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Legal Notices

Warranty

The only warranties for HP products and services are set forth in the express warranty statements accompanying such products and services. Nothing herein should be
construed as constituting an additional warranty. HP shall not be liable for technical or editorial errors or omissions contained herein.

The information contained herein is subject to change without notice.

Restricted Rights Legend

Confidential computer software. Valid license from HP required for possession, use or copying. Consistent with FAR 12.211 and 12.212, Commercial Computer Software,
Computer Software Documentation, and Technical Data for Commercial Items are licensed to the U.S. Government under vendor's standard commercial license.

Copyright Notice

© 1994-2015 Hewlett-Packard Development Company, L.P.

Trademark Notices

Adobe™ is a trademark of Adobe Systems Incorporated.

Microsoft® and Windows® are U.S. registered trademarks of Microsoft Corporation.

Documentation Updates

The title page of this document contains the following identifying information:

« Software Version number, which indicates the software version.
« Document Release Date, which changes each time the document is updated.
« Software Release Date, which indicates the release date of this version of the software.

To check for recent updates or to verify that you are using the most recent edition of a document, go to: https://softwaresupport.hp.com
This site requires that you register for an HP Passport and sign in. To register for an HP Passport ID, go to: http://h20229.www2.hp.com/passport-registration.html
Or click the New users - please register link on the HP Passport login page.

You will also receive updated or new editions if you subscribe to the appropriate product support service. Contact your HP sales representative for details.

Support

Visit the HP Software Support site at: https://softwaresupport.hp.com.
This website provides contact information and details about the products, services, and support that HP Software offers.

HP Software online support provides customer self-solve capabilities. It provides a fast and efficient way to access interactive technical support tools needed to manage your
business. As a valued support customer, you can benefit by using the support website to:

« Search for knowledge documents of interest

« Submit and track support cases and enhancement requests
« Download software patches

« Manage support contracts

« Look up HP support contacts

« Review information about available services

« Enter into discussions with other software customers

« Research and register for software training

Most of the support areas require that you register as an HP Passport user and to sign in. Many also require a support contract. To register for an HP Passport ID, click
Register on the HP Support site or click Create an Account on the HP Passport login page.

To find more information about access levels, go to: https://softwaresupport.hp.com/web/softwaresupport/access-levels.

HPSW Solutions Catalog accesses the HPSW Integrations and Solutions Catalog portal website. This site enables you to explore HP Product Solutions to meet your business
needs, includes a full list of Integrations between HP Products, as well as a listing of ITIL Processes. The URL for this website is
https://softwaresupport.hp.com/group/softwaresupport/search-result/-/facetsearch/document/KM01702710.
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INErOdUCHION L 5
AUIENC 6
PrerequUISItes il 6
ArChiteCtUre 6

Introduction

This HP integration product implements HP Service Manager Exchange with SAP Solution Manager. This
version only implements Service Manager Incident Exchange with SAP Solution Manager. Therefore, this
document focuses on the HP Incident Exchange.

Businesses today increasingly rely on their mission-critical SAP applications. Disruptions in the SAP
environment have a severe business impact. Keeping the system continuously available has never been
more vital for success. In any SAP landscape, business process disruptions caused by an application or
infrastructure incident must be proactively prevented. If disruptions do occur, they need to be quickly
and efficiently resolved. HP and SAP have teamed up to solve this issue.

Incident management in enterprises today consists of disconnected incident management systems that
often implement divergent processes. This situation diminishes collaboration within IT operations,
lowers quality of service and productivity.

The integration of SAP Solution Manager Service Desk with HP Service Manager provides a cohesive
Incident and Service Request Management solution for the entire enterprise, resulting in higher
enterprise availability, improved service quality and reduced IT costs.

HP Incident Exchange builds a dynamic link between HP Service Manager Software and SAP Solution
Manager Service Desk and improves the Incident and Service Request Management Process throughout
the entire enterprise. HP Incident Exchange offers dynamic integration between HP Service Manager
and SAP Solution Manager Service Desk for improved incident workflow.

The interface to exchange support messages between HP Service Manager and SAP Solution Manager
Service Desk was designed and developed jointly by HP and SAP and is certified by SAP.
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Audience

This document is intended for the following audiences:

« Incident Analysts (and others involved in Incident Management, such as operators)

o Solution Manager User

« System Administrators (for installation and initial configuration)

Prerequisites

Refer to the HP Service Manager Exchange with SAP Solution Manager Installation and Administration

Guide for the supported component versions.

Architecture

SAP Solution Manager

ed Service Desk 1
: | SAP Solution Manager
HP Service Manager |« > SMSSMEX 9 > Service Desk 2

“u| SAP Solution Manager
Service Desk 3

SMSSMEX integrates a single Service Manager server with multiple external helpdesk systems.

