWhen a value has changed

< Back Mext » Cancel |

19 Feature Pack
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Logical Expressions and Compounds (1) 'O

invent

» Rule conditions: logical expressions and compounds

Condition X| — Com poun ds

_ And, Or and Negate
= [Flég AND

E ~[«] B MOT [Status [*] equalz CompletedORInformed)
B [Deadline [7] today

=Pl AND

B Deadline (7] tamoraw
- B Statuz [¥] equals In Progress0RW aiting N
— Conditions
Add Criterion... | Add Compound. . | Modify. .. | Remove. .. | - Crlterla and Negate
[ MOT [Statuz [¥] equals Completed0R Informed] ;I
AMD Deadline [*] today]
OR [ Deadline [¥] tomorrow

&MD Status %] equals In Progress0RwW aiting]

B o

] | Cancel |

20 Feature Pack
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Logical Expressions and Compounds (2)

* Rule conditions: logical expressions and compounds

(D |

invent

previously all conditions

‘ hl were implicitly AND
v PRl
= [Flgs AND conditions
“[F] ™ MNOT (Status [*) equals CompletedORInfarmed)
“[#] ™ Deadine [*] today now AND, OR and NOT
= [#léi AND
- B Deadline [*] tomorrow can be used
. B Statuz [¥] equalz [n Progrezs0RW aiting COﬂdItIOﬂS can be
compounded
Add Criterian. . Add Compound... Modify. . Remaove. .. tree VieW for bU||d|ng an
[ MOT [Statuz [*] equals CompletedDRInformed) :I eXp reSS|0n, d rag &d rop
AMD Deadline [7] tod
OR [ Dea?:llﬂnnlan[ex][h]:u:r?ur?ggu enabled
AMD Status [*] equals In ProgressORW aiting] . .
_|;| show view to display the
Kl : expression in a logical
] | Cancel | Way
21 Feature Pack
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~ Add compound (ﬁ/a

invent

— Compounds consists of two or more sub

« Add compound conditions
— Criteria
— Other compound
— AND
o X — means that all this condition is only true

when all sub conditions are true

& AMD " OR — OR
— means that this condition is true when at
[~ Megate least one sub condition is true.
— Negate
T i Cancel — Means that a compound condition be

logically negated

22 Feature Pack
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~ Field to Field Comparison (b/n

invent

» Field to field comparison

Criterion

Field Operator = Walue f+ Field

I vI |Ennfiguratinn|tem Cwier Organization @quuals j Il:allerl:lrganizati-:un @

ar | Cancel |

— enables comparison of field values (must have same field type)
— previously only comparisons to fixed values were possible

Example: Check whether the caller’'s organization is actually the owner of the
Configuration Item involved

23 Feature Pack
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Is Current Operator (ﬁa

invent

“Is Current” Operator:

Criterion X

Field Operatar ) Walue € Field

Iw vl |5.:, Perzon 1 @Iis curent j I @E'

¥ Ewaluate thiz rule when this field has been changed

(] | Cancel |

» Operator available for Person and Account
* Three locations:

v" Ul rule

v" Advance find

v' View filter
» Related: “set to current” in the Update Data Action
24 Feature Pack

©2004Hewlett-Packard Company



~Is Anything Operator (‘B

invent

* “Is Anything” Operator

Criterion . x|
Field Operator o+ Yalue "~ Field

j IDescriptiDn @ cohtaing [k j I
containg [AMD)
W Evaluate this rule when this field has bed containg (OR)
iz [exacty)]

ig emphy

ztarks with
dzanvthing.

] | Cancel |

— makes triggering possible over multiple conditions for Ul rules

— features new operator “is anything” which enables triggering the rule
irrespective of the new value for any field

— replaces trigger condition for Ul rules

25 Feature Pack
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- Variables (@

invent

Command Exec Action X

M ame: Ibanner
Description:

A

Parameters

| Hello, it ix day $0F of week M of the vear $75%'E. You are .
™ Blcksd #uzername®, logged nto Service Desk as FACCOUMNTHAMES and wour
Commend e [e banneree machine iz called ZCOMPUTERMAME . Currently you are waorking on a
Pasmeles HTEMTYPES. Your operating systern iz %05% and vour Java version 1z
You are %user.name, logged into Service Desk as FACCOUNTNAMES d . . =
e PRs Yo cotrting syl 055 v EAL TR RN e
Hjava.version’

- e

Service Desk and Java Variables cannot be created but OS variables can

26 Feature Pack
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Variables options |

invent

* Variables options:

