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Chapter 1: Introduction to Service Manager Hybrid
mode

HP Service Manager 9.41 Hybrid is @ mode of Service Manager in which Process Designer technology is
fully implemented, yet that allows you to continue using legacy technology such as Format Control.
Service Manager 9.41 Hybrid eases the transition between Service Manager Classic and Service
Manager Codeless by enabling you to continue to take advantage of your previous investments in legacy
technology. This mode is available only to customers who are upgrading from a Service Manager 9.3x
system that has Process Designer Content Pack 9.30.2 (PDCP3) applied.

Note: You can also upgrade to Hybrid mode from a Service Manager 9.3x system that has Process
Designer Content Pack 9.30.1 (PDCP2) applied by applying PDCP3 before you upgrade to Service
Manager 9.41.

To facilitate the migration of your system to Process Designer, we have incorporated a Process
Designer migration tool into the Applications Upgrade Utility. If you are eligible to upgrade to Service
Manager 9.41 Hybrid, additional configuration steps will appear when you run the Applications Upgrade
Utility, and your system will be migrated to Process Designer automatically.

This document describes:
« How to use the Process Designer migration tool embedded in the Applications Upgrade Utility
« How to perform additional manual configuration

o The changes that the Process Designer migration tool makes to your Service Manager deployment

Overview of Service Manager 9.41 Hybrid

As illustrated by the following table, the technology that underlies each module in the Hybrid and
Codeless modes of Service Manager is the same.

Underlying technology
Module Classic Codeless Hybrid
Service Desk Classic tailoring Process Designer  Process Designer
Incident Management Classic tailoring  Process Designer ' Process Designer
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Module
Problem Management

Change Management

Underlying technology
Classic Codeless Hybrid
Classic tailoring  Process Designer Process Designer

Classic tailoring Process Designer ' Process Designer

Request Management/Request Fulfillment = Classic tailoring = Process Designer = Process Designer

Service Level Management

Knowledge Management

Process Designer | Process Designer Process Designer

Process Designer | Process Designer = Process Designer

However, the automated migration performed by the Process Designer migration tool migrates some

legacy technology to Process Designer (for example, the tool automatically generates Process Designer

workflows that continue to use processes, format controls, and legacy states). Additionally, further

manual tailoring enables you to continue using even more legacy features (for example, you can run the

legacy Request Management module and the Process Designer-based Request Fulfillment module in

parallel). For detailed information, see the section on the relevant module below.

The following table provides an overview of the functional implementation in a freshly-upgraded Service

Manager 9.41 Hybrid system (that is, this table does not include the possibilities presented by additional

manual tailoring).

Functional implementation

Module Classic

Service Desk = Workflows Legacy

Objects
Security

Category
records

Incident Workflows  Legacy
Management

Objects

HP Service Manager (9.41)

Codeless Hybrid

00B 00B Process Designer workflow and migrated
Process  legacy workflow
Designer

Process Designer (migrated from legacy object)
Process Designer (migrated from legacy profiles)

00B Process Designer records and migrated
legacy records

00B 00B Process Designer workflow and migrated
Process  legacy workflow
Designer

Process Designer (migrated from legacy object)
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Module

Problem
Management

Change
Management

Request
Management

Functional implementation

Classic
Security

Category
records

Alerts

Solution
matching

Workflows  Legacy
Objects
Security

Category
records

Known
Errors

Workflows  Legacy
Objects
Security

Category
records

Workflows  Legacy
Objects
Security

Category
records

HP Service Manager (9.41)

Codeless Hybrid

0ooB
Process
Designer

ooB
Process
Designer

N/A

Process Designer (migrated from legacy profiles)

00B Process Designer records and migrated
legacy records

00B Process Designer alerts and migrated legacy
alerts

Legacy or Process Designer (you can choose to
continue to use legacy solution matching during
the upgrade process)

00B Process Designer
00B Process Designer
Process Designer (migrated from legacy profiles)

00B Process Designer records and migrated
legacy records

Process Designer (migrated from legacy Known
Errors)

00B Process Designer
00B Process Designer
00B Process Designer

00B Process Designer

N/A (unless manually configured)
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Functional implementation

Module Classic  Codeless Hybrid
Request Workflows N/A 00B 00B Process Designer
Fulfillment ) Process
Objects Designer
Security
Category
records
Service Level Workflows 00B 00B 00B Process Designer

Process | Process

Objects Designer | Designer

Management

Security

Category
records

Knowledge Workflows 00B 00B 00B Process Designer
Management . Process  Process
Objects Designer | Designer

Security

Category
records

Service Desk

The Process Designer migration tool makes the following changes to the Service Desk module:

« Workflows: In addition to creating an out-of-box Process Designer Service Desk workflow, the
Process Designer migration tool creates a migrated workflow (called "Migrated ServiceDesk") that is
based on your legacy process configuration.

o Security: The Service Desk module profile is migrated to Process Designer security roles and
security rights.

« Objects: The legacy Service Desk objects (incident files) are migrated to Process Designer-based
objects.
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« Category records: Records in the legacy category, subcategory, and producttype tables are
migrated to the Process Designer-based sdCategory, sdSubcategory, and sdArea tables,
respectively.

Incident Management

The Process Designer migration tool makes the following changes to the Incident Management module:

« Workflows: In addition to creating an out-of-box Process Designer Incident workflow, the Process
Designer migration tool creates a migrated workflow (called "Migrated Incident") that is based on
your legacy process configuration.

« Security: The Incident Management module profile is migrated to Process Designer security roles
and security rights.

« Objects: The legacy Incident Management objects (probsummary files) are migrated to Process
Designer-based objects.

« Category records: Records in the legacy category, subcategory, and producttype tables are
migrated to the Process Designer-based imCategory, imSubcategory, and imArea tables,
respectively.

o Alerts: Legacy category-based alerts are migrated to the workflow phases.

« Solution matching: During the upgrade process, you have the option to migrate to Process
Designer-based solution matching (which is configured in Process Designer security roles). You can
also choose to continue using legacy solution matching (which is configured in legacy security
profiles).

Problem Management

Because of structural differences between the legacy and Process Designer-based Problem
Management modules, Problem Management must be fully re-implemented on Process Designer. As
such, the Process Designer migration tool makes the following changes to the Problem Management
module:

o Workflows: Legacy Problem Management processes are not migrated to Process Designer
workflows. Instead, an out-of-box Process Designer Problem workflow is created.
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o Security: The Problem Management module profile is migrated to Process Designer security roles
and security rights.

o Objects: Legacy Problem Management objects are not migrated to Process Designer objects.
Instead, out-of-box Process Designer Problem objects are created.

« Category records: Records in the legacy category, subcategory, and producttype tables are
migrated to the Process Designer-based pbmCategory, pbmSubcategory, and pbmArea tables,
respectively.

« Known errors: The Known Error records in the legacy Problem table are migrated to the Process
Designer-based Problem table.

Change Management

The Change Management module was already reimplemented on Process Designer when Process
Designer Content Pack 9.30.2 was applied (this content pack is a prerequisite for upgrading to Service
Manager 9.41 Hybrid). Therefore, in Service Manager 9.41 Hybrid Process Designer is fully implemented
in the Change Management module.

Request Management/Request Fulfillment

In Service Manager 9.40, the Request Management Module was reimplemented on Process Designer as
the Request Fulfillment module. When you upgrade to Service Manager 9.41 Hybrid, you are upgraded to
Request Fulfillment (that is, Process Designer is fully implemented).

However, to enable this transition, Service Manager 9.41 Hybrid enables you to run Request
Management and Request Fulfillment side-by-side. For information about how to do this, see "Enable
legacy Request Management and Process Designer-based Request Fulfillment to run in parallel” on
page 60.

Help center for Service Manager 9.41 Hybrid

There is no Hybrid mode-specific version of the Service Manager help center.

For information about the Process Designer framework and how to tailor Process Designer, please refer
to the Service Manager Codeless help center.

However, as modules in Service Manager 9.41 Hybrid support functionality from both Classic and
Codeless modes (see above for details), you must refer to either the Service Manager Classic or Service
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Manager Codeless help center for information about specific functionality, depending on the
functionality that you use for each business module.
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Chapter 2: How to upgrade to Service Manager 9.41
Hybrid
To upgrade to Service Manager 9.41 Hybrid, you will need to perform the following tasks:

1. Plan your upgrade (for information about how to do this, refer to the HP Service Manager
Applications Upgrade Guide)

2. Run the Applications Upgrade Utility to upgrade your system to Service Manager 9.41 and migrate
your system to Process Designer (for information about how to do this, refer to "Automated
migration" below)

3. Perform additional manual configuration (for information about how to do this, refer to "Additional

manual migration tasks" on page 21)

4. Test your system (for information about how to do this, refer to the HP Service Manager
Applications Upgrade Guide)

Automated migration

A Process Designer migration tool is built into the Applications Upgrade Utility to automate many of the
steps to migrate your Service Manager system to Process Designer. The additional configuration
screens that comprise the tool are only displayed in the Applications Upgrade Utility if you are eligible to
upgrade to Service Manager 9.41 Hybrid (that is, if you are upgrading from a Service Manager 9.3x
system that has Process Designer Content Pack 9.30.2 (PDCP3) applied).

This section provides a high-level description of how to use the Applications Upgrade Utility to
automatically migrate your system to Process Designer. For more detailed information about how to
use the Applications Upgrade Utility, refer to the HP Service Manager Applications Upgrade Guide.

Perform preparatory tasks

Before you can upgrade to Service Manager 9.41 Hybrid, you must prepare your system. To do this,
perform the following tasks:
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1. Increase the value of the shared_memory parameter in the sm.ini file to a value over 96000000.

2. Use the Windows client to disable the Client side load/unload option. To do this, click Window >
Preferences, and then click to clear the option.

3. Disable Development Audit. To do this, navigate to Tailoring > Audit in the System Navigator, and
then click Turn Auditing On/Off. Clear the Do you want to audit development changes? option if
it is selected, and then save the change.

4. Remove any SMSQL* dbdict records. To do this, navigate to Tailoring in the System Navigator, and
then click Database Dictionary. Perform a search for SMSQL* dbdict records, and delete any that
exist. Dbdict records are normally temporarily generated during a full-table copy operation.

5. Clean up any records in the following log files:
o Msglog
o Syslog

o Errorlog

Note: Back up the table data if you need it later. If the tables contain too many records, the
upgrade process will be slow.

6. Clean up the following messaging files:
o Mail
o Eventinrecords

o Eventout records

Note: Back up the table data if you need it later. If the tables contain too many records, the
upgrade process will be slow.

7. Clean up any files in the systemperform table.

Note: Back up the table data if you need it later. The systemperform dbdict will be converted
from lob columns to real database columns. Therefore, if there are too many records in the

HP Service Manager (9.41) Page 13 of 115



Service Manager Hybrid Migration Guide

systemperform table, transfer.bin will load very slowly.

8. Update the Service Manager configuration files. To do this, follow the instructions in the "Update
Service Manager configuration files" step of the "Upgrade tasks on development environment"
chapter of the HP Service Manager Applications Upgrade Guide.

Restart the Service Manager server before you perform the upgrade in order for these tasks to take
effect.

Upgrade the Service Manager binary files to the Service Manager
9.41 GA binary files

We strongly recommend that you use HP ITSM Deployment Manager to install the Service Manager 9.41
GA binaries. For more information, please refer to the ITSM Deployment Manager documentation.

Run the Upgrade Utility to upgrade the Service Manager
applications to Service Manager 9.41 Hybrid

To upgrade the Service Manager applications, follow these steps.

Step 1: Purge the existing upgrade files

If you have run an applications upgrade in the past, there may be some artifacts left over from that
upgrade process that need to be removed. To do this, follow these steps:

1. Inthe Service Manager Client command box, type *aapm.upgrade.purge, and then press
Enter.

2. Select I'm done, and | want to remove the upgrade files completely.

3. Click OK.

Step 2: Load the Upgrade Utility files

preupg.bin

HP Service Manager (9.41) Page 14 of 115



Service Manager Hybrid Migration Guide

Use Database Manager to load the preupg.bin file, which is located in root folder of the unzipped Service
Manager 9.41 Upgrade Utility package. This process may take several minutes. To load the preupg.bin
file, follow these steps:

1. Inthe Service Manager Client command box, type db, and then press Enter.
2. Right-click the Database Manager form, and select Import/Load.
3. Select preupg.bin, and then click Load FG.

transfer.bin

Use Database Manager to load transfer.bin, which is located in root folder of the unzipped Service
Manager 9.41 Upgrade Utility package. This process may take several minutes. To load the transfer.bin
file, follow these steps:

1. Inthe Service Manager Client command box, type smupgrade, and then press Enter.

2. Click Load Transfer, enter the path to the transfer.bin file (but do not include "transfer.bin"), and
then click Next.

3. Log out of Service Manager, and then log back in to Service Manager.

Step 3: Run the SQL compare utility

Load sqlupgrade.bin

To load the sqlupgrade.bin file, follow these steps:
1. Inthe Service Manager Client command box, type db, and the press Enter.
2. Right-click the Database manager form, click Import/Load, and then select sqlupgrade.bin.
3. Click Load FG.

Run the SQL compare utility

To run the SQL compare utility, follow these steps:
1. Inthe Service Manager Client command box, type smupgrade, and the press Enter.
2. Inthe SQL Compare Utility section, click Run SQL Compare Utility.

3. Enter the full path to the upgdbdct.dba file, and then click Apply.
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When the utility has finished running, check the two types of SQL compare results (SQL field compare
results and SQL unique key compare results).

View and export the results

To view and export the utility results, follow these steps:
1. Inthe Service Manager Client command box, type Smupgrade, and the press Enter.
2. Click View SQL Compare Results or View SQL Unique Key Compare Results.

3. Click Search to display the results in a record list.

=N

. Configure the display columns as required, and then export the results.

Step 4: Apply the initial out-of-box upgrade

The following illustrations provide a high-level demonstration of the process to perform an initial out-
of-box upgrade.

Note: We strongly recommend that you carefully read the HP Service Manager Applications Upgrade
Guide for detailed information and to achieve a successful upgrade.

To run the HP Service Manager Upgrade Utility, follow these steps:

1. Type smupgrade in the Service Manager command line, and then press Enter to launch the
Upgrade Utility.

2. Inthe Upgrade Utility section, click Service Pack.
3. Inthe Upgrade Processing section, click Apply an Upgrade.

4. Onthe Welcome screen, verify that the "Applications version upgrading from" field displays your
current application version, and then click Next to continue.

5. The system displays the following message:
Are you going to use this system to create a custom upgrade for another system?
Select Yes, and then click Next.

6. The system displays the following message:
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What is the fully qualified path to the Service Manager Upgrade patch files?

By default, the text box displays the fully qualified path to the Upgrade folder on the Service
Manager server. Verify that the path is correct, and then click Next.

7. The system displays the following message:
When HP Service Manager Upgrade doesn't recognize an object it should:
Select Install HP's Version of the Object Alongside Your Own, and then click Next.

8. The system displays the following message:

Do you want to enable automatic merge and which version will be used as the

base version?

Select the Enable check box, select a base version from the list, and then click Next.
9. The following message is displayed:

Do you want to force the replacement of the objects?

Select the Replace RAD option, and then click Next.

10. The following screen is displayed, which allows you to choose whether or not you want to
synchronize the legacy categorization tables with the new Process Designer-based tables, and
whether or not you want to migrate to Process Designer-based Incident solution matching.

HP Service Manager (9.41) Page 17 of 115



Service Manager Hybrid Migration Guide

i A=

ervice Manager Applications Upgrade Utility

r~Step 3-4 Configure and apply the upgrade: Configure the PD migration process

Use Process Designer-based solution matching

The Process Designer-based codeless Incident module uses an improved and more flexible salution matching process, which is different ta solution
matching in the legacy Incident module, The legacy salution matching is configured at the Incident profile level, and cannat be automatically miarated
ta Process Designer-based security,

Select this option to use the new Process Designer-based solution matching, Mate that if vou want to keep using legacy solution matching, we
recommend ko manually migrate the salution matching configuration ko Process Designer-based security, For more details please refer to the upgrade
documentation,

[ Synchronize changes back to legacy category tables
The Process Designer-based Incident and Service Desk modules use different categorization tables to the 5M classic modules,

Select this option ko synchronize changes in the Process Designer-based categary tables back to the legacy category tables (such as categary,
subcategory, and product bvpe), This Is necessary iF vou run reparts on legacy categary tables or if intetfaces rely on datain these legacy tables, For
more details please refer to the upgrade documentation,

hezxk | | Cancel |

Process Designer-based and legacy versions of Service Manager use different categorization
tables. The Process Designer migration tool can update the legacy categorization tables (such as
the category, subcategory, and product type tables) to synchronize them with the new Process
Designer-based categorization tables. This enables you to run reports on legacy categorization
tables and to continue to use interfaces that rely on data in these legacy tables.

Note: For more information about the changes that are applied to the categorzation tables by
the Process Designer migration tool, see "Legacy category table updates" on page 108.

Next, decide whether you want to migrate from legacy solution matching to Process Designer-
based solution matching. By default, the option to migrate to Process Designer-based solution
matching is selected.

Note:

For more information about the changes that are applied to solution matching by the Process
Designer migration tool, see "Incident solution matching migration" on page 106.
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Legacy solution matching is configured in security profiles. Therefore, if you want to continue
to use legacy solution matching, you must manually migrate the solution matching
configuration to Process Designer security roles. For more information about how to do this,
see "Migrate the solution matching configuration from security profiles to security settings"”
on page 50.

11. The following screen is displayed, which enables you to configure the migration of category
records.

LB B O]

service Manager Applications Upgrade Utility

r~ Step 3-5 Configure and Apply the Upgrade: Migrate legacy categories to correspondi dul

Flease select the legacy categories to migrate:

Available legacy categories in Interaction module: Migrate to Process Designer-based Interaction module:
complaint ﬂ
incident
request For change
vamuack Far imFarrakion j
Available legacy categories in Incident module: Migrate to Process Designer-based Incident module;
IE‘ complaint =
service catalog incident
request for change
I:‘ vamnact Far imFaem sFinm j
Available legacy categories in Problem module: Migrate to Process Designer-based Problem module:
IE‘ problem
incident
request for change
ramuack Far inForrnakinn j
Previous | | Mext | | Cancel |

Select a legacy category from a left-hand pane (legacy categories), and then click the green arrow
to move the category to the right-hand pane (categories to be migrated to Process Designer).
Repeat this process for all the categories that you want to migrate, and then click Next.

For more information about category record migration, see "Category record migration" on
page 100.

12. When you are asked whether you want to proceed, click Yes. The Upgrade Utility displays the
status as the upgrade is performed.
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Note: The upgrade process may take several hours to complete.

13. When you receive an Upgrade is complete message, the Upgrade Utility has finished the data
processing, and you can follow the instructions in the message to complete the next steps. After
you close the message dialog box, you are automatically logged out.

Note: We strongly recommend that you back up your database before close the message
dialog box.

14. Restart the server and log back in to the client.

Step 5: Check the upgrade results

For more information about this step, refer to the HP Service Manager Applications Upgrade Guide.

Step 6: Check the upgrade logs

« Check the upgrade.log and detail.log files (in the upgrade folder). Neither log file should contain any
significant issue.

« Check the except.log file (in the upgrade folder)

« Check the Process Designer Hybrid migration log file (sm.log) and the Process Designer Hybrid code
migration report file (pdmigration.log) in the SM log folder.

Step 7: Check for and resolve issues with objects

For more information about this step, refer to the HP Service Manager Applications Upgrade Guide. To
check for and resolve issues with objects, perform the following tasks:

o Resolve dbdict exceptions

« Resolve error objects

o Check auto-merged objects
o Check replaced objects

o Check renamed objects
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o Check previously reconciled objects
« Resolve initial conflict objects, such as Object, States, Process, displayscreen, and displayoption

« Resolve any other conflicting objects

Review the migration log file

After the Process Designer migration tool has finished running, the changes made to your system are
recorded in the Process Designer migration log file (pdmigration.log) in the SM log folder. It is important
that you review this file and make any required changes.

The log file includes the following information:
o Alist of Alert definition records that are created based on settings in your legacy categories

o Alist of category, subcategory, and producttype records that are migrated to Process Designer-
based tables.

o Alist of format level link records that are updated to disable the category, subcategory, and
product.type link lines.

o Alist of the legacy probsummary and incident objects that are migrated to Process Designer-based
objects

o Alist of updated process records

Additional manual migration tasks

After you have run the SM9.41 Applications Upgrade Utility to migrate your system to Service Manager
9.41 Hybrid, you must complete a number of manual configuration tasks. Some tasks are optional,
depending on how you want to configure your Service Manager 9.41 Hybrid system.

Mandatory manual migration tasks

Note: Some manual migration tasks are only mandatory under certain conditions. See each task
for further information.
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Review the migrated validity records

After you migrate to Process Designer, validity records validate against the Process Designer category-

related tables instead of the legacy category-related tables. Therefore, a manual review of the validity

records is required.

The Process Designer migration report is included in the pdmigration.log file, and appears as follows:

The following validity records are updated to perform validation against Process

Designer-based category tables (such as category, subcategory, and producttype)

instead of legacy category tables. Backups of the original validity records

(identified by the suffix " disabled") have been created.

Unique
Unique
Unique
Unique
Unique
Unique
Unique
Unique
Unique
Unique
Unique
Unique
Unique
Unique
Unique

Unique

ID:
ID:
ID:
ID:
ID:
ID:
ID:
ID:
ID:
ID:
ID:
ID:
ID:
ID:
ID:
ID:

BP;Field
BP;Field
BP;Field
BP;Field
BP;Field
BP;Field
BP;Field
BP;Field
BP;Field
BP;Field
BP;Field
BP;Field
BP;Field
BP;Field
BP;Field
BP;Field

Name:
Name:

Name

Name

Name:
Name:
Name:
Name:
Name:
Name:

Name

Name

Name:
Name:
Name:
Name:

category;Sequence:1

category;Sequence:3

:product

product
product
product
product
product
product

.type;Sequence
.type;Sequence:
.type;Sequence:
.type;Sequence:
.type;Sequence:
.type;Sequence:
.type;Sequence:
:subcategory;Sequence:

:subcategory;Sequence:

subcategory;Sequence:

subcategory;Sequence:

subcategory;Sequence:

subcategory;Sequence:

:incident.category;Sequence:3

:1

N Ul wiN

uu w N R

12

The number of updated validity records depends on your system configuration. If you have not

customized any validity records, you can ignore this step.

If you have added dbdict fields to the category tables and if you use the validity table to validate against

these fields, you must manually change the validation logic for these fields.

HP Service Manager (9.41)
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Review the category-based alerts migration

Stage 1, 2, and 3 alerts and deadline alerts

The Process Designer migration tool migrates the legacy Stage 1, Stage 2, Stage 3, and Deadline alerts
and Deadline Alert Group configurations from legacy categories to the workflow phases of the
automatically-generated Incident workflow.

The migrated alerts are named according to their source. For example, "Incident Alert Stage 1 for
complaint” indicates that the alert is converted from stage 1 configuration of the complaint category.

The following types of alert are created:

« Incident alert stage 1 for <category name>. This alert updates the incident alert status to "alert
stage 1" if the category has a stage 1 interval or expression specified.

« Incident alert stage 2 for <category name>. This alert updates the incident alert status to "alert

stage 2."

« Incident alert stage 3 for <category name>. This alert updates incident alert status to "alert stage
3.II

« Incident Deadline for <category name>. This alert updates the incident alert status to "DEADLINE
ALERT."

Category Formats Alerts Service Desk Approval

Interval Expression

| if (problem.status in $fie)#"Suspen” then (alert.time in §fi timein §file) else (alert.time in $file=NULL

Stage 1:

Stage3:

Deadiine:

\
Stage 2: I
\
\
\

Reassignment: |

Reassign Count Threshold: I:l

‘Deadjne Alert Group: | ‘ |

The migrated alerts are located in the alerts tab of each workflow phase.

HP Service Manager (9.41) Page 23 of 115



Service Manager Hybrid Migration Guide

To Do Queue: My To Do List Workflows | Workflow: Migrated Incident l Alert Definition: Incident Alert Stage 1 for complaint

B save ®_ Zoomin &, Zoomout O Addphase 3¢ Delete [ Copy Paste Edit Workflow Properties E& Edit Object Propert

|- L m
Logging e —ﬁ\/InProgress -—ﬁ;— —> Closure

o T ------- 5] lF
Phase - In Progress

Details Forms Rule 5ets  Actions Approvals Alerts |

Reset Condition + Add 3£ Delete
{ Expression: trug) [
Alertname -
Recalculate Condition
B Incident follow-up

Incident reminder

OMI Auto-Close

Incident Alert Stage 1 for complaint
Incident Alert Stage 1 for incident
Incident Alert Stage 1 for request for change

Incident Alert Stage 1 for request for information

Gap and limitations

The migrated alerts implement the main functionality of the legacy alerts; however, there are some
gaps and limitations.

« Inlegacy category-based alert expressions, "$file" represents the incident. The Process Designer
migration tool automatically modifies "$file" to "$L.file" for compatibility with the migrated alerts. If
you use other variables in your legacy system, you must manually modify the expression in the
migrated alerts.

« The timing for the generation of stage 2 and 3 alerts is different. In the legacy Incident module, the
schedule for stage 2 is generated after the schedule for stage 1 is executed and the incident alert
status is updated to stage 1. Likewise, the schedule for stage 3 is generated after the schedule for
stage 2 is executed and the incident alert status is updated to stage 2. In Hybrid mode, however, all
schedule records for stage 1, stage 2, stage 3, and deadline alerts are generated or re-generated at
the same time, when the incident record is updated.

Therefore, if you are using an expression that uses the content of the current record ($file) as either
the condition or the calculation for the alert time in stage 2, stage 3, or deadline alerts, issues may
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occur because the content of the current record can differ when the schedule is generated. For
example, you configure your category as follows.

< Category | & Formats | & Alerts | % Service Desk Approval

Interval Expression
Stage 1: | | |if(pr0b|em.5tatu5in $file)#" Suspen” then (alert.time in Sfile:unsuspend.tir|
Stage 2: | | |a|ert.timeir1Sfile:sysmudtimein Zfile |
Stage 3: |on:00:05 | | |
Deadline: | | | |
Reassignment: |ﬂﬂ:ﬂﬂ:ﬂﬂ | | |
Reassign Count Threshold:

Deadline Alert Group: |

o The migrated alerts are moved to the alerts list of the "In Progress" phase of the migrated Incident
workflow. If you add new phases, you need to also add these alerts to new phases so that the alerts
can work for incident in the new phases.

o The alert reset and recalculation conditions in objects are changed in Hybrid mode. Therefore your
original alerts may not work. For example, the out-of-box alert reset condition in the legacy
probsummary object is category in $L.file="incident" and not (null(1l in
external.process.reference in $L.file)). If you use this condition, alerts only work for
incidents that are assigned to the incident category. In the migrated probsummary object, the
condition is evaluate(nullsub(parse(str(alertsReset in $L.wfPhase), 2), false)) or
not (same(current.phase in $L.file, current.phase in $L.file.save)), and the alert
reset condition of the "In Progress” phase is set to "true." Therefore, all alerts configured in the
phase will work for all incidents rather than only for incidents that are assigned to the incident
category.

In this case, you can modify the schedule condition and the alert condition in the existing alert
definition of the Incident Management module by appending the original reset condition that is
configured in the legacy object. For example, update the "OMI Auto-Close" alert definition as
displayed in the following image.
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Alert Definition

Alert Name: OM| Auto-Close

Description:

Scheduling Update Info Work Schedule Time Zone To-Do Alert

Special Alert Type: | Standard [~ |

Alert Status: [ oM Auto-Close |

Schedule Condition: | jscall(*sMOMi.isAutoCloseAndResovled”) and category in $Lfile="incident” Zl RN QU N RTE CRE RVt (g e R TG0
Schedule Class: | alert |

Alert Condition: | jscalli"SMOMiisAutoCloseEnabled”) and category in $L.file="incident” and not (null(1 in external.process.reference in $L.file))
Calculation Tvpe: e e

Reassignment threshold

The reassignment interval and expression and the reassignment count threshold in the legacy
categories are not migrated automatically.

Category Formats Alerts Service Desk Approval

Interval Expression

Stage T | if (problern.status in $file)g"Suspen™|

Stage 2:

Deadine:

Reassignment:

|
|
Stage 3 |
|
| 00:00:00

Reascign Count Threshold:

Deadine Alert Group: |

If you still need reassignment threshold functionality, you can add the relevant fields to the new Process
Designer-based category file, and then copy the configuration to the new Process Designer category.
The following table lists the fields that you will need to add.

Field name in dbdict Data type Label in form/description

count number Reassign Count Threshold
reassign date/time = Reassignment Interval
reass.expression expression Reassignment Expression
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Configure the Change Management module to use the new Task Planner

An improved version of the Task Planner was introduced in Service Manager 9.40. To use it, make sure that the following code elements are
successfully implemented (to disable the previous version of the Task Planner). To do this, you can either use conflict resolution or manually
change the code elements according to following table.

Record type Record name Modifications Comments

Object changeModel Uses the "Change Model" workflow, the workflow location is "In Object," and
the file-level rule sets are configured to use the new Task Planner.

cm3t The following file-level rule sets are configured to use the new Task Planner:

» After successful add:
.common.taskplan.noneplantasktochangeplan

o Onenter:
.common.taskplan.validateoutputontask

« After successful enter:

.common.taskplan.sync.task.titleandstatus.
tochangeplan

.common.taskplan.updatedependenttaskstatus

« Initialization:
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Record type

Process

Record name Modifications

.common.taskplan.taskticket.init

o Ondisplay:
.common.workflow.init.vars

o Onupdate:
.common.taskplan.savecontextconfig

« After successful update:

.common.taskplan.sync.task.titleandstatus.tochangeplan
changeModel.buildtable = The following initial JavaScript is commented:

1lib.changeModel.saveFromXML(true);

changeModel.init The following initial JavaScript is commented:

lib.changeModel.createXML(vars.$L_file);

changeModel.save The following initial JavaScript is commented:

lib.changeModel.saveFromXML();

HP Service Manager (9.41)

Comments

This record was used
by optionid 441 to
save taskxml files to
the changeModel
table for the legacy
Task Editor.

This record was used
to initialize a taskxml
file to be displayed by
the legacy Task
Editor.

This record was used
to save taskxml files
to the changeModel
table.
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Record type Record name Modifications Comments

change.open.save o RAD expressions are evaluated before the change.openPlanTasks RAD call.
o The following expression is removed:

if ($L.exit="added" and filename($L.file)="cm3r") then
($L.changePlan=jscall("changePlan.createPlan", $L.file,
changeModel in $L.file);$L.void=rtecall("copycurrent”,
$L.errcode, $L.phase.save, $L.phase))

« Disabled calling the change.openPlanTasks RAD.

change.update.save o RAD expressions are evaluated before the apm.mb.ok RAD call.

« The following expressions are removed:

o

if (filename($L.file)="cm3r") then ($L.changePlan=jscall
("changePlan.getPlan", $L.file))

o $L.task.list = "";if (filename($L.file) = "cm3r" and not
(same(current.phase in $L.file, $L.orig.phase))) then
($L.task.list = jscall
("changePlan.getNeedToCloseTaskList", $L.orig.phase,
$L.changePlan, nullsub(allow.open.tasks in $L.phase,
false), workflowName in $L.wfPhase, current.phase in
$L.file))

o if ($L.task.list~="") then ($L.continue =
false;$L.exit="bad.val"; $L.opentask.msg = scmsg(550,
"cm3", {$L.task.list}))

o if ($L.continue=false and not (null($L.opentask.msg)) and

$G.bg) then ($L.void=rtecall("msg", $L.rc,
$L.opentask.msg))
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Record type Record name Modifications Comments

« Disabled calling the apm.mb.ok RAD
o RAD expressions are evaluated before the change.openPlanTasks RAD call.

« The following expression is removed:

if (filename($L.file)="cm3r") then ($L.success.flg=rtecall
("refresh", $L.errcode, $L.changePlan))

« Disabled calling the change.openPlanTasks RAD

changePlan.buildtable o RAD expressions are evaluated before the change.openPlanTasks RAD call: = This record is used by
optionid 441 to save

o The following expression is removed: taskxml files into the
. . . . changeModel table
o if (filename($L.file)="cm3r") then ($L.changePlan = jscall for the | Task
("changePlan.getPlan", $L.file)) ;;t € legacy 1as
itor.

« Post RAD expressions: the following expressions are removed:
o $L.void=jscall("changePlan.createxXML", $L.file)
o $L.exit="refresh"
 Disabled calling the change.openPlanTasks RAD
o The following initial JavaScript is commented:

1lib.changePlan.saveFromXML(true);

ScriptLibrary = ApplyChangeModel The following script is commented: addTasksToChangePlan(change,
changeModel);
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Additionally, you must check that the following code elements are correctly implemented before you use the new Task Planner. To do this, you can
either use conflict resolution or manually change the code elements according to following table.