— Right hand side of - a criterion in a View filter and in Advanced Find
- an Update Data action

— Parameter field of a - Command Exec action
- Smart Action
- Update data from an external system action

— Subject or message of an Email action
— Message of an User Notification Message action
— Confirmation texts of the Inbound Email integration

27 Feature Pack
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User Notification Message for Ul Rules (ﬁln

invent

New action: User Notification Message for Ul rules

— enables notification of Ul user based upon user actions
— enables enforcement of correct data entry

— features three levels of notification:

— Information: no enforcement B User NotKIcaCH IR >
— Warning: possibility to ignore Name |
— Error: only abort option [ Blocked
— applicable for Ul rules triggered Severit
. : ‘% Error
upon opening and saving a form Message Text  [&" it
A waming
[
Insert at cursor postion: Field = |
OF. | Cancel |
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User Notification Message for Ul Rules Example (ﬁﬁ]

invent

* New action: User Notification Message for Ul rules example:

make field value entry mandatory based on value of any other field
Ul rule for service calls that is triggered upon save

« Conditions:
» Service call category is RFI (Request For Information)
* Information field “is empty”
» Error message notification informing user:
* |In case of an RFI, the Information field needs to be filled in

User Notification Message

Q “‘ou have not filed in the |nformation figld. This iz

required for RFlsl Please enter the appropriate
inforrmation,
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Update Data Action Enhancements (@

invent

+ Update Data action enhancements: P —— 3
' Fizedalue I
- Attribute " Attribute | ﬁl
¢ Function IHemuve heading spaces of j
— Function e | &
(e
I Can open a new set value : s
Screen (nesting) .
Function outline d
— The first action depends on the field " [

selected in the update date screen: T e

Update fields and related ite

- FIXGd Va I ue <Add an update from belows
— Caller

More updates Caticel |
M Walue
|Dem:ri|:utinn zet to L
Add T List |
[ | Cancel |
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Options for Strings, Numbers, and Dates |

invent
 Update Data action enhancements
— options for strings:
— Parse only a specific number of characters of the property value from the left/right;
— Remove a specific number of characters from the property value from the left/right;
— Remove heading/trailing space characters from property value;
— Substitute any string in the property value by another;
— Concatenate two values;
— Convert all characters in a property value to upper/lower case
— Count characters
— options for numbers:
— Add to/subtract from/multiply by/divide by of the property value by/with another value
— options for dates:
— Add to/subtract from a time span from a date in a resolution from days to minutes;
— Subtract dates from each other
— Add to/subtract from current date
31 Feature Pack
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Update Data Action Enhancement Examples (b/n

invent

« Update Data action enhancements: example uses ...

— create information log fields by concatenation including time stamp
and user stamp
— make time/date calculations to register the open time on a call form

— edit events/data from external systems
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Data Exchange with External System (AB

Overview:

« Data exchange with External System
— New Ul and Database Rule action
— HTTP requests to external system

 Enables on-line retrieval of external data from within a Service
Desk form, such as:

— Knowledge bases
— Personnel & Organization applications

* May be used instead of Service Desk agents for some integrations
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Data Exchange with External System Flow [ﬁp]

triggers
Ul rule
l ﬁefl':l':in sends HTTP
form response
- -
_
ﬁ
sends HTTP

Post request
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Data Exchange with External System Configuration (bﬁ]

"4 Data Exchange With External System x| invent
Hame
[” Elocked
URL .
=1 | — give URL to send request to
— set time-out (to not let user wait
[ indefinitely for a HTTP server that
Time-out 10000 = ms is down
— Output bo external spstem .
s gl - define output to external system
g (fields and parameters)
_— — define expected input from external
| o] http server (fields)
=
Insert at cursor position; Fizld vl
— Input from external system
Fields | [~ ﬂ
L4
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SLA 1impact assessment features overview |

« SLA impact assessment enables identification of impacted
services and customers due to service degradations and
failures. It ...