Record
type Record name Modifications Comments
format | chm.cm3r.tasks.horz The old Task Editor widget is replaced ' These are the out of box formats.

with the new Task Planner widget. Please customize your own formats
accordingly if you are not using out
of box formats.
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Record
type Record name

chm.task

HP Service Manager (9.41)

Modifications

A new Task Context tab is added to
dynamically display context-related
record information that is planned
during the task plan.

Comments
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Record
type Record name Modifications Comments

chm.standard.registration
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Record
type Record name Modifications Comments

chm.standard.pln.sch
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Record
type Record name Modifications Comments

chm.standard.execution
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Record
type

Record name
chm.standard.pir
chm.standard.backout
chm.normal.registration
chm.normal.rsk.imp
chm.normal.tcab.approval
chm.normal.build.test
chm.normal.dcab.approval
chm.normal.deployment
chm.normal.backout
chm.normal.pir
chm.emergency.registration
chm.emergency.rsk.imp
chm.emergency.approval
chm.emergency.build.test
chm.emergency.implmt
chm.emergency.backout

chm.emergency.pir

HP Service Manager (9.41)

Modifications

Comments
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Record
type Record name Modifications Comments

Triggers @ trigger.name="trigger.changeModel.remove.taskplan” A new trigger is added to remove task
plan-related information once a

le. ="ch Model"
and table.name="changeMode changeModelrecord is deleted.

Update your customized formats

If you do not plan to use the out-of-box ChangeModel or Task formats, you must configure the Task Planner widget in your tailored ChangeModel
and Task formats as described in the following table.

Task Planner property Value in ChangeModel format Value in Task format
Editor type Model Ticket

Category Category Header/category

ID id Header/number
Editable Yes Yes

Parent file cm3r cm3r
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ChangeModel format

U8 oo gueus Wy ToDoLis_ | Bt
0K $8 Cancel B _ Task Planner
HRoL ool HeHoei o ST | 0N EEe deE i ¢ERUESEE| o i
= | Mame taskplanner1 397638248096
| Description [| = B i i
e Width 162
| Category DD ‘ SubCategory DD Height 57
| Company DD ‘ Department DD :!s»g;ec . v
—— —— isible Condition
I — S — i ==
| Wizard FlR) Standard Change? T
| Change Template HEE ‘ Allowed Roles ~EE) Accessible Description
Editor Type model
Category category
D id
Editable =)
Editable Condition
Parent File cm3r

Task Information

Task format

[ Forms Designer: chm.cmirtaskshorz ©% =0

5 oK $2 Cancel Bl -
HhloomoloefbdoBomi| o © 5 & %%

INREedmE | CEEHNEARR BE

Properties %

Task Planner

Planned Tasks

HP Service Manager (9.41)

Property | Value

MName

X 3

Y 2

Width 168

Height 57

Visible vl

Visible Condition

Caption TaskPlanner
Input

Accessible Description

Editor Type ticket

Category header/category
i} header/number
Editable vl

Editable Condition

Parent File cm3r
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Additionally, you must manually add the "Additional Properties" tab to the Change and Task details forms, in order to display the Additional
Properties information for Changes and Tasks. To do this, manually add references to the following subformats in the relevant formats:

« Change format
common.taskplan.parent.InputOutput.subform
« Task format

common. taskplan.task.InputOutput.subform
Data migration

For more information about how to migrate your data, refer to the "Perform data migration” section.
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Merge the status lists

As described in the "Configure the Search form" section, the Process Designer migration tool,
implements the Process Designer search form and the Process Designer status list. Therefore, you
must merge the non-Process Designer-based status list into the Process Designer-based status list.

The following table describes the table in each module that you must update, along with information
about the Globallist, Globalvariables, and where the data comes from.

We recommend that you modify the data in the ModuleStatus database according to your needs.

Process Designer

Global list statuses global list
Module name variable Details
Incident ' Incident Local $G.imStatuses Retrieve from file ModuleStatus with
Statuses Limiting SQL module="probsummary"
Service | Interaction $G.sdStatuses Retrieve from file ModuleStatus with
Desk Local Statuses Limiting SQL module="incidents"
Problem Problem Local = $G.pbmStatuses Retrieve from file ModuleStatus with
Statuses Limiting SQL module=" rootcause"
Problem ' Problem Task $G.pbmTaskStatuses Retrieve from file ModuleStatus with
Local Statuses Limiting SQL module=" rootcausetask"

Note: Both the Process Designer-based and non-Process Designer-based Change modules use the
same status list.

The following illustration displays the difference between the Incident Status list in the non-Process
Designer-based and Process Designer-based search forms.
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i —

& Incident | & Text Search | ¢ Advanced Filter

Incident ID: l:l [¥] Smart Search?
Assignment Group: I:E Status:
Assignee: Alert Status:
Category: Impact:
Arez: Urgency:
Sub-area: Priority:
Service:
Affected CL @
Opened After [<] Closed Afier
Opened Before: [ [7] Closcdbelor
Opened By: Closed By:
Non-PD

vel T[]
& Incident | ¢ Text Search | & Advanced Filter
edentol ]
Registered Status -1
ccepted ContactfAccepted
Rejected  Assign
Work In Progress Categorize
Pending Customer Service Closed
Pending Vendor Open
Pending Other Affected C

Resolved
Closed

I

Outage Starf

Pending Change
Pending Customer
Pending Evidence
Pending Other

Pending Parent Incident
Pending Vendor

Outage EncfReferred

Rejected

Next Expiration|Replaced Problem

Resolved
Suspended

Opened|Work In Progress

Opened B;

PD

Assignment Gmupl:

Ass\gnEEI:
Categuryl:

Subcategnryl:

AreaI:
Impact|

Urgency[
Pvmntyl:
sW:eI:

Wh

For example, you must update the ModuleStatus list for the Incident module to add or remove statuses

according to your requirements.

[= | ModuleStatus [

- E Mass Add @Mass Update ﬁ Mass Delete @ Mass Unload

Maodule Status
probsummary Accepted
prebsummary Assign
probsummary Categorize
prebsummary Closed
probsummary Open
prebsummary Pending Change
probsummary Pending Customer
prebsummary Pending Evidence
probsummary Pending Other
prebsummary Pending Parent Incident
probsummary Pending Vendor
prebsummary Referred
probsummary Rejected
prebsummary Replaced Problem
probsummary Resolved
prebsummary Suspended
probsummary Work In Progress

HP Service Manager (9.41)
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Update the eventin service

If you use the eventin service to create Incidents, and if the RAD application of your Event Register for
creating the Incidents is set to "axces.apm,” you must check whether the "add" action in the document
engine's state records action blocks externally-created Incidents.

To do this, you need to identify which process maps to the "add" action in the non-Process Designer
Open State. The following illustration uses the im.first process as an example from an out-of-box

system.
State Definition
State: |im.gpen ‘

Display Screen: |apm.First @
Initialization Process: |im,c|per1.setup @
Format: |nu||sub[fu:urmat.name in 5G.pm.envirenment, "IM.open.incident”) |

Input Condition view state only;: |true—|
Mon-base methods

Display Action Process Mame Condition Sawve First
{ zave im first.save true
resolve im.first true
new im.first.new true
closeme im.first true
cause im.lookup.cause true
getsla im.get.sla true
find.selution im.find.solution true
getans.search getans.search.solution  true
getans.retrieve getans.retrieve.solution  true
getans.open getans.open true
getans.create getans.create.sclution true
retrieve.know iKnow.getsolution true
[add im.first | true
kmsearch kmmappedsearch true
view.biz.services view.biz.services true
fill context. prefill false
runcentext run.context.wizard true
saveandexit im.first.exit true
renu im.open.cancel true

In out-of-box systems earlier than Service Manager 9.41, only the "problem" and "EXTERNAL" operators

have permission to add Incident records from the backend.

HP Service Manager (9.41)

Page 43 of 115



Service Manager Hybrid Migration Guide

Process De:

Process Mame:

[ Save Cursor Position? [T Run Standard Process when complete?

[] Run in Window? Window Title: | |

@ Initial Expressions | < Initial Javascript | & RAD | < Final Expressions | 4§ Final Javascript | & Mext Process

11f %G.bg then (%L woid=rtecall{"rinit". %L return code. $L. object. -
"Object"):$L . object quervy="file namne=~""+(filename($L file)+"~""):5L object flag=rteca
11{"select". $L.return.cods. %L . object. $L.object . query. {F. fals=))

2 8L continus=trus

3
4|if (({operator()="problemn" or operator()="EXTERHAL") and $G.bg) them (%L add=tru=s)
elze ($L. add=nullsubi{evaluatei(scn. add condition im $L.object). falses))

5
[
7

Make sure that the User IDs of your eventin services are configured as demonstrated in the following

image.

Process Definition

Process Name: fmfiest ]

[7] Save Cursor Position? [7] Run Standard Process when complete?

[T Run in Window? Window Title: | |

& Initial Expressions | < Initial Javascript | & RAD | & Final Expressions | & Final Javascript | < Mext Process

1if 3G.bg then (%L .void=rtecall{"rinit". $%L.return.code, $L.cbject. -
"Cbiject" ) ;5L . object . query="{ile namne="""+{filename(sl. file)+"~" ") ;%L . object.flag=rteca
11({"select", $L.return.cods, $L.cbject. 5L . object query. {F. fals=))

2 3L continus=trues

.operator=operator()

if ({3l . operator="problemn" or $L operator="EXTERNAL" or 3L operator="OPENVIEW" or
$L . operator="AIX_HNETVIEW" or $L.operator="SPECTREUH" or $L.operator="OPCENTER") and
$G.bg) then ($L.add=trus) else ($L.add=nullsubi{evaluate(=zcn.add. condition in
s$L.object). false))

e 00
A
H

Alternatively, make sure the User IDs of your eventin services are not blocked. To do this, you can
change your code to allow all backend operations, as illustrated by the following image.
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Process Definition

Process Name: fnfist ]

[] Save Cursar Position? "] Run Standard Process when complete?

] Run in Window? Window Title: | |

& Initial Expressions | & Initial Javascript | & RAD | < Final Expressions | < Final Javascript | < Mext Process

11f 2G.bg then (3L void=rtecall("rinit". $L.return.code. $L.object, -
"Object").$L.object querv="file.nane=~""+(filename(sL. file)+"~"") %L . cbject flag=rtec
all{"s=elect", $L return.code, 5L object, %L.object guery, {}, fal=e))

2 %L . continus=trus

3

4if £G.bg then ($L add=trus) else (5L add=nullsubievaluate(=zcmn. add.condition in

$L.object), false))

If you use the following applications in your event register, the relevant eventin services are now
allowed to trigger the Process Designer rule sets.

RAD application File Out-of-box event registers

axces.apm probsummary | pmu: problem update
pmr: problem reopen
pmo: problem open
pmm: problem mibile checkout/in

pmc: problem close

(total 19 eventregisters)
axces.apm.epmosmu  probsummary epmosmu: e problem open smu

axces.sm incidents esmin: e service management

smin: service management

axces.cm3 cm3r cm3rin

cm3t cm3tin

(total 14 eventregisters)

Note:
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« The Change module eventin services (such as eventregister cm3rin and cm3tin) can already
trigger Process Designer rule sets.

« If you use the axces.database RAD application (the behavior of which is not changed by the
Process Designer migration) as the eventregister application, the event inservices will not
trigger the Process Designer rule sets.

Perform data migration

For information about how to perform data migration, refer to the relevant section in the Process
Designer Migration Guide.

Problem and Task records

Please refer to the "Problem data migration" section in the Process Designer Migration Guide.
Known Error records to the Problem table

Please refer to the "Known Error data migration" section in the Process Designer Migration Guide.
Task Planner records

Please refer to the "Task Planner data migration" section in the Process Designer Migration Guide.
Service Level Management records

Please refer to the "Service Level Management data migration" section in the Process Designer
Migration Guide.

Optional manual migration tasks

Upgrade to the Process Designer related record subform

The functionality of related records in Process Designer-based systems and in legacy systems is
different. For example, the following illustration shows the Process Designer-based Incident
Management module’s related record subform.
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.

% Tasks | % Cost | % Impacted Services | ¢ Workflow | & Proposed Solution |  Related Records -...| ¢ Activities | 3

Link Type: || |LinkExistingRecord | | Link New Record

Caused By Changes
All Related R{Caused Changes
Related Interactions
1D Caused By Incidents tus Title
Caused Incidents
Related Requests
Related Known Errors
Related Problems

Note that the non-Process Designer related record functionality still works well in Process Designer-
based environments. Therefore, it is not mandatory for you to replace this functionality. However, if you
decide not to use the Process Designer related record functionality, rule types such as "Run Action" will

not work.

If want to use the Process Designer-based related record functionality, simply update the "Related
Records tab" in the corresponding forms to implement the Process Designer related record subform
(for example, im. incident.subform.related for the Incident module). Additionally, you must
migrate the related record data. For more information about how to do this, refer to the "Related
Record data migration” section in the "Process Designer Migration Guide" for Service Manager 9.41.

Use the Process Designer workflow viewer in your forms

When you view a record in a Process Designer-based module, the form uses the new Workflow Viewer
widget to display the workflow history of the record. Follow these steps to use this widget in your own

forms:

1. Open the out-of-box Process Designer workflow view sub-form with Forms Designer. For example,
open the "im.incident.subform.workflow" subform. Then, use design mode to copy the content of
this subform.

2. Open the form to which you want to add the new Workflow Viewer widget in Forms Designer. For
example, open the "IM.update.incident” Incident Update form. Then, append the content of
workflow view subform to the end of the form.
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Wﬁﬁnm Designer im.ncident subformworkflow | = O || & Mess... |EERAD... | Prop... 32| = O

B 0K §§ Cancel Bl Workflow Viewer
HFRoLno sedbh el o 6 5% i [Value |
INDRoedmzE | ¢ ERHUEAR BE 09| Name
@l(* 13
Log v 2
Width 156
Height 20
Visible I~}
Visible Condition [SLwfgWFNam:
Input
Accessible Description
Workflow Name SLwfgWFName,
Workflow Table SLwfgWFTable
Workflow RecordID SLawfgWFRecld
Workflow Current Phase SLwfgWFPhase

Waorkflow

3. Repeat these steps for all your forms.

The following image displays the new Workflow Viewer in an Incident record.
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To Do Quewe: My To Do List Update Incident Number IM10212
%] cancet B saveaExit [A save ] Closeincident il Apply Template More ~ | Select a section... |v| = %
Activity Type | |v| m N
Date/Time | Type | Operator | Description {,
06/17/15 20:12:10 Open falcon IM10212

» Related Records
» Attachments - 0 file(s) attached
» Impacted Services

» SLT

I v Workflow

T — o> coue

Configure the Search form

Search forms in Process Designer-based systems and in legacy systems are different. For example, the
Process Designer-based Incident module uses the "im.advFind.incident.search” search form, instead of
the "advFind.incident.search” search form. If you had previously customized some fields in a search
form, you must manually add these fields to the Process Designer-based version of the search form.

We recommend that you use the Process Designer search form. However, if you want to continue to use
the legacy search form, you must update the SearchConfig record to revert the changes applied by the
Process Designer migration tool. The following illustration provides an example of how to configure the
Incident search form back to the legacy search form.
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Search Configuration
Table Name: m |,_|

Search Format: advFind.incident.search @
Initialization Process: @
Allow Advanced Find: |br0wse in $G.pm.environment

4 Defined Queries | & Ranges

Id Query Description

open flag=true Open

closed flag=false Closed

assigned assignee.name=operator() Assigned to me

highpricrity priority.code="1" or pricrity.code="2" High Pricrity

tl total.loss=true Total Loss of Service

ucmdb modEvent=true Generated by UCMDE Integration

The following table lists the changed search forms.

Table name Non-Process Designer search form Process Designer search form

probsummary advFind.incident.search im.advFind.incident.search

cm3r advFind.search.change advFind.search.chm

incidents advFind.SD.search sd.advFind.search

rootcause advFind.search.problem pbm.advFind.search.problem
rootcausetask advFind.search.problem.task pbm.advFind.search.problem.task

Migrate the solution matching configuration from security profiles to
security settings

The Incident solution matching functionality in Process Designer-based systems and in legacy systems
is different.

We recommend that you use Process Designer solution matching. However, if you want to use non-
Process Designer-based solution matching, you must manually migrate the security configuration from
legacy security profiles to Process Designer security roles. This is necessary because non-Process
Designer solution matching is configured in security profiles (for example, pmenv), which are not used in
Process Designer security roles.
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Note: During the upgrade process, the Process Designer migration tool asks you to choose
between Process Designer solution matching and non-Process Designer solution matching (for

more information, see "Run the Upgrade Utility to upgrade the Service Manager applications to

Service Manager 9.41 Hybrid " on page 14).

The following illustrations use the "Check similar problems" Incident solution matching setting as an

example of how to perform the migration.

Incident Management Security Profile

Profile name : | |

& Security | < Forms | <¢ Incident Matching Options
|§Check5imi|arpmhlems§ |
[T Check similar incidents

[C] Check incident duplicates on configuration items

[] Check incident duplicates on related configuration items

Max levels: |

Max hits: |

LIRS

The field name of the "Check similar problems" setting is "check.rc." To add a setting with the same

name in the "Incident" security area, search for the "Incident" security area. Then, from the More menu,
click Administration > Add New Setting, and then add a new setting as demonstrated in the following

illustration.
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New Setting Information

Please enter information for the setting:

Setting Id |'check.rc |

Display Label [Check similar problems |

Description |
Setting Type [l -
[7] Mandatory

Set the security rights value for this new Setting.

Next, you must check all your Incident Management security profile records (in an out-of-box system,
there are 49) to identify all the records in which "Check similar problems" is selected. For example, if
"Check similar problems" is selected in the sysadmin profile, you need to set the area of the sysadmin
security role to "Incident,"” and select the "Check similar problems" setting as demonstrated in the
following illustration.
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Rights
Role |sysadmin Area |Incider1t
[¥] view Expert
MNew [7] Admin
Update |Alwa)rs | i | [7] Modify Template
Delete/Close |Alway5 | o |
Allowed Statuses Allowed Categories
Settings

If a setting does not have a value specified, the value defaults to the value defined in the associated Area record.

[¥] Allow Inefficient Query i
Can Create Personal Views
Can Create System Views
| [V]iCheck similar problems! |
11 ack On Niznlav

Finally, add the following line to the bottom of the populateProbsummaryEnvironment function in the
"SecuritySetupEnvironment" script library:

vars.$G_pm _environment["check.rc"] = _val(_getRights("Incident"”, " check.rc"), 4);

After you manually migrate the "Check similar problems" setting, perform the same tasks for the
following settings:

o Check similar incidents
o Check incident duplicates on configuration item

o Check incident duplicates on related configuration item
o Max levels

o Max hits

Update reports to use Process Designer-based category tables

If you plan to use Process Designer-based Incident, Service Desk, and Problem category tables in your
reports, you must update your reports to use the new tables.
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The following table describes the mapping between category tables in Process Designer-based and

legacy systems.

Module Legacy table Process Designer-based table

Incident Category imCategory
subcategory imSubcategory
producttype imArea

Service Desk Category sdCategory
subcategory sdSubcategory
producttype sdArea

Problem Category pbmCategory
Subcategory pbmSubcategory
producttype pbmArea

Make the Category field in the Interaction and Incident forms read-only

In legacy systems, the category field in the Interaction and Incident forms are not read-only; users can
change the category of an interaction.

Interaction Details

Interaction 1D [sD10176 | Category mmdend

Handle Time 00:00:03 Area

EEE

Contact [CAFFREY, AARON E
=

Service Recipient |CAFFREY, AARON Impact [3 - Multiple Users

1«

Location  [South America | Urgency [3 - Average
Notify By  [E-mail ‘v|

However, in Process Designer-based systems, this field is used to determine the specific workflow that
the interaction or incident follows. If the category changes, the interaction may need to use a new
workflow and forms, but this will not happen if the field is modified directly in the form. Therefore, we
recommend that you make the Category field read-only.

To correctly change the category of an interaction or incident, use the new Change Category menu
option that is automatically created by the migration tool. This ensures that the correct workflow is
used.
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8 Cancel F3
%% Close Interaction F&
it Escalate F7

Apply Template

Search Knowledge

Service Desk Interactions List

Revert

Order From Catalog

I
AbBAd e B O

Change Category
Create Template
Show

Get SLA/Entitlerment
Motify

Add/Edit Contact

Revert to using the "escalate to Change" wizard

The escalation to change process in Process Designer-based systems and in legacy systems is different.
If you chose to use Process Designer solution matching during the migration process, the escalation
wizard no longer appears when you click Escalate in an Interaction, and the Change is not created in
background. Instead, the Change form is launched for you to input the details.

To revert to using the non-Process Designer-based escalation wizard, follow these steps:

1. Open the "escalate.interaction” process, and modify the condition so that it evaluates to "true" for
escalation to change. This ensures that the escalation wizard is displayed.

For example, modify the condition from $L.use.legacy.sd.solution.matching=true and
($L.string="create" and $exit.code.fc="normal") to
($L.use.legacy.sd.solution.matching=true or category in $L.file="request for
change") and ($L.string="create" and $exit.code.fc="normal").
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Process Definition

Pracess Name: escalate.interaction
[C]Save Cursor Position? ] Run Standard Process when complete?

[[1Run in Window? Window Title: | ‘

& Initial Expressions | % Intial Javascript | & RAD | % Final Expressions | & Final Javascript | % Next Process |

1$L.string-nullsub(sL string. "relats")

Zif {jscall(’IncidentMatching hasRelatedIncident”. incident.id in $L.file)-trus) them (3L has.related.incident-trus) else
(4L has.related . incident-false)

ER1 net nn AT related 410 and nat foul 1757 related fileman~i11t then (8T has velated incident=trnet

[Expressions evaluated before RAD call

RAD Application: [wizard.run @ Condition: Im d.soluti hi ue and (L d.soluti ,J‘
Parameter Names Parameter Values
file $Lfile
name "escalate interaction”
text $L.cancel
Post RAD Expressions

Tcleanup(stlag. for.escalation start). cleanup($escalate. vizard nans) =
% $L.cancel-nullsub(3L cancel. "no")
3

2. Open the "cc.createchange” process, and modify the expression that is evaluated before the RAD
call from $escalation.wizard.call=false to $escalation.wizard.call=true. This ensures
that the change is created in the background.

Process Definition

Process Name: [eccreatechange [

[7] Save Cursor Pasition? [7] Run Standard Process when complete?

[[1Run in Window? Window Title:

% Initial Expressions | % Initial Javascript |0 RAD ‘ @ Final Expressions | @ Final Javascript | @ MNext Process ‘

Expressions evaluated before RAD call

Sescalation wizard.call=falss

RAD Application: ||gcrelate @ Condition: true

Parameter Names Parameter Values
name filename($Lfile)
query incident.id in $Lfile
prompt "opendep”

text "em3r”

Moot PAD Facmooalc oo

3. If it does not already exist, add the following expression to the "number" link line of the
"screlate.incidents.cm3r” link:

requestedDate in $L.related=nullsub($requested.end.date, tod())

Note: You can further tailor "escalate to Change" wizard by adding additional expressions or
field mapping to copy data to change records.
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Remove the button in the Incident form that cancels the Interaction
escalation process

The Interaction escalation process in Process Designer-based systems and in legacy systems is
different. In Process Designer-based systems, the interaction is added to database before the Process
Designer solution matching form is displayed, and the Incident form is displayed when you select to
create a new Incident (there is no longer an Escalate button on the Interaction form). When you save
the Incident, the Incident is created and associated with the Interaction. If you do not want to escalate
the Interaction to an Incident, you can click Cancel in the Incident form. In legacy systems, the Incident is
created in the background without displaying the Incident form to the end user.

To revert to the old behavior, you must add the Escalate button back to the Interaction form and
remove the Cancel button from the Incident form. To do this, follow these steps:

1. To add the Escalate button back to the Interaction form, update the user condition in the
"cc.edit.incident_escalate" display option to the following:

evaluate($L.tableAccess.view) and (nullsub($G.ess, false)=false and ess.entry
in $L.filed and nullsub($isnewweb, false)=true or jscall
("sdutil.isInteractionEscalatedOrFulfilled"”, $L.file)=false) and nullsub
(category in $L.filed, "unknown")~="service catalog" and open in
$L.file~="Closed"

Display Application Option Definition

Screen ID: ":c‘edit.inc\dent | [7] Modifies Record Action:  [escalate | ) |
Unique ID: ‘:c‘edit.inc\dent_escalate | back, close, and more are special
GUloption:  [15 Balloon Help (If Option < 200):  [Escalste Interaction
Text Option: 15 Default Labek  [Escalste
Bank: |2 Text Alternative:  |Escalate Interaction

Condition:  [evaluate(SL.tableAccess.view] and nullsub(SG.ess, false)=false and ess.entry in SL.filed and nullsub(Sisnewweb, false)=true and nullsub(category i

User Condition: aluate(SL.tablefccess.view) and (nullsub($G.ess, false)=false and ess.entry in SLfiled and nullsub(Sisnewweb, false)=true or jscall("sdUtil.isInter

& RAD | & Comments

& Pre Rad Expressions | & Pre Javascript | % Rad | & Post Rad Expressions | ¢ Post Javascript

Expressions are evaluated after optien is selected, but before the RAD call

1 $axces. bypass.failed. validation=trus

2. Remove the Cancel button from the Incident form. To do this, set a flag variable in the
"escalate.interaction” process. For example, set the following flag:

$isSDEscalatingIncident=true
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Process Mame: escalate.interaction

[ save Cursor Position? [ Run Standard Process when complete?

[7] Run in Window? Window Title: | |

< Initial Expressions |  Initial Javascript | § RAD | & Final Expressions | 4 Final Javascript | < Next Process

11f same(nullsub{full nane in $G.smn.environment, full name in $G.sm.global. environment). trus) -
then (5L.operator=nullsub({$lo.uinanse. nullsub{operator{). "HULL"}}) else
(3L . operator=nullsub{operator(). "HULL"})

21f ($G.bg and not ({(null{%G bg. activity tvpe))) then
(fupdate. action=%G bg.activity.text $sm. activity=35G. bg. activity. type, $bypass. failed validation=tru

=]
3 %L . stamp=str{tod{))+" "+%lo.time.zone+" {"+3L.operator+"):"
4if {$update.action={} or $update.action={""}) then {($update.acticon=NULL)
S5if {update.action in 5L .file=HULL) then {(update.action im $L.file={""1})}
f1f {update. action.es= in $L.file=NULL) then (update. action.e== im $L.file={""}}
7 5G. es=z=nullsubi$G es=. fal=e)
Gif $5.es= then (cust. wisible im 3L.file=true)
Y cleanup($exit. code. fc)

10
11[$1i=SDE=calatingIncident=trus

Then, check the following flag in the condition of the Cancel button ("apm.first_back" display
option):

nullsub($isSDEscalatingIncident, false)=false

Display Application Option Definition

SereenID:  [apm first | [ Modifies Record Action: [back |,|
UniqueID: [apm.first_back | back, close, and more are special
GUloption:  [3 Balloon Help (If Option < 200):  [Exit Record without Saving
Text Option: 3 Default Label: [Cancel

Bank: |1 Text Alternative:

Condition:  [true

User Condition: |nullsub(SisSDEscaIatingIncident,false]:false

< RAD | % Comments

< Pre Rad Fynreccinne | &3 Dre lavacering | & Rad | & Dact Rad Fyvnreccinne | & Dact lavacering

Migrate any customization of the knownerror table
The Process Designer-based Problem module stores Known Error records and Problem records in the
same table (rootcause), whereas the legacy Problem module stores Known Error records in the

knownerror table. Therefore, if you have made any customizations to the legacy knownerror table that
you want to retain, you must manually reapply these customizations to the rootcause table.

Remove the legacy Request Management dashboard and report definitions

After you upgrade to Service Manager 9.41 Hybrid, the legacy Request Management dashboard and
report definitions remain in the system. If you do not want to run the Legacy Request Management and
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Process Designer-based Request Fulfillment modules in parallel, you can remove the legacy Request
Management dashboard and report definitions.

To remove the legacy Request Management dashboard definition record, follow these steps:
1. Inthe System Navigator, click Reporting -> Search Dashboard, and then search for ID "10000468."

2. Click Delete, and then click Yes to remove the Dashboard record.

8 Cancel db Add Save & Exit Save %7 Delete U2 Copy O, Find [ Fill £} Set as Default Dashboard i

T ET = 0]

MName: Request Overview |
Description: Request Overview
Dashboard ID: |10000458 [} Support Auto Refresh
Dashboard Content
& Permission

Owner: Request.Manager
Audience: Selected User Roles

_) Operator request administrator -

) Query Groups request approver

Assignment Groups request coordinator =

system administrator
@ User Roles .
service catalog manager

_) Everyone service desk agent -

To remove the legacy Request Management report definition records, follow these steps:
1. Inthe System Navigator, click Reporting -> Search Report, and then search for ID "10000460."
2. Click Delete, and then click Yes to remove the Report record.

3. Repeat steps 1 and 2 for the following IDs:
o 10000461

10000462

o

¢}

10000463

10000466

o

10000467

¢}
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8 Cancel b Add [ Save & Exit [F] Save T Delete _J Copy O, Find [ Fill

=l -

WL R S )

Report - 10000460

MNarne:

Description:

Source Data:

Report Type:

[Quotes Awaiting Approval (Non-PD)

This report enables the user to review quotes which are waiting for approval (Men-PD).

Approval - Approval -
Chart -
[ Disable Report Use Replicated Database

& Chart properties | < Permission | & Advanced settings | 4 Preview

Type of chart:
Chart by:

Label:
Metrics:

MNumber |v ” -

[Aggregate query -

(Awaiting Approval Quota

COUNT -

Report Category:
ReportID:

Query:

Request

10000460

Add to Default Dashboard |

Query Builder I I Test Query

(approval.status="pending") and (file.name#"ocmq")

Enable legacy Request Management and Process Designer-based Request
Fulfillment to run in parallel

Migration from legacy Request Management to Process Designer-based Request Fullfillment is a

manual process that can be time-consuming if you have heavily tailored the Request Management

module. In order to ease this transition Service Manager 9.41 Hybrid enables you to run the legacy

Request Management and the Process Designer-based Request Fulfillment modules in parallel. To do

this, follow these steps.

Step 1: Set the value of the global flag to "true"

In the ProcessDesignerEnablement Script Library, locate the isNonPDRequestinParallel function, un-

comment the line $G.nonpd.request.in.parallel variable, and then set its value to "True."

HP Service Manager (9.41)

Page 60 of 115



Service Manager Hybrid Migration Guide

ScriptLibrary

Mame: |’ProcessDesignerEnabIement | Package: |'F'atch Release @ [C1HP Proprietary
205 %% Thiz method i= u=ed to check whether Process Designer has been enabled for Regquest Ha .
206 =
207 = Ireturns whether request module has been enabled
208 =
209 =
210 function isReguestEnabled(){

211
212 1f (vars. $%C_pd regquest_snabled != null) return vars. $G_pd regquest_enabled:
213
214 war obj = $({"0Object") . select('file. nans=""request-~"') unigueResult():
215
216 1f{labjy {
217 vars. $6_pd_request_snabled = false:
218 telsed{
219 vars. 5G_pd_request_esnabled = true:
220
221
222 return vars. 5G_pd_regquest_enabled:
223
2241
225
226 %%
227 % Thi= method is used to identifvy whether non-PD Request and PD Eequest modules run
228 #* in parallel after the PD Eegquest 1= enabled.
229 =
230 * @returns whether non-PD Request and PD Eequest modules run in parallel.
231 =~
232 function isHoonPDRegquestInParallel() o
233 1f (wars["$GC nonpd. request. in. parallel”] !'= null) {
234 return vars["$G. nonpd . request . in. parallel”]: £
235 T
236
237 <« plea=ze do HOT un—commnet below line 1f you donot want the non-FD and PD Request
238 S modules run in parallel, by default always return null
239 frars["$G.nonpd. request . in.parallel"] = true:
240 return vars["5%G.nonpd. request.in.parallel"]:
2412
Step 2: Restore the non-Process Designer Request menu items

Request module menu items

To restore these menu items, search for menu records that have the parameter value "RM PD."