— enhances the ability for the help desk operators to determine
priorities

— facilitates communication to end users about services
impacted (or potentially impacted) by incidents
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~ SLA 1mpact assessment features )

« SLA impact assessment features:

— A Services view showing the Services potentially impacted by
an Incident or Service Call based on the value for Cl, Service
or both

— Deadline Service, a new standard attribute for Incidents and
Service Calls that shows the name of the Service from which
the Deadline was calculated

— Service Level Weight attribute for Service Levels to set an
order of importance to be used as a sort key in the new
Services view in case of identical deadlines
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SLA “Services View” Overview ﬁp]’

invent

Services View

Service Hierarchy e Impact

Andy's BUS_"'"333 Service Semrvice Mame |54 Mame Service Lewvel Support Hours D eadline R eceiving Org.
Andy Service A Sales Departm
E-Mall POP3

T Bessanch &

- Deskiop

T yetanotherchildofDeskiop

Dezktop Child 1

=48 Desktop child 2
T Desktop child 3

=T

wiebhost

[n]=1
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~ SLA Service Hierarchy [ﬁp]

invent

Services View e Impacted services

|_—_| A .-i‘-.nu:l_l,l Service &
%f Andy Service B
[=p __\_-., Andy Service C
------ _\ Andy Service D
=) ﬁ E-talL POP3
-1y E-Mall

=E _lx, Dezktop

.-"' petanotherchildofDezktop
Dezktop Child 1

= _:}, Deskiop child 2
_\, Deskiop child 3

------ Ay GAP
gz;&abrase b anagement N .O n-l m pa Cll-ed
1y Weteningzchanz Se rV | Ces
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SLA Service Impact Table

(D |

Service Impact

invent

Service Mame SLa MW arme Service Level Suppart Haurs Deadline Receiving Organization [
DBA SLA TEST Gold [24 x 7] From Sunday 00:00 (020703 18:00 E-Go Trading Inc.
From Wednesday Sales Department
Broadband Service
Databaze b anagement| S pruce Gold [24 « 7 Frorm Sunday 00:00 ko 30703 07:00 Contral BL
From wednesdap 07:00 Spruce Cazualty and Life |—
Salez Department
Rezearch & Development
E-MalL SLa Metrics Demo Gold [24 = 7 From Sunday O0:00 ko 02307403 07:00 Hewlett-Packard
From Wednesday 01:00
E-mail [24 » ¥ Gold [24 « 7 Frorm Sunday 00:00 ko 30703 07:00 HF 0% Sales
From "Wednesday 07:00 HP 0% Support
Spruce Cazualty and Life
HedHat Bronze B wb From Monday 0700 bo (040703 16:00 Enterprize [nkemet
From Tuezdap 07F:00 to The |talian Sandwich
From “Wednesday 0700
Frorm Thursday 07:00 to
From Friday 0700 ko ;I
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SLA Service Impact Table Links

(D |

invent

Service Level

DBA SLA TEST

Gold [24 x 7]

Support Hours
From Sunday 00:00
From Wednesday

Sales Department

TS Y

File Edit Yiew Tools Actions Help

=10 x|} Sunday 00:00 t

Broadl wnd Service

03/07/03 01:00

Cortral B

Wednesday 07:00

u Save and Close ‘ Default template

XG0t eRev ().

Corfiguration [tems |Managed Elsl Supported E\sl SLA | Child Sewicesl UncA | ¥

| Ele Edit View Tooks Actions

Soruce Cal ualv and Life

=2 Control BU - Organization

Help

=lalx|

PN RE =Y Ao

Defaul wWork ... » | Database Administrators =
Checklist - | Datahaze ﬂ

D 18 Sunday 0000 to ‘ [& 5ave and Close | Default template
Mame Fresien ‘wednesday 01:C
Bl Search code |Name1 |Lucat\on ‘Ealegory |U..|SN Status | Sunday 0000t | 5 h code IEDNTHDL
Wiednesday O1.C Mame 1 IEontrol BL
Description L | Name?
=] tonday 07:00 to I
Tuesday O7:00 b
Wednesday 070 | Telephane number I
Thursday 07:00 ¢ | E-mal
= Friday OF:00 to
Service type = Business Web page
% (Iperations management d
| Underpinning
Status I@ Supparted j
Falder ﬂ j
Addl.. | Wi, Fielate... Unrelate
Parent service | g ;
arent service I E Service Mavigator : Location . I ﬂ
Service Mana.. = | Ly, Jenny @ SN Status |Undeflned = | . .
Time Zohe IF‘hoean Standard Time j
= SN Name I

| —y

-
General |Addresses| Cls | Personsl Child Organizat 4 | A
Statusz I j
Category Ilntemal Organization / Organizatic
Folder |Intema| ﬂ
Telephane
Breview |
Telephane type Number |F‘rimary |
Add... F o Femave.. | -
Remark
| Al

SN Socket Address I

|
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SLA Service Impact (ﬁa

nnnnnn

Organizations/ SLA’s

. =

Holding
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« SLA impact assessment features