@ Back cp Add C{ Search q Find Eu Fill 25w
B Y=
Menu
Menu Mame: Format:
Option £ Icon Group Description Command  Applica.. Parameter Name  Parameter Value Thread  Cendition

RM PD

In out-of-box systems, there are three such records. Add the legacy "Request Management" menu item

back to the menu. For example, the following image displays the required update to the "Home" menu.
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[E menu: HOME &3 =08
- @Mass Unload B EH2 v
Mame Commands

HOME Logout
RM GEM logout
[ B oK $8 Cancel £ Previous 7 Mext ¢b Add [F] Save 5 Delete O, Find [ Fill e 4

B L=

Menu
Menu Name: HOME Format: |menu.gui.home
Opti... Icon Group Description Com Application Para.. Parameter.. Thr.. Condition
2 icon-configuration-... Configuration Mana... menu.manager name  CM MAIN lioption("Inventory Management")
3 Logout Logout  menumanager name  LOGOUT true
5 icon-change-mgnt Change Management menu.manager name  ChMPD lioption("Change Management") a...
6 icon-request-mgnt Request Fulfillment menu.manager name  RMPD lioption("Request Management") a...
18 icon-incident-mgnt Incident Management menu.manager name  IMPD lioption("Incident Management”) ...
20 icon-service-desk Service Desk menu.manager name  CCPD lioption("Service Desk") and (jscall(...
22 icon-service-level-.. Service Level Manag... menu.manager name  5LA lioption("SLA") or lioption("Contra...
23 Systern Status system.status true  index("SysAdmin”, Slo.ucapex)=0 ...
24 ServiceManager Mail mail.scenter true  true
45 icon-problem-mgnt Problem Manageme... menu.manager name  PMPD lioption("Root Cause") and (jscall(™...
49 icon-service-catalog Service Catalog menu.manager name  SERVICE C... lioption("Service Catalog")
50 icon-knowledge-m... Knowledge Manage... menu.manager name KM GUIM.. lioption("Knowledge Management...
53 icon-system-admin Systern Administrati... menu.manager name  SYSTEM A.. true
54 icon-tailoring Tailoring menu.manager name  TAILORING index("SysAdmin”, Slo.ucapex)=0 ...
55 To Do Queue scrm.advanced name  Todo true
57 Approval Delegation wizard.run name  Approval ... approve.delegate in 5G.sm.environ...
58 icon-report Reporting menu.manager name  REPORT index("SysAdmin", Slo.ucapex)=0 ...
58 Dashboard us.launch.int..  url dashboar... jscall("reportingHelp.canViewRepo...
60 My Preferences user.preferen... true
64 Calendar us.launchint..  url fullCalend... nullsub(5G.ess, false)=false and sys...
66 icon-time-period-m... Time Pericd Manag... menu.manager name  timeperiod jscall("security.hasRight”, "Timepe...
70 icon-request-mgnt Request Management menu.manager name  RM lioption("Request Management")

Request environment menu items

These menu items are located at System Administration > Ongoing Maintenance > Environment

Records. To restore these menu items, search for the "ENV RECORDS" menu, and then add the legacy

request menu items, as demonstrated in the following image.

OK $8 Cancel d» Add [7] Save 7 Delete [E] Forms O, Find (= Fill

Menu

Menu Name: ENV RECORDS Format: [menugul.envrecs
Op.. Icon G Description Co..  Application Parameter Name ~ Parameter Value T.. Condition
3 Back  menu.manager name SYSTEM ADMINIS.. true
7 Request Management Quote Environment query.stored text emvironment.ocmq lioption("Request Management") and (index{"SysAdmin”, Slo.ucapex)»0 or index{” OCMAdmin", Slo.ucapex)=0)
8 Request Management Order Envirenment query.stored text environment.ocmo lioption("Request Management") and (index{"SysAdmin”, Slo.ucapex)»0 or indexi" OCMAdmin", Slo.ucapex)=0)
9 Request Line Item Environment query.stored text environment.ocml lioption("Request ") and (index("SysAdmin’, Slo.ucapex)»0 or index(" OCMAdmin”, Slo.ucapex)»0)
10 Configuration Management Environment query.stored text icmenvironment lioption("Inventory Management”) and (index(" Sysadmin”, Slo.ucapex)>0 or index('ICMAdmin”, $lo.ucapex)=0 o ind...
1 Contract Management Environment query.stored tet ctenvironment index("Syshdmin”, Slo.ucaped)»0 er index("ICMAdmin', Slo.ucaped >0 or index("inventory management”, Slo.ucaped...
12 Knowledge heckla lioption("Knowledge ") and not km.eni 1) and (index("SysAdmin”, Slo.ucape..

Request profile menu items
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These menu items are located at System Administration > Ongoing Maintenance > Profiles. To restore
these menu items, search for the "MODULE PROFILES" menu, and then add the legacy request menu
items, as demonstrated in the following image.

BF oK $§ Cancel & Add [ Sove ! Delete [ Forms O, Find [ Fill

L A=

Menu
Menu Name: MODULE PROFILES Format: [menu.gui.profiles ]
Op.. lcon Group Description Co.. Application Param... ParameterVal.. Th.. Condition
3 Back menumanager  name  SYSTEM ADM. true
5 Configuration Management Profiles sesearchengine  name  icm.profile lioptien('Tnventory Management") and (index("SysAdmin”, Slo.ucapex)>0 or index('TCMAdmin”, Slo.ucapex)»0 or index.
Contract Management Profiles sesearch.engine  neme  ctprofile lioption('Tnventory Management”) and (index("SysAdmin”, Slo.ucapex)>0 or index('ICMAdmin”, Slo.ucapex)»0)
8 Request Management Profiles sesearch.engine  name. ocmprofile lioption('Request Management'} and (index("SysAdmin”, Slo.ucapex)=0 or index("0CMAdmin", Slo.ucapex)=0) ]

Models menu item

This menu item is located at System Administration > Base System Configuration. To restore this
menu item, search for the "SYSTEM ADMINISTRATION" menu, and then add the legacy request menu
items, as demonstrated in the following image.

[ OK §§ Cancel op Add [ Save %7 Delete [E] Forms O, Find [ Fill

Wl M=

Menu

Menu Name: SYSTEM ADMINISTRATION Format: menu.gui.SysAdmin

0.. Icon Group Description Co.. Application Param... Parameter Val.. Th.. Condition i
1 Base System Configuration ~ Companies database name  company index(" SysAdmin”, Slo.ucapex)>0 or index("[CMAdmin’, Slo.ucapex)>0 or...
2 Base Systermn Configuration  Coentacts database name contacts index("SysAdmin”, Slo.ucapex)>0 orindex("ICMAdmin", Slo.ucapex)=0

3 Back menuman.. name Slo.home g..  true

4 Base System Configuration  Conversion Rates database name  curcanvert index(" SysAdmin”, Slo.ucapex)>0

5 Base Systemn Configuration  Currencies database name currency index("SysAdmin”, Slo.ucapex)>0

6 Base System Configuration  Departments database name dept index("SysAdmin", Slo.ucapex)>0 orindex("ICMAdmin", Slo.ucapex)>0 or...
7 Base System Configuration  Locations database name location index("SysAdmin”, Slo.ucapex)>0 or index("ICMAdmin", Slo.ucapex)>0
{8 Base system Configuration . Models database name . model index| Syshdmin . sio.ucapex)>0 or index( ICMAdmIn |, slo.cape>0 | i
9 Base System Configuration  Vendors database name vendor index("SysAdmin", §lo.ucapex)>0 orindex("ICMAdmin", Slo.ucapex)=0

10 Base System Configuration  Holidays database name calholidays index("SysAdmin”, Slo.ucapex)=0

Step 3: Update the queries in Inbox views

Search all Approval inboxes andcheck the query condition in each record to determine whether it uses
only legacy global variables ($G.ocmq. environment, $G.ocmo.environment, and
$G.ocml.environment) or Process Designer-based global variables ($G.request.environment and
$G.requestTask.environment). If so, modify the queries to use both sets of global variables.
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- @ Mass Unload iy 9 w
View Operator M...  Class File Query In =
All my Approvals Global View Appr..  (file.name="cm3r" and (curre.. 2

Active approval delegations assigned to me  Global View Appr...  Enable=true and DateTo>tod... 1f=

My active approval delegations Global View Appr...  Enable=true and DateTo>tod... 1¢

My past approval delegations Global View Appr...  (Enable=false or DateTo<tod.. 16—

Past approval delegations assigned to me Global View Appr..  (Enable=false or DateTo<tod.. 1€
View (file.name="cm3r" and (curre... 5( il

My Pending Approvals

Global

Appr...

< |

I

| 3

$¢ Cancel £ Previous T Mext b Add [ Save & Exit [O] Save G Delete L Copy O Find [ Fill 2l =

iew Definition

R R B 0D

Mame: |AII my Approvals |
Table Name: |Apprg\ra| |-—
View Type: |Ta|:||e | i | 7] Mobile Accessible?
& View definitions | § Query definition | ¢ Audience | ¢ Ownership
Table: |Appr|:|\.ra| |
Query: |(fi|e.name:"cm3r" and (current.pending.groups isin approval.groups in SG.cmBr.environmentI
Use normalized query:
Mormalized query: |(fi|e.name:"cm3r" and (current.pending.groups isin approval.groups in SG.cmBr.environmenq
Display list count: [
Allow User Modify Query: [
Sort fields:

For example, this query in the "All my Approvals" inbox contains a condition that resembles the

following:

(file.name="request" and (current.pending.groups isin approval.groups in

$G.request.environment or current.pending.groups isin {$lo.user.name})

In this situation, you need to change the query to resemble the following:

(file.name="request" and (current.pending.groups isin approval.groups in

$G.request.environment or current.pending.groups isin {$lo.user.name}) or

(file.name="ocmg" and (current.pending.groups isin approval.groups in

$G.ocmq.environment or current.pending.groups isin {$lo.user.name})
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In the "My Group's To Do List" Inbox view, restore itemType="ocmgq" or itemType="ocml" to the
query, and make sure that the "request” and "requestTask" item types are included in the query.

MName: My Group's Te Do List |
Table Name: [Todo -
View Type: [Table -

& View definitions | ¢ Query definition | ¢ Audience | ¢ Ownership

Table: ‘Todo
Query:

‘nType:"SuNeyDeﬁmt\on" oritemType="request” or itemType="requestTask" [N =0

"ocmq” or item Type="ocm| " EQL K TG AHT] Slo.pm.ass\gnmantsl

Use normalized query:

Normalized query: ‘(ltemTypa: "prebsummary” or itemn Type="incidents" or itemType="rootcause” or itemType="rootcausetask” or itemType="imTask" or itemType="cm3r" or |1

Display list count: =
Allow User Modify Query: |}
Sort fields:

In the "My Pending Delegated Approvals" Inbox view, append the following string to the query:

or (file.name="ocmq" and current.pending.groups isin $G.delegated.ocmq.groups)

iew Definition

Name: My Pending Delegated Approvals |
Table Name: [Approval i
View Type: [Table = Mobile Accessible?

@ View definitions | ¢ Query definition | & Audience | & Ownership

Table:

Approval
Query: G RN A B TR LT LD R B L EL S VL L R T D or (file.name="0ocmq" and current.pending.groups isin $G.delegated.ocmg.groups)|
Use normalized query: 1]

Normalized query: |(fi\e.ﬂame="(m3r" and current.pending.groups isin $G.delegated.cm3r.groups) or (file.name="request” and current.pending.groups isin 5G.del

Display list count: 1]
Allow User Modify Query:
Sort fields:

In the "My Pending Approvals" Inbox view, append the following string to the query:

or (file.name="ocmq" and (current.pending.groups isin approval.groups in

$G.ocmq.environment or current.pending.groups isin {$lo.user.name})
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iew Definition

Narme: My Pending Approvals ‘
Table Name: |Approval -
View Type: [Table o Mobile Accessible?

< View definitions | ¢ Query definition | < Audience | < Ownership ‘

Table: Approval
Query: UL EEL RN B B or (file.name="ocmg" and (current.pending.groups isin approval.groups in $G.ocmg.environment or current,)
Use normalized query:

Normalized query: |(fi|e.name="cm3r" and (current.pending.groups isin approval.groups in $G.cm3r.envirenment or current.pending.groups isin {Sle.user.name}))

Display list count: ]
Allow User Modify Query:
Sort fields:

Step 4: Restore the "OCM Create Order" schedule record

To restore the "OCM Create Order" schedule record, you must unload the record from your system
before you upgrade to Service Manager 9.41 Hybrid, and then load it to your system after the upgrade
process is complete.

You also can unload this record from a previous version of Service Manager.

[E To Do Queue: MyTo DoList  |[5 schedule: 1202497 £3 | =0
OK $8 Cancel o Add [ Save % Delete -

2 YL E= 0
schedule: 1202497

Name: OCM Create Order Class: ocm
Schedule ID: 1202497 Expiration: 07/17/15 03:28:06 | =
MNumber: Scheduled Class: ocm
Status: rescheduled Action Time: | e
& Description | ¢ Javascript | & Strings | & Numbers | ¢ Booleans/ Times | & Stacked Queries |
Description Repeat Interval
(21 Moenthly
() Quarterly
() Semi-Annually
() Annually
@ Other

Problem Status:
Application:
Query:

rmo.create.order

wow 7]
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Step 5: Configure search

Search for SearchConfig records that have a table name that begins with "ocm," and then remove the

"false" condition in the Allow Advanced Find query.

[ SearchConfig: ocml i3
- @ Mass Unload

=0

TS EH3 v

Table Name
ocml

ocmo

ocmg

@ OK §§ Cancel £ Previous 7 Mext op Add [7] Save i Delete O, Find = Fill sl -

Search Configuration

Table Name:
Search Format:
Initialization Process:

Allow Advanced Find:

< Defined Queries | ¢ Ranges

2l Y=

ocml

“-|

advFind.search.lineitem

E1E)

Q)

s

(index("SysAdmin”, Slo.ucapex)>0 or index("OCMAdmin", Slo.ucapex)>0 or index{"OCML", Slo.ucapex)=0) Iand false"

Id
assigned
open
closed
deferred
quote
order

Query
assigned.to=operator()
open=true

open=false
status="deferred”
parent.quote<s""
parent.order<>""

Step 6: Add display options

Description

Assigned to me
Active

m

Inactive
Deferred
Quotes
Orders

These display options are located at More > Scheduled Maintenance > Generate Recurring > Request in

Clrecord display forms.
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N MU= !

Previous F11
W7 Mext F10

Save & Exit F2
B

Save F4
B

Delete F5
o

Duplicate Cenfiguration Item

ry Change Device Type
Show Associated Groups
i Edit AdHoc CI Groups
Consclidate Relationships
b Send Survey
A Expand CI Visualization
Related k
B Maintenance Tasks Scheduled Maintenance k
E] Maintenance History il
Generate Recurring ¥ | E] Incidents
F] Changes
F] Requests

il
The sub-menu in the following illustration refers to Request table records.

Display Application Option Definition

ScreenID:  (am.display.joinfile | [T] Modifies Record Action:  [do nothing |v |
UniquelD:  [am.display.joinfile_do nothing 21 | back, close, and more are special
GUI eption: 6005 Balleon Help (If Option < 200):
Text Option: (6005 Default Label:  [Scheduled Maintenance> Generate Recurring> Quotes
Bank: [ Text Altenative:  [G Quotes

Condition: gui) and indexitype in SL.filed, $G.icm.types)=0 and (index("SysAdmin", Slo.ucapex)>0 or index("ICMAdmin", Slo.ucapex)>0 or index("data administrator”, Slo.ucapex)=>0)

User Condition:

% RAD ‘ @ Commentsl

|0 Pre Rad Expressicns ‘ & Pre Javascript |<> Rad ‘ < Post Rad Expressions | ¢ Pn;tJavasmpt| |
RAD Application: |patcu.rt.tf.templatE | Separate Thread? [false ‘
Names: | secondfile Values: | 5 filed
query ocmg

Create a copy of the display option for this sub-menu, and then modify it to refer to the OCMQ table
records, as demonstrated in the following image.
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Display Application Option Definition

Screen D [am.displayjoinfile ]

[7 Modifies Record

Unique ID: |am display.joinfile_do nothing_21

GUI option: l6005
Text Option: 6005
Bank: 2

Balloon Help (If Option < 200):
Default Label:
Text Alternative:

Action:  [do nothing |V |

back, close, and more are special

Scheduled Maintenance> Generate Recurring>Quotes

G Quotes

Condition:  [gui) and index(type in SLFiled, SG.icmtypes)=0 and (index{"SysAdmin, Slo.ucapex)>0 or index{ ICMAGmi’, Slo.ucape:)>0 or index{'data administrator, Slo.ucapex)>0)]

User Condition:

l

% RAD | & Comments

< Pre Rad Expressions | & Pre Javascript ‘0 Rad | & PostRad Expressions | & Post Javascript |

RAD Application: ‘patco.ﬂ,ﬁ‘tampliu

Names: secondfile
query

Separate Thread? [false ‘

Values: | 5| filed

When you have done this, two sub-menus are displayed in the Cl form. One sub-menu refers to the

Request table records, and the other sub-form refers to the OCMQ table records.

Bt MU= &

el DEE

Xl

k4

B Maintenance Tasks

Cancel
Previous
Mext

Save & Exit
Save

Delete

Duplicate Cenfiguration Item

Change Device Type

Show Associated Groups
Edit AdHoc CI Groups

Consclidate Relationships

Send Survey

Expand CI Visualization

Related

Scheduled Maintenance

Bl
F11 :
0 |

73!

F4 g

5

[
»

ﬁ Maintenance History

|

Generate Recurring 2

EEEE

Incidents
Changes
Requests
Quotes
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Step 7: Rename the connector

Rename the Process Designer catalog connector. For example, name the connector "Open New PD
Request."

& Ok §2 Cancel ¢b Add [F] Save §§ Delete O, Find [ Fill

T = 0]
Gukgcomscorvetmton

% Connector Detail | & Expressions |
Name: |Open New@ﬁequest |
Record Type: |requegt |
Link Record: |screlate.incidents. request.schat@
Process: |rm.0pen @
Wizard: |schat RM - Get Request Infe 1 @
Description: Adds a Request Management record.
XML Fields Field Mames Validity Check Target Files Target Fields XML Caption  Failed Validation Message
ty 9 9 [ £
category category rmCategory name
subcategory subcategory rmSubcategory name
status status
prierity prierity

If you customized the "Open New Request” catalog connector, the out-of-box Process Designer catalog
connector is named "NEW9410pen New PD Request" after the migration process.

If you did not customize the "Open New Request" catalog connector, the out-of-box Process Designer
catalog connector is named "Open New Request"” after the migration process. In this case, you need to
rename the catalog connector to "NEW9410pen New PD Request," and then restore the non-Process
Designer catalog connector.
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@ OK $8 Cancel £\ Previous 7 Mext b Add [ Save @ Delete O, Find [ Fill

TN = O

MName:
Record Type:
Link Record:
Process:
Wizard:

Description:

< Connector Detail | < Expressions |

|Open MNew Request |

|ocmq |

|screlate. incidents.ocmg.sweCat @
|rmq.0pen.request @
|5\.rcCat RM Quote - Get Parts Info @

Adds a Request Management record,

XML Fields
category
phase
status
approval
subcategory
open
priority
partno
vendorno
quantity
option
description
brand
estimated

type

Field Names

category

status

subcategory

priority

Validity Check  Target Files Target Fields XML Caption

ocmgcat name

ocmlcat name

model part.desc Part
modelvendor vendor Vendor

Step 8: Modify the connector wizard

Failed Validation Message

In the "svcCat Select Connector” wizard, click File Selection > JavaScript, and then change the

connector name for the bundle catalog in the connector list from "Open New Request” to "Open New PD

Request" (or to the name that you used in step 6).
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[ Wizard: svcCat Select Connector 52 =0
B OK $8 Cancel &b Add [ Save 7 Delete O, Find [ Fill v

izard Information

< Wizard Info | < File Selection | < Usage | < Actions | & Messaging | < Variables | & Mext Wizard | & Comments | < Cancel Expressions
< Initial Expressions | ¢ Javascript | & Select SLfile by

1.~ %% Build the appropriate connector list -
Z2war fConnector = new SCFile("svcCatInterface"):

Jwar sglQuery:

4

Eif (vars $fromBundle==trus)

6 {

7 =ystem vars 5L _connector_list= [ RS E SRS EEEE" ]

g}

9

llelse

114{ if {wars['$Ll.file'][ 'support.item']) -~ support item

12 =qlfuery = 'interface . nam=™="O0Open a Service Desk Interaction” or record. type™="incidentsz"':
13 else if (vars['sl file'][ non.cart']) - non-cart

14 =glCuery = "record.type = ~'incidents~"":

15 else -~ For with service iten

16 =qlQuery = "record.type “~= “'"incidents“" or record.type=NULL":
17

12 war rc = fConnector. doSelect{ sglQuervy ):

19

20 while ( rc == RC_SUCCESS )

21 A

22  war Sconnector = fConnector. interface name;

23  system.vars.$Ll_connector list = system. functions. insert{ systemn. vars. $L connector_list, 0, 1, $connectc
24 rc = fConnector getHe=t():
25 1

Click the Next Wizard tab, and then change the connector name for Process Designer Request from
"Open New Request" to "Open New PD Request" (or to the name that you used in step 6).

Then, restore the Next wizard for non-Process Designer-based Request (The last line in the following
illustration).

[E Wizard: svcCat Select Connector 52 =0
B 0K §8 Cancel di Add [F] Save i Delete O Find [ Fill o 4
L LINFLG B B (D ]

4 Wizard Info | & File Selection | 4 Usage | 4 Actions | ¢ Messaging | & Variables | % Next Wizard | % Comments | < Cancel Expressions

Mext Wizard:
Wizard Name Condition
svcCat Interaction - Get Initial Info interface.type in 5L.file="Open a Service Desk Interaction”
svcCat Generic Change - Get Generic Info 1 interface.type in SL.file="0pen a Change"
svcCat RM - Get RequestInfo 1 interface.typein SL.fi\e
svclCat Subscription Change - Get Subscription Info 1 interface.type in SL.file="0pen a Subscripticn Change"
svcCat Generic Incident - Get Generic Info 1 interface.type in SL.file="Open an Incident"
sveCat RM Quote - Get Parts Info 1 ‘interface.typa in SL.file="Open MNew Request” |!

Step 9: Restore the legacy Request profile setting to the Operator form

Update the JavaScript of the "operator.view" and "operator.search” display screens as follows.
Before update

if(lib.ProcessDesignerkEnablement.isRequestEnabled())

{
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vars[ '$L.showRMProfile' ]=false;

}

After update

if(lib.ProcessDesignerkEnablement.isRequestEnabled() && vars

['$G.nonpd.request.in.parallel’]!==true)

{

vars[ '$L.showRMProfile' ]=false;

}

Screen ID:
Title:
Format:

/0 (If RIO):

operator.view

| On option 0:

|return to appl.

SL.title

SL.format

true

| Time (If FDISP):

[] Used only for Search?

User Options:

Language:

true

ENG

@ Main | 4 Options | 4 Events ‘

< Initializations | ¢ Javascript |

lwars['$L.showChgProfile' J=trus:

Zwvars['5L . showSDProfile' J=true;
Jwars['$L.showIlProfile' J=true;
dwars['$L. showPHProfile' J=true;
Swvars['$L. showEHProfile' J=true;

6E1f(lib. ProcessDesignerEnablemnent _

Et
g vars['$L.showChgProfile’ J=false;
N

10if{lib. ProcessDesignerEnablement .

11 {

12 vars['$L.showSDProfile' J=false;
13

14if{lib. Proce=z=sDeszignerEnablement
15

16 varz['$L. showIHProfile' J=fal=s:

7
18if{lib.ProcessDesignerEnablemnent .

194

20 varz['$L. showPHProfile' J=fal=s;
21

221f({lib. ProcessDesignerEnablement
234

24 vars[ '$L.shovEHProfile' J=false;
25
ae

F

izsChangeEnabled() )

isServicedeskEnabled(} )

_izIncidentEnabled() )

isProblemEnabled() }

m

-1sRequestEnabled()|&& vars['5$G.nonpd. request.in.parallel’ ]l==trues)|

Step 10: Assignment delegation

In order for legacy Request Management to work in parallel with Process Designer-based Request

Fulfilment, you must enable approval delegation to differentiate between these two modules.

To do this, you must modify the ApprovalDelegationGroups and ApprovalUtil script libraries to support

both legacy and Process Designer-based Request delegation.

Note: In the following illustrations, the updated code is displayed on the left-hand side, and the
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original code is displayed on the right-hand side.

ApprovalDelegationGroups

For the legacy and Process Designer request modules to work in parallel, you must add the module (file
name) information to the following functions, which are related to request delegation:

« addDelegateGroups

else if (module = "ocmg” || module — "request™) | else if (module=="ocmg” || module—="request”)
i
var requestSgl = getRequestDelegationGroups (module) : var requestSgl = getRequestDelegationGroups():

o buildRequestSql

function buildRequest3qgl (allRequestGroups, partRequestGroups, module) | function buildRequestSql (allRequestGroups, partRequesatGroups)
[

for (var j = 0; j &lt; partRequestGroups.length; ++3) [ A for({var j=0;jslt;partRequestGroups.length;++j)

0 £

if (arrayIndexOf (allRequestGroups, partRequestGroups[]]) slt: 0) if{arrayIndex0f (allRequestBroups, partRequestGroupa [§]) s1t;0)
allRequestBroups.push (partRequestGroups [3]) 7 211RequestGroups.push (partRequestBroups [3]) 7

} I3
//build a sgl for reguest //build a sql for request
var fileName = module;

o getAllRequestGroups

function gethllRequestGroups{aDele, module) | function getRAllRequestGroups(aDele)
At
var approver = aDele.approver; var approver = aDele.approver;
war user = getApprover (approver); var user = getlpprover [approver);
var ocmGroups — new Array();: var ocmBroups — new Array();
if (module == "request”) { if (lib.ProcessDesignerEnablement.isRequestEnabled()==true) {
cemGroups = lib.MyGroupsSync.getipprovalOfInMyGroups (approver) ; cemGroups = lib.MyGroupsSync.getipprovalOfInMyGroups (approver) ;

» getRequestDelegationGroups

The value of the delegation module field in approvals delegation is "Request” for legacy request and
"PD Request" for Process Designer-based request. You must configure the related JavaScript
function accordingly.
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function getRequestDelegationGroups (moduls) |
//find id there is a delegate zll
var allDele = new Brrav():
var partDele — new Array():

for (var i = 0; i &lt; delegationList.length: ++i) {

if (delegationlList[i].module == "all"™)
allDele.push(delegationList([i]);

var allRequestGroups — new Array():
var partRequestGroups = new Array():

for (var i = 0; i &lt; allDele.length; ++i) {

var requests = getAllRequestGroups(allDele[i], module);
for (var j = 0: j &lt: requests.length: ++j) {

if {arrayIndexOf (allRequestGroupa, requests[j]) slt;
allRequestGroups.push(requests(j]l);

1

partRequestGroups = getDelegatedRequestGroups {module);

return buildRequest3gl (allRequestGroups, partReguestGroups, module):

« getDelegatedRequestGroups

function getRequestDelegationGroups()

1

f/find id there is a delegate all
var allDele = new Array({):
var partDele = new Array():
for(var i=0:izlt:delegationlList.length:++i)
i
if{delegationlist[i].module =— "all"}
allDele.push{delegaticonlisc[i]);

3

var allRequestGroups — new Array();
var partRequestGroups = new Array():

for(var i=0;izlt;allDele.length;++i)
{
var requests = getAllRequestGroups{allDele[i]];
for(var j=0:js&lt:requests.length:++])
{
if (arrayIndexOf (allRequestGroups, requests[j]) s1t;0)
allRequestGroups.push (requests[j]):

3
partRequestGroups = getDelegatedRequestGroups () ;

zeturn buildReguest3gl {allReguestGroups, partRequestGroups) 7

This function retrieves the "Request” delegation group for "ocmq" and the "PD Request” delegation

group "request.”

function getDelegatedReguestGroups (module) |

war moduleValue = module == "ocmg™ ? "Reguest™
//find id there is a delegate all
wvar grouplist = new Arravy();

for (var i = 0; i =lt; delegationlist.length; ++i) [
if (delegationList[i].module == moduleValue)
groupList.push (delegationList[i] .group):
}

return grouplist:

function getDelegatedReguestGroups ()
1
//find id there is a delegate all

wvar grouplist = mnew Array();
for(var i=0;izlt;delegationlList.length;++i)
{
if {delegationlist[i] .module == "Request™)

grouplList.push (delegationlList[i] .group);
}

return grouplistc:

o getDelegationSql

This function retrieves the delegation SQL for all modules. Therefore, you must configure it to

retrieve the delegation SQL for both the ocmq and request tables, and to combine the results.

function getDelegationSgl ()
1
initDelegation(};
if (delegationList.length == 0}
return "";

var changeSql = getChangeDelegationGroups();
wvar requestSgl = getReguestDelegaticnGroups(
var PDRequestSql = getRequestDelegationGroups ("request”):
wvar sveSgl = getSVCDelegationGroups ():

var tpSql = getTEDelegationGroups ():

var returnSgl = changeSql + requestSql + sveSgl + tpSql + PDRequestSgls

return returnSql;

ApprovalUtil

function getDelegationSgl ()
{
initDelegation();
if(delegationlist.length == 0
return "";

var changeSql = getChangeDelegationGroups();
var requestSql = getRequestDelegationGroups():

var sveSgl = getSVCDelegationGroups () :
var tpSql = getTFDelegationGroups();
war returnSgl = changeSgl + regquestSgl + sveSgl + tpSgl:

return returnSqgl;

Functions in this library use "Request” as the delegation module name for the legacy request module

(when Process Designer-based request is not enabled), and "PD Request" as the delegation module

name for Process Designer-based request (when Process Designer-based request is enabled).
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For the legacy and Process Designer-based request modules to work in parallel, you must configure the
following functions to use "Request"” as the delegation module name for the legacy request module and

"PD Request"” as the delegation module name for Process Designer-based request.

o checkDelegates

} else if (module.indexOf ("req™) != -1) {
if (lib.ProcessDesignerEnablemsnt.isRequestEnabled () — true} |

var myGroups = new SCFile("myGroups"):
wvar mySgl = "name=\"" + system.functions.operator{) + "\"";
if (mySroups.doSelect{mySql) == RC_SUCCESS) {

profilehrray = myGroups.approver_of:

1

for (i in profileArray) {
if (isDuplicate (pendingGroups, profilefrray(i]))
return "";
1

modulelName = "BD Request”;

else if (module.indexOQf ("req”)'!'=-1)
{
if(1ib.ProcessDesignerEnablement.isRequestEnabled()==true)
1
var myGroups = new SCFile("myGroups");
war mySgl = "name=\""+system.functions.operator{)+"\"";
if ( myGroups.doSelect{ mySgl } == RC_SUCCESS )
{
profileArray = myGroups.approver of:
}
1
for (i in profileArray) {
if (isDuplicate (pendingGroups, profileArray(i]))
return "";
1

moduleName = "Request™:

The function uses the profile ("ocmprofile") to check user rights in legacy systems, and uses the
role-based access model ("secRole" and "secRights") in Process Designer-based systems.

o getQuery

} else if (moduleName == "Regquest™) |

profileName
profileSgl

} else if (moduleName == "FD Request™) {
profileName = "secRighta™;
profileSgl = "area=\"Request\" and view=true";

var profileArray = new Array();
while {rc — RC_SUCCESS) {

if ((1lib.E: Enabl t.isChangeEnabled () samp;samp; modulel
1 — "Timeperiod”

== "Chang=")

1
}

else if (moduleName=="Request™)

{
if({lib.ProcessDesignerEnablement.isRequestEnabled () )
{
profileName="secRighta™;
profileSgl="area=\"Request\" and view=true";
]} else {

rofile™;
rue and approvals=trus";

var profileRrray = new Array();

while(rc — RC_SUCCESS)

{
if { {Llib.B; Ensblerent.isChangeEnabled() samp;carp; moduleName — "Change”)
| ImoduleName = "Timeperiod”

T Ti3E, E ]

;. moduleName ="%B0 Request™)) [ ¢

11_(Lib.

var index = system.functions.index("approvals”, profile.settingld);

o addFolderQuery
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var index = system.functions.index( "approvals”, profile.settingld );
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} else if (module == "Request™) [

war profileArray = currentUser.profile request;

wvar cond = "[":

for (var i = 0; i &lt; profileArray.length(); ++i) {

cond += "\"" + profilelrray[i] + "\",";

if (i &lt; profilelArray.length - 1)

cond += ","; T
' 3
cond = cond.substring(0, cond.length - 1);
cond += "}"r
3gl = "tablename=\"gcm\" and name isin " + cond:
tableName = "ocm™;
} else if (module == "PD Request™) |

war profileArray = currentUser.secRole;
war cond = "[";
for (var i = 0; i &lt; profilelArrav.length(}; ++i) {

cond += "\"" + profileArraw[i] + "\",":

if (i &lc; profilelrray.length - 1)

cond += ", ";

}
cond = cond.substring(0, cond.length - 1):
cond += "}";
3ql = "tablename=\"request\" and name isin " + cond;

tableName = "reguest”;

o checkProfileForDelegate

}else |

if (module — "ED request”) {

if (Liv 0 = tzue)
if (lib ty.getToken ("Request”, " delegate”) = "true") {
return true;
}oelse {
return false;
}
}
1
if (module = "re
var profilellames em. funerions functions.denull

var profilesql = "name isin " + profilelames;
var profiles = new SCFile("ocmprofile”);
var rc = profiles.doSelect (profilesql)
while (zc = RC_SUCCESS) [

if (profiles.approve_delegate = true)

rue;

zc = profiles.getNext();

o canDelegateAll

HP Service Manager (9.41)

file_remquest)):

else if (module=="Request")