Deadline Service Attribute [ﬁ/n

The new Deadline Service attribute for Incidents and Service Calls
that shows the name of the Service from which the Deadline was
calculated

Taken from the SLA that had the most stringent service level for the
Cl or Service (or both) involved

Impact Mone |

Pricrity L}ﬂ L

Deadline 11/11/03 04:42

5 |4 L

Deadline Serv... = | Wiebhoszt
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~ Service Level Weight (ﬁp]

invent

« Each Service Level has a Service Level weight

‘?.' Access To All Forms - Role ilil _

Attributes .
<---Group Bow Bottom---»

Hame |f-‘-.n::|:ess to all forms <---Group Box Top--»
. fommennes SEPARATOR------- b
%@ Advanced Item Access] il Service Level - Form Designer - |Default
| J . Pescnptlnn
' File Page Help iLL=taly]
1 Seies mpact Priority 5 etk
[ ; ; M arne
| Fields Foms |views | 7 Name B[ 5crvice cals
| Descrption Impact P | Suppart Hours
Weight Previ
: I TENIEw
M arne
5 b aster Service Level | WWEIDRE =
@ Service Level e
| Default
ddd.. fl mdifi... Bemave...
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Workflow calculation per Work order (1 of 3)

‘3 hp Open¥iew service desk

I N Administrator Console

|4 | et v T 2l

General f-‘«ppllcatu:unl

Service Pages Server Host Mame

voLrs Prwebzerver domain com ﬂ

¥ Time Dependencies

¥ Urique Search Code For CI

Planned Time Calculation Uzes:

(™ 24 % Fauppart For Al lbems
(# Service Level For Servicecalls And Incidents, Otherwize 247 Suppart

(™ Opening Hours Calendar OF Assigned ‘Warkgroup For All lkeme

=

Planned Time Calculation Uses [ﬁp]

invent

» Workflow calc:
— Change, Work orders

* For
— Planned start
— Planned finish
— Planning duration values

mlE=El
i Syste
f
.. ]
il
E] Se
= 4f)
-
45
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Applied Calendar (AB

invent

Workflow calculation per Work order (2 of 3)

» Get a more fine grained workflow

M aw. duration I E [NIEIR]ES I : LI AL &

— General setting | =
on Work order level Plarned Fnish | =]
Flanned Duration I —+| Hours I? Minutes

Applied Calendar ™ General [as set in General Settings]
™ 24 % 7 support

" Dpening hours calendar of azsighed warkgroup

— Default, ‘General (as set in
General Settings)’
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Applied Calendar Disabled (ﬁln

invent

Workflow calculation per Work order (3 of 3)

* The new field is disabled when all the Workflow-related fields
have been set:

Flanned Start 19/12/03 13:36 A
Flanned Firnzh 20/12/0313:36 hd
Planned Churation 24 == Hours  |f ::II Minutes

Applied Calendar % [General [az =etin General Settings]
{24 » ¥ support

" [Opening howrs zalendar of azsigned workagroup
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OVO fields for outage
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OVO fields on Outage Info

The following messages properties

have been added:

Msg Type M

Text

Service Name ——'}

49

=] Outage Info

Severity I& W arning j
Msg. Operation  [SUPPRESS =l
Application

Application name
e.q HP Operiview Operations

0. Group

Message group name
eq OpC

Mz, Type

Diezcription of the message type

Status vanable

Text

A string containing all or part of the message text. Patter-matching may be uzed

Object

Object name
e.q opcotim

Service Mame

Sting containing the unique identifier of the service Patter-matching may be us

oK Cancel
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'cdiliT rdCK




Outage Database Rules |

invent

Outage Database Rules:

ACES file called “sp7-aces-dbrules-mkoutage.xml”

« Location: ...... \server\data_exchange\xmi
* New installation: Use the new database rules
 Existing installation: Modify the current database rules
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OVO Services ﬂﬂ

invent

OVO services:
» ACES file called “sp7-aces-ovoservices.xml”
* Location: ...... \server\data_exchange\xml

* The File contains:
— OVO Unix services mapping
— OVO services templates
— Data exchange task
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- SP 7 Requirements, Upgrade Strategy (AB

 Requirements:
— Service Desk 4.5 installation

« Upgrade strategy
— installs like regular service pack
— supersedes previous service packs
— some functionality is switched off by default upon installation

— rules with a not operator are automatically changed to the
Negate option
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