{
if (lib.ProcessDesignerEnablement.isRequestEnabled()==true) |{
var profilefrray = currentUser.secRole;
1
else |
var profilefArray = currentUser.profile_ request;
1
var cond = "{";
for (var i = 0; i slt; profileArray.length(): ++i) [
cond+="\""+profileArrav[i]+"\",";
if ({islt:;profileArray.length-1)
cond+=",";
}
cond = cond.substring(0,cond.length-1);
cond += "}"r
if (lib.ProcessDesignerEnablement.isRequestEnabled()=—=true) {
3gql = "tablename=\"request\” and name isin "+cond;
tableName = "reguest"”;
} else {
sgl = "tablename=\"ocm\" and name isin "+cond;
tablellame = "ocm":
1
}
else if (module=="5SVC"}
1
} elee {

if (module == "request” )
{

if (e 1

if (1ib.security.getToken("Request”, "approve.delegate”)=="true") [
return true;

Jelse {
return false;

1

} else {

var profileliare.

ysten. functions.str funetions.denull
var profileSql = "name isin “+profilelames;

wvar profiles = new SCFile( ocrprofile’);

var re = profiles.deSelect (profilesql);

£ile request)):

vhile(zc = RC_SUCCESS)
if (profiles.approve_delegate — true)

return true;
e = profiles.getlext();
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ffcheck to see whether a approver can do delegate all approvals
[/ /approver can do delegate all only if can delegate flag is set
ffto true for all his approval module

function canDelegateRll{) [

if ([system.vars.$G_sm_environment.approve delegate != true)
return false:

if (checkProfileForDelegate("change™) = false)
return false;
if (checkProfileForDelegate ("request™) == false)

return

f (checkProfileForDelegate ("Timepericd”)
return false;
return true;

» getCanDelegateModulesValue

function getCanDelegateModulesValue() {
var modules = new Array():

if (system.vars.%G_sm envircnment.approve delegate == true)
modules.push ("SVC")

if (checkProfileForDelegate("change") == true)
modules.push ("Change™) ;

if (checkProfileForDelegate("request”) = true)
modules.push ("Request”) ;

if true)
jules.push quest”) ;
if (checkProfileForDelegate("Timeperiod™) = true)
modules.push ("Timeperiod”);
return modules;
}
« getCanDelegateModules
function getCanDelegateModules() [
var modules = new Arrav():
if (system.vars.sG_sm_environment.approve_delegate == true)
modules.push (system. functions.scmag ("SVC”, “approval”)):
if (checkProfileForDelegate("change”) == true)
modules.push (system. functions.scmsg ("Change”, "approval”™)):
if (checkProfileForDelegate("request”) == trus)
modules.push (system. functions.scmag ( "approval”)):
if = ofileForDelegate request
push (sy

if (checkProfileForDelegate("Timepericd”) true)
modules.push (system. functions.scmsg ("Timeperiod”, “approval®));
return modules:

m

ffcheck to see whether a approver can do delegate all approvals
[//approver can do delegate all only if can delegate flag is set
ffto true for all his approval module

function canDelegateRll()
{
if ([system.vars.sG_sm_environment.approve delegate != true)
return false:

if (checkProfileForDelegate ("change™
return false;

if (checkProfileForDelegate ("reguest”
return false;

{checkProfileForDelegate ("Timepericd”
return false;
return true;

function getCanDelegateModulesValue () {

var modules = new Array():

if (system.vars.$G_sm_environment.approve_delegate == true)
modules.push("5VC") ;

if (checkProfileForDelegate ("change”
modules.push("Change”) ;

if (checkProfileForDelegate("request”)==true)
modules.push ("Request”) ;

true)

if (checkProfileForDelegate("Timepericd”)==true)
modules.push ("Timepericd”);
return modules;

function getCanDelegateModules(){
var modules = new Array();

if (system.vars.$G_sm_environment.approve_delegate == true)
modules.push (system. functions.scmsg ("SVC", "approval®));

if (checkProfileForDelegate ("change”)==true]
modules.push (system. functions.scmsg("Change™, “approval™));

if (checkProfileForDelegate ("request”)==true)
modules.push (system. functions.scmsg("Request®, "approval”}):

if (checkProfileForDelegate ("Timeperiod”)==true)
modules.push (system. functions.scmag("Iimepericd”, "approval™));
return modules;

Step 11: Use the model table for legacy Request Management

After you run the Process Designer migration tool, Process Designer-based Request Fulfilment uses the

new productCatalog table instead of the model table. Additionally, the tool updates all references to the

model table to refer to the productCatalog table.

In order for the legacy Request Management to work in parallel with Process Designer-based Request

Fulfilment, the two modules must use the two tables separately.

To achieve this, first restore the links that reference the model table.

Links that must be updated

HP Service Manager (9.41)
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Link name Field
"ocmlrec” part.no
"ocmLview.summary" part.no
"ocmlview.space” model
"ocml.view.space" part.no
"ocml.view.sap” part.no
"ocmlview.detail” parts.part.no
"ocmlview.detail" part.no

"ocmlview.default.workorder" | parts.part.no
"ocmlview.default.workorder” | model
"ocmlview.default.workorder”  part.no
"ocmlview.default.telecom” parts.part.no
"ocmlview.default.telecom” part.no
"ocmlview.default.office.move" parts.part.no
"ocmlview.default.office.move" part.no
"ocmlview.default.internal” parts.part.no

"ocmlview.default.internal” part.no

"ocmlview.default”
"ocmlview.default”
"ocmlview.default”
"ocml.search”
"ocml.copy.model”
"ocml"

"ocmco”

"ocmco”

"model"

HP Service Manager (9.41)

parts.part.no
model
part.no
part.no
number
part.no
part.no
parent.parts

component.part.no
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"model"

"model"

"advFind.search.line.item"

Links to update (optional)

Link name

"Survey.CFG.addFilter"

"stock”
"software.counter”
"software.counter”
"problem"
"problem”
"pc.software.files"
"modelvendor.lkup"
"modelvendor”
"modelicm”
"IM.summary"
"IM.master.update”
"IM.master.open”
"IM.master.link"
"IM.master.close”
"furnishings"
"device2"
"device.template”
"device.template"

"device.telecom"

HP Service Manager (9.41)
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Field
parent.parts
model

part.no

Field

part.no

part.no
installation.models
license.models
failing.component
model

part.no

part.no

part.no

model

model

model

model

model

model

model

model

bios.model
part.no

part.no
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Link name Field
"device.storage" part.no
"device.softwarelicense" part.no
"device.officeelectronics” print.model
"device.officeelectronics" part.no

"device.networkcomponents” = part.no

"device.mainframe" part.no
"device.handhelds" part.no
"device.furnishings" part.no
"device.example" bios.model
"device.example" part.no
"device.displaydevice" part.no
"device.display"” part.no
"device.computer” bios.model
"device.computer” part.no
"device" part.no
"DEFAULT ICM" model
"dec.device.pc" part.no
"contract.template” part.no
"contract.template” model
"contract” part.no
"contract” model
"configurationltemNode" bios.model
"configurationltemNode" part.no
"configurationltem" bios.model
"configurationltem" part.no
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Link name Field
"cm3t" part.no
"cm3t" product.no.
"ecm3r" part.no
"cm3r” product.no.
"advFind.search.contract” part.no
"advFind.search.contract” model
"advFind.search.ci" part.no

Next, configure synchronization between the "model" and "productCatalog"” tables. Legacy Request
Management and Process Designer-based Request Fullfillment use the two tables separately, but you
must ensure that the data in the two tables is consistent.

Step 12: Modify the KM knowledge base

After you run the Process Designer migration tool, the "Request_Library" KM knowledge base is updated
to use the request table. You must add another library that uses the OCMQ table, so that the KM
knowledge base can support both legacy and Process Designer-based request.

For example, you might create the following knowledgebase:
o Knowledgebase Name: Quote_Library
o Display Name: Quote
o Type:sclib

o Search Server Name: <your search server name>
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Knowledgebase Maintenance

Knowledgebase Mame:

|Qu0te_Librar}r

Display Mame:
Type:

Search Server Mame:

& Status | ¢ Typeinformation

|Qunte

|sc|ib

< Field Definitions | < Errors

offline

Refresh Interval:

~
=

0 = No Updates, All others multiply by 5 (eg. 1 interval = 5 minutes)

Full Reindex

]

l

Refresh Statistics

Then, in the Field Definitions tab, configure the following field definitions.

Field name Alias Type Hitlist Index weight Match Sort
number id String | true Level 4 false
status problemstatus;kmstatus = String | true No Index true
current.phase phase String true No Index true
brief.description title String | true Level 4 false
description description String false | Level3 false
requested.for requestedfor String | true Default false
requestor.name requestorname String | true Default false
requested.date | requesteddate Date  true No Index false
company company String | true No Index false
assigned.dept assignment String | true Default true
assigned.to assignee String true Default false
priority priority String  true No Index true

HP Service Manager (9.41)
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Field name Alias Type Hitlist Index weight Match Sort
justification justification String false | Default false
sysmodtime sysmodtime Date  true No Index false

Step 13: Ensure the related record functionality works correctly

For more information about how to update your forms to use the new related record functionality,
please refer to "Upgrade to the Process Designer related record subform" on page 46.

If you want your system to allow the creation of related records between the legacy Request
Management and Process Designer-based Request Fullfillment modules, you must configure the
screlationtype table appropriately. For example, if you want to allow the creation of related quotes from
Incident records, you must add a new record in the screlationtype table, as illustrated in the following
image.

Bt M=

5M RELATIONSHIP TYPE

Type of Relationship: |Related Quotes |
Value of Relationship: |Related Quotes |
Reversed Type: |Related Incidents |
Source File Name: |pr0bsummar}r |
Dependent File Name: |ocmq |
Included in Related Record Type List? V

Displayed in Related Records panel? v

After you have done this, you can create related quotes from incident records, as illustrated in the
following image.
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Incident - IM10211

Title: FM10211 |
Description: InM10211 i
Incident ID: |I|\,-'|10211 | Requested By: |fa|c0r| @

Status: [Categorize | ) | Contact Person: |

Phase: |Categorization | Location: | @
Primary Affected Service: |'C]1(]01020 @E Major Incident: ]

Affected CL | lg‘ Escalated: ]

[7] Clis operational (no outage) o
Outage Start Time: | |,.| Parent Incident: |
Outage End Time: | | o | Link to Parent Incident: | @

< Categorization an... | % Tasks | % Cost | & Impacted Services | % Workflow | % Proposed Solution | $ Related Records -..| 73

Link Type:  [Related Quotes [~] |LinkExisting Record | | Link New Record

Caused By Changes
All Related Rec| Caused Changes

Related Quotes
D Caused By Incidents Status Title
Caused Incidents

Related Requests
Related Known Errors
Related Problems

Step 14: Restart the server

After you have configured Request Management and Request Fulfillment to run in paralel, you must
restart the Service Managerserver.

Create a production patch and apply it to the production
system

For detailed information about how to do this, refer to the HP Service Manager Applications Upgrade
Guide.
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Appendix A: Changes made to Service Manager by the Process Designer
migration tool

Appendix A describes the changes that are automatically applied to your system when you use the Process Designer migration tool to upgrade to
Service Manager 9.41 Hybrid.

Summary of changes

The following table provides an overview of the functional implementation in a freshly-upgraded Service Manager 9.41 Hybrid system (that is, this
table does not include the possibilities presented by additional manual tailoring).

Functional implementation

Module Classic Codeless Hybrid
Service Desk Workflows | Legacy 00B Process  00B Process Designer workflow and migrated legacy workflow
Designer
Objects Process Designer (migrated from legacy object)
Security Process Designer (migrated from legacy profiles)
Category 00B Process Designer records and migrated legacy records
records
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Module

Incident
Management

Problem
Management

HP Service Manager (9.41)

Functional implementation

Classic
Workflows  Legacy
Objects

Security

Category
records

Alerts

Solution
matching

Workflows  Legacy
Objects

Security

Category
records

Known
Errors

Codeless

00B Process
Designer

00B Process
Designer

Hybrid

00B Process Designer workflow and migrated legacy workflow
Process Designer (migrated from legacy object)

Process Designer (migrated from legacy profiles)

00B Process Designer records and migrated legacy records

00B Process Designer alerts and migrated legacy alerts

Legacy or Process Designer (you can choose to continue to use legacy solution
matching during the upgrade process)

00B Process Designer
0O0B Process Designer
Process Designer (migrated from legacy profiles)

00B Process Designer records and migrated legacy records

Process Designer (migrated from legacy Known Errors)
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Change
Management

Request
Management

Request
Fulfillment
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Workflows
Objects
Security

Category
records

Workflows
Objects
Security

Category
records

Workflows
Objects
Security

Category
records

Service Manager Hybrid Migration Guide

Functional implementation

Classic

Legacy

Legacy

N/A

Codeless

00B Process
Designer

N/A

00B Process
Designer

Hybrid

00B Process Designer
0O0B Process Designer
00B Process Designer

00B Process Designer

N/A (unless manually configured)

00B Process Designer
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Functional implementation

Module Classic Codeless Hybrid
Service Level Workflows | 00BProcess  0O0BProcess @ 00BProcess Designer
Management Designer Designer

Objects

Security

Category

records
Knowledge Workflows @ 0O0B Process 00B Process 00B Process Designer
Management Designer Designer

Objects

Security

Category

records

Service Desk

The Process Designer Migration tool makes the following changes to the Service Desk module:

« Workflows: In addition to creating an out-of-box Process Designer Service Desk workflow, the Process Designer Migration tool creates a
migrated workflow (called "Migrated ServiceDesk") that is based on your legacy process configuration.

« Security: The Service Desk module profile is migrated to Process Designer security roles and security rights.
« Objects: The legacy Service Desk objects (incident files) are migrated to Process Designer-based objects.

» Category records: Records in the legacy category, subcategory, and producttype tables are migrated to the Process Designer-based
sdCategory, sdSubcategory, and sdArea tables, respectively.
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Incident Management

The Process Designer Migration tool makes the following changes to the Incident Management module:

o Workflows: In addition to creating an out-of-box Process Designer Incident workflow, the Process Designer Migration tool creates a migrated
workflow (called "Migrated Incident") that is based on your legacy process configuration.

« Security: The Incident Management module profile is migrated to Process Designer security roles and security rights.
« Objects: The legacy Incident Management objects (probsummary files) are migrated to Process Designer-based objects.

« Category records: Records in the legacy category, subcategory, and producttype tables are migrated to the Process Designer-based
imCategory, imSubcategory, and imArea tables, respectively.

o Alerts: Legacy category-based alerts are migrated to the workflow phase-based alerts.

« Solution matching: During the upgrade process, you have the option to migrate to Process Designer-based solution matching (which is
configured in Process Designer security roles). You can also choose to continue using legacy solution matching (which is configured in legacy
security profiles).

Problem Management

The Process Designer Migration tool makes the following changes to the Problem Management module:

« Workflows: Legacy Problem Management processes are not migrated to Process Designer workflows. Instead, an out-of-box Process Designer
Problem workflow is created.

« Security: The Problem Management module profile is migrated to Process Designer security roles and security rights.

o Objects: Legacy Problem Management objects are not migrated to Process Designer objects. Instead, out-of-box Process Designer Problem
objects are created.
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o Category records: Records in the legacy category, subcategory, and producttype tables are migrated to the Process Designer-based
pbmCategory, pbmSubcategory, and pbmArea tables, respectively.

Change Management

The Change Management module was already reimplemented on Process Designer when Process Designer Content Pack 9.30.2 was applied (this
content pack is a prerequisite for upgrading to Service Manager 9.41 Hybrid). Therefore, in Service Manager 9.41 Hybrid Process Designer is fully
implemented in the Change Management module.

Request Management/Request Fulfillment

In Service Manager 9.40, the Request Management Module was reimplemented on Process Designer as the Request Fulfillment module. When you
upgrade to Service Manager 9.41 Hybrid, you are upgraded to Request Fulfillment (that is, Process Designer is fully implemented).

However, to enable this transition, Service Manager 9.41 Hybrid enables you to run Request Management and Request Fulfillment side-by-side.

Workflow migration

The Process Designer migration tool automatically generates Process Designer-based workflows for the Service Desk and Incident Management
modules, based on information in the legacy categories. The workflows are composed of three basic phases, and are named "Migrated Incident"
and "Migrated ServiceDesk" respectively.
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Logging e = JInF‘rﬂgress —ﬁ— _ Closure

T 7

When you view a migrated workflow in the workflow viewer, additional fields are displayed in the Edit Workflow Properties tab. These fields
identify the workflow as migrated.

The Process Designer migration tool pre-populates these fields using legacy information, but you are able to manually configure them. However,
only the Process Designer migration tool can configure a workflow as a legacy workflow; you cannot do this manually.
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The following image displays the additional fields that are displayed in a "legacy" Process Designer workflow.
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B save @, Zoomin ‘=, Zoom out [ Addphase ¥ Delete [ Copy [] Paste Edit Workflow Properties ' Edit Object Properties

Logging e —rv‘lnFrugless e —— Closure

T i

Workflow Based Configuration
| Edit Workflow Properties | Workflow Based Rule Sets ~ Workflow Based Actions ~ Workflow Backend Transitions

Workflow Name* Description

| Migrated Incident |

Font M B I U = A~ A- i E

(L]
&

Table Name*
| probsummany |

tary

HP Propr

M ]
4l grated WOorsrow

Legacy Format Control

| probsummary |

Legacy Open 5tate

| im.cpen |

Legacy Close State

Legacy Default State

| im.view |

Legacy Browse State

| im.browse |
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Note: These additional fields are not displayed when you view non-migrated workflows.

The following table lists the legacy fields from which the values that are used to populate the new fields are obtained.

Field in Legacy field from which the Default value in the migrated Incident Default value in the migrated Service
workflow viewer value is obtained Management workflow Desk workflow
Legacy format "Master format ctrl" field in the probsummary incidents
control legacy object

Legacy open "Open state" field in the legacy im.open sm.open

state object

Legacy close "Close state" field in the legacy Null Null

state object

Legacy default "Default state field" in the legacy im.view sm.view

state object

Legacy browse "Browse state" in the legacy im.browse sm.browse
state object

The value of the "Form Edit Condition" in each phase of the "legacy" Process Designer workflow is retrieved from the legacy display screen.

Phase in legacy workflow Legacy field from which the value is obtained

Logging phase Legacy object -> open state -> display screen -> "1/0 (if RI0)" field
In Progress phase Legacy object -> default state -> display screen -> "1/0 (if RI0)" field
Closure phase Legacy object -> default state -> display screen -> "I/0 (if RI0)" field

The conditional display forms in each phase of the "legacy” Process Designer workflow are retrieved from the display formats of the legacy
category records. For example, the following image displays the conditional display forms of the Incident Management logging phase.
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Phase - Logging

Details Forms ‘ Rule Sets Actions Approvals Alerts

Default Display form

Additional/Display Forms

+ Add Edit 3§ Delete

Name

IM.open.incident
IM.open.incident
IM.open.incident

IM.open.incident

Description

IM.open.incident
IM.open.incident
IM.open.incident

IM.open.incident

Security role migration

Form Condition

(

(
(
(

Category in CurrentRecord ="
Category in CurrentRecord ="
Category in CurrentRecord ="

Category in CurrentRecord ="

‘complaint”)
incident"”)
request for change")

request for informati..

Type

Display Form
Display Form
Display Form
Display Form

Process Designer-based and legacy versions of Service Manager use different security mechanisms. Therefore, the Process Designer migration
tool migrates the legacy security profiles to Process Designer-based security roles.

For more information about the items that are migrated or unchanged after you migrate to Service Manager 9.41 Hybrid, refer to Appendix A of
the Process Designer Migration Guide.

After you migrate to Service Manager 9.41 Hybrid, all profile settings are moved to security rights. However, the legacy profile variables are still
populated when users log in. This maintains compatibility and avoids changes to runtime application code that still uses the legacy variables.

The legacy profile variables of the following five modules are populated from security rights (not from the profile) when a user logs in:

o Change Management: $G.cm3r.environment, $G.cm3t.environment

« Incident Management: $G.pm.environment

o Problem Management: $G.rc.environment

HP Service Manager (9.41)
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o Service Desk: $G.sm.environment

« Knowledge Management: $G.km.environment

Note: The Request Fulfillment module uses the new $G.request.environment and $G.requestTask.environment global variables,
whereas the legacy Request Management module uses $G.ocmq.environment and $G.ocml.environment.

If new boolean, number, character, or array fields have been added to the dbdict of a Profile table, the Process Designer migration tool

synchronizes these changes with the new Process Designer security area.

For more information about the mapping between previous security profiles and current PD security roles and the mapping between security
profiles and Process Designer security rights/settings, refer to the "Incident security roles and settings" topic in the Service Manager Help.

Unmapped legacy profile settings

When you migrate the profile settings to Process Designer security rights, not all legacy profile settings are migrated to security rights. For more
information about the unmapped legacy profile settings, see the Service Manager 9.41 Help.

Object migration

The Process Designer migration tool migrates the legacy Incident Management objects (probsummary files) and the legacy Service Desk objects
(incident files) to Process Designer-based objects. When the migration process is complete, a list of the records that the tool changes is displayed

in the migration report.

The following tables describes how the migration of tailored fields is handled.
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Incident Management
Section Field
Object Info Number record name
Object Info Phase table name
Object Info Paging table name
Object Info Joindef
Object Info Status field
Object Info Assigned to
Object Info Workgroup
Locking Use locking
Locking Lock on display
Locking Lock parent record
Locking Parent lock information
Locking Watch variables

Variables/Global Lists = Local variables

Variables/Global Lists = Global lists

HP Service Manager (9.41)

Status after migration

Tailored value is retained
Tailored value is retained
Tailored value is retained
Tailored value is retained

Tailored value is retained

This is an array type field. Added items are merged into the new object.

This is an array type field. Added items are merged into the new object.

Tailored value is retained

Tailored value is retained

Tailored value is retained

This is an array type field. Added items are merged into the new object.
This is an array type field. Added items are merged into the new object.
This is an array type field. Added items are merged into the new object.

This is an array type field. Added items are merged into the new object.
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Service Desk

Section Field

Object Info Number record name
Object Info Phase table name
Object Info Paging table name
Object Info Joindef

Object Info Status field

Object Info Assigned to fields
Object Info Workgroup fields
Locking Use locking

Locking Lock on display
Locking Lock parent record
Locking Parent Lock Information
Locking Watch Variables

Variables/Global Lists ' Local Variables

Variables/Global Lists = Global Lists

HP Service Manager (9.41)

Status after migration

Tailored value is retained
Tailored value is retained
Tailored value is retained
Tailored value is retained

Tailored value is retained

This is an array type field. Added items are merged into the new object.

This is an array type field. Added items are merged into the new object.

Tailored value is retained

Tailored value is retained

Tailored value is retained

This is an array type field. Added items are merged into the new object.
This is an array type field. Added items are merged into the new object.
This is an array type field. Added items are merged into the new object.

This is an array type field. Added items are merged into the new object.
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Category record migration

Process Designer-based and legacy versions of Service Manager use different category related tables. Therefore, the Process Designer migration

tool migrates the category records in the Problem Management, Service Desk, and Incident Management modules from the legacy category tables
to the Process Designer-based category tables.

Note: You can configure the specific category records that are migrated when you run the Applications Upgrade Utility. For more information
about this, see "Run the Upgrade Utility to upgrade the Service Manager applications to Service Manager 9.41 Hybrid " on page 14.

The Process Designer migration tool can detect and migrate the following customizations to the dbdicts of legacy category tables:

« New fields

Note:
o The Process Designer migration tool cannot migrate new field aliases.
o The Process Designer migration tool cannot migrate the datadict and related scmessage for field captions.

o Although Process Designer migration tool migrates the data in new fields, remember that you must tailor the related Process
Designer-based forms in order to display this data.

« Increases to the length of character-type fields

If there is a conflict between the legacy and Process Designer-based category names, the Process Designer migration tool renames the Process
Designer-based category name to "<original name> codeless."
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Note: You cannot customize the name of Process Designer-based category. If you want to change the category name that is displayed to end
users, you can change the related scmessage for the record.

The Process Designer migration tool also migrates the following Mandanten settings from the legacy category, subcategory, and producttype
tables to the relavant Process Designer-based tables:

« Mandanten field restrictions
o Mandanten restricting queries

Alist of records that are modified by the Process Designer migration tool is included in the migration report.

Problem Management

The following records in the legacy category table are migrated to the Process Designer-based pbmCategory table.

Field name in the category table Field name in the pbmCategory table Default value

name name
N/A sharedflag 5 (Interaction/Problem)
active active

Name description

N/A workflow Problem

company company

The following records in the legacy subcategory table are migrated to the Process Designer-based pbmSubcategory table.

HP Service Manager (9.41) Page 101 of 115



Service Manager Hybrid Migration Guide

Field name in the subcategory table
subcategory

category

N/A

active

subcategory

company

The following records in the legacy producttype table are migrated to the Process Designer-based pbmArea table.

Field name in the producttype table
product.type

subcategory

category

N/A

active

product.type

company

Service Desk

Field name in the pbmSubcategory table Default value
subcategory.name

category

sharedflag 2 (Problem)
active

description

company

Field name in the pbmArea table Default value
area.name

subcategory

category

sharedflag 2 (Problem)
active

description

company

The following records in the legacy category table are migrated to the Process Designer-based sdCategory table.
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Field name in the category table Field name in the sdCategory table

name name

N/A sharedflag
active active

N/A escalate.type

(Fullfilment process)

Name description
N/A workflow
approvals approvals
company company

The following records in the legacy subcategory table are migrated to the Process Designer-based sdSubcategory table.

Default value

3 (Interaction/Incident/Problem)

null

Migrated ServiceDesk

Field name in the subcategory table Field name in the sdSubcategory table Default value

subcategory subcategory.name
category category

N/A sharedflag

active active
subcategory description
company company

3 (Interaction/Incident/Problem)

The following records in the legacy producttype table are migrated to the Process Designer-based sdArea table.
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Field name in the producttype table

product.type
subcategory
category
N/A

active
product.type

company

Incident Management

The following records in the legacy category table are migrated to the Process Designer-based imCategory table.

area.name
subcategory
category

sharedflag

active

description

company

Field name in the sdArea table Default value

3 (Interaction/Incident/Problem)

Field name in the category table Field name in the imCategory table Default value

name
N/A
active
avail.post
Name
N/A

company

HP Service Manager (9.41)

name
sharedflag
Active
avail.post
description
workflow

company

3 (Interaction/Incident/Problem)

Migrated Incident
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The following records in the legacy subcategory table are migrated to the Process Designer-based imSubcategory table.

Field name in the subcategory table Field name in the imSubcategory table Default value

aubcategory.name
category

N/A

active

name

company

subcategory

category

sharedflag 3 (Interaction/Incident/Problem)
Active

description

company

The following records in the legacy producttype table are migrated to the Process Designer-based imArea table.

Field name in the producttype table Field name in the imArea table Default value

product.type
subcategory
category
N/A

active
product.type

company

HP Service Manager (9.41)

area.name
subcategory

category

sharedflag 3 (Interaction/Incident/Problem)
Active

description

company
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Alerts migration

Alerts are configured differently in Process Designer-based and legacy versions of Service Manager. In the legacy Incident Management module,
alerts are category-based; whereas in Process Designer-based systems alerts are configured in workflow phases. Therefore, the Process Designer
migration tool migrates the category-based alerts to the workflow phases.

Incident solution matching migration

Process Designer-based and legacy versions of Service Manager use different Incident solution matching mechanisms. Specifically, legacy Incident
solution matching is configured in legacy security profiles, and Process Designer-based solution matching is configured in Process Designer
security roles. Therefore, the Process Designer migration tool enables you to migrate legacy solution matching to Process Designer-based solution
matching.

Note: You do not have to migrate to Process Designer-based solution matching in Service Manager 9.41 Hybrid. When you run the Process
Designer migration tool, you are given the choice to migrate or to continue to use legacy solution matching. For more information, see "Run
the Upgrade Utility to upgrade the Service Manager applications to Service Manager 9.41 Hybrid " on page 14.

If you want to continue to use legacy solution matching, you must manually migrate the solution matching configuration from the legacy
security profiles to the Process Designer security roles. For more information, see "Migrate the solution matching configuration from security
profiles to security settings" on page 50.

When you upgrade to Service Manager9.41, a "Use Solution Matching?" security right is added to the "Incident" security area. This is required in

order for the Process Designer migration tool to be able to migrate the solution matching configuration from security profiles to security roles. By
default, the value of this security right is set to "true."
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Default Settings

These settings will be inherited by all new roles

[T] Allow Inefficient Query

[7] Can Create Personal Views

[7] Can Create System Views

[7] Lock On Display

[T New thread: List -> Edit

[] Mew thread: Search -> List

[ New thread: View -» Edit

[ Mew thread: View -> Search
[ Skip Inefficient Query Warning

Initial View:

List Format:

Manage Fermat:

m

[-]
-] .

The Process Designer migration tool sets the value of the new "Use Solution Matching?" security right to "true" in the Process Designer security

roles if any of the following options is selected in the legacy security profile:

Check similar problems

Check similar incidents

Check incident duplicates on configuration items

Check incident duplicates on related configuration items

HP Service Manager (9.41)
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Incident Management Security Profile

Profile name : ||

@ security | % Forms | < Incident Matching Options
Check similar problems
Check similar incidents
Check incident duplicates on configuration items

Check incident duplicates on related configuration tems

Max levels: |

Max hits: |

Ak (4

Legacy category table updates

Process Designer-based and legacy versions of Service Manager use different category tables. The Process Designer migration tool can update
the legacy category tables (the category, subcategory, and producttype tables) to synchronize them with the new Process Designer-based
category tables. This enables you to run reports on legacy category tables and to continue to use interfaces that rely on data in these legacy
tables.

Note: You can decide whether to update the legacy category tables when you run the Upgrade Utility. For more information about this, see
"Run the Upgrade Utility to upgrade the Service Manager applications to Service Manager 9.41 Hybrid " on page 14.

The following tables describe the field mapping that is applied if you decide to synchronize the legacy categoriy tables.

Incident Management

The following fields in the Process Designer-based imCategory table are synchronized to the legacy category table.
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Field name in imCategory table Field name in category table Default value

name name
active active

avail.post avail.post
company company

The following fields in the Process Designer-based imsubCategory table are synchronized to the legacy sub category table.

Field name in imSubcategory table Field name in subcategory table Default value

subcategory.name subcategory
category category
active active
company company

The following fields in the Process Designer-based imArea table are synchronized to the legacy sub producttype table.

Field name in imArea table Field name in producttype table Default value

area.name product.type
subcategory subcategory
category category
active active
company company
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Service Desk

The following fields in the Process Designer-based category table are synchronized to the legacy sdCategory table.

Field name in category table Field name in sdCategory table Default value

name name
N/A sharedflag 3 (Interaction/Incident/Problem)
active active

N/A escalate.type null

(Fullfilment Process)

Name description

N/A workflow ServiceDesk_PDCM
approvals approvals

company company

The following fields in the Process Designer-based subcategory table are synchronized to the legacy sdSubcategory table.

Field name in subcategory table Field name in sdSubcategory table Default value

subcategory subcategory.name
category category
N/A sharedflag 3 (Interaction/Incident/Problem)
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Field name in subcategory table Field name in sdSubcategory table Default value

active active
subcategory description
company company

The following fields in the Process Designer-based producttype table are synchronized to the legacy sdArea table.

Field name in producttype table Field name in sdArea table Default value

product.type area.name

subcategory subcategory

category category

N/A sharedflag 3 (Interaction/Incident/Problem)
active active

product.type description

company company
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Appendix B: Updates to the Process Designer
framework

In addition to the changes made by the Process Designer migration tool, a number of updates to the
Process Designer framework are included in all out-of-box modes of Service Manager 9.41. These
changes are required in order to support the Hybrid mode.

RAD routines updated

The following RAD routines are updated to use a doAction call instead of calling processes directly.
e axces.sm
e axces.apm.epmosmu
e axces.apm
e axces.cm3

o cm3r.gs.cancel

These routines are used for input-type event registers and relate to "cm3r,"” "cm3t," "probsummary,”

"incidents," "rootcause," and "rootcausetask” files.

Workflow form updated

The workflow form is updated to display additional fields when you view a legacy workflow (that is, a
workflow that the Process Designer migration tool generated by using information in legacy
categories).

This update is required in order to support the configuration of Process Designer workflows by using
legacy functionality, such as format control, legacy open state, legacy close state, and legacy default
state.
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WSDL definition update

The Process Designer framework is updated to enable you to retrieve the actions of the legacy states in
workflows when you select the action list of a Web Services Description Language (WSDL) definition.
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Send Documentation Feedback

If you have comments about this document, you can contact the documentation team by email. If an
email client is configured on this system, click the link above and an email window opens with the
following information in the subject line:

Feedback on Service Manager Hybrid Migration Guide (Service Manager 9.41)
Just add your feedback to the email and click send.

If no email client is available, copy the information above to a new message in a web mail client, and
send your feedback to ovdoc-ITSM@hp.com.

We appreciate your feedback!
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