SM

HP Service Manager WebService Tomcat ap

(serven | o WetSernice SAP Solution
Event In e

—~ SMSSMEX (O Manager

~ WebService

SMSSMEX || N -

Client Code SM WebSenvice
1 SAP Iy
Y WebSenvice v

o SMSSMEX SAP
Database Database Database

o HP Service Manager Server is the HP service desk system.

-

« Service Manager DB provides persistent storage for HP Service Manager.
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o SMSSMEX Client Code consists of RAD and Java scripts, table definitions and GUI formats. The
SMSSMEX webservices are called from this client code.

o WebServer is a Tomcat Web Application Server or WebLogic Application Server that hosts the
SMSSMEX WebService (deployed as a .war file).

o SMSSMEX WebService exposes the incident webservice of HP Service Manager in the SAP format and
transfers client requests to SAP Solution Manager webservices.

o SMSSMEX Database provides persistent storage for the SMSSMEX WebService.

o SAP Solution Manager is the Service Desk.
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Set up SAP Instance Clin Service Manager .. ... . 8
SM 7.171 to SAP Solution Manager 7.1 10
SM 9.x to SAP Solution Manager 7.1 .. L 20
SM 9.x with Process Designer Content Pack 9.30.3 (PDCP 4) to SAP Solution Manager 7.1 ............ 32
SAP Solution Manager 7.1 t0 SM 7.1 42
SAP Solution Manager 7.1 t0 SM O.X ... L 53
SAP Solution Manager 7.1 to SM 9.x with Process Designer Content Pack 9.30.3 (PDCP4) ............ 63

Set up SAP Instance Cl in Service Manager

1. Log on to Service Manager as Config.Manager.
2. Click Configuration Management > Search Cls.
3. Set SAPInstance for the Type field.

4. Click New.
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5. Create a SAPInstance Cl, and provide SAP Instance Info.

000 Queus: My To DaLet | Configuration Item: SAPInstanceson *
7 & - = Mare =

Favarites and Dashboards Clidentifier Type

Configuraton Management ] sap appication
Wanage Software 4| SAFmstanceddd sapinstance
Search O

Incient Management

Knowledge Management

Legacy Incident Management 1f020t2

38 cancel 7 Previous T Next [ Save & Ext [ Save | Morew | Sciec sechor
© Managed State

Network

|Pages:1 | -

Location Model

# Cl Changes

| Relationship Changes

i Relationships

i _Relationship Graph

=

Software

B

Cl Owner

E

Subscribers

i

Location

=

Vendor

5

Audit

i

Metrics

5

Financial

[

Attachments

[

SAP Instance Info

System D
nstalation Number

Clent

s
0020314952
00

To get System ID, Installation Number and Client information from SAP:

-

Log on to Service Manager as Config.Admin.

2. Click Configuration Management > Configuration Item Relationships.

3. Select MyDevices as the Upstream Cl.
4. Select the sapinstance ci as the Downstream Cl.
5. Fillin other fields.

6. Click Add.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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7. Click OK.

P8 HE Service Manager

I To Do Queue: My To Do List ” Configuration Item Relationship 1
& ® | @ox §8 cancel b Add [F] save O, Find [ Fin | Wore -

Favorites and Dashboards

[ Configuration ltem Relationship record added.

Configuration Management
> Configuration Management Administration Configuration ltem Relationship
» Configuration Management Reports

Configuration Management Setup Upstream Cl: + MyDevices Du O\

Baseline Wizard

Relationship Name: * test
¢l Queve Relationship Type: @ Logical
Configuration item Relationships N
lanage Software Physical
Search Cls Relationship Subtype: * Composition Ral=d
Incident Management Downstream Cle: | SAPInstance800 D"Q
Knowledge WManagement Duq
Legacy Incident Management Dﬂ Q
A
Qutage Dependency
] Outage Dependency
This Configuration tem will be considered down if
or more of the supporting configuration items are down
SM 7.11 to SAP Solution Manager 7.1
Create anincident in Service Manager ... 10
enanewincident tosend to SAP . Ll
0 dent t d to SAP 11
Open the incident in Solution Manager ... 12
Check updates in Service Manager .. . 16
Synchronize new information with Solution Manager ... ... .. 17
Check updates from Service Manager ... ... .. 18
Update the incident status in Solution Manager ... ... . . 18
Close the incident in Service Manager .. . L 19
Check the incident’s status in Solution Manager ... ... .. 20

Create an incident in Service Manager

1. Log on to Service Manager as a user with the open incident permission.

2. Click Incident Management > Open New Incident. The incident ticket quick add form opens.
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3. Fillin required fields for the new incident as necessary:

4.

5. Click Submit and then click Open New Incident to create an incident.

m Set MyDevices for the Service field.

m Select a Cl of the SAPInstance type for the Affected Cl field. The SAPInstance Cl describes the
client information of Solution Manager, such as SystemiD, Installation Number and Client.

Caution: You should first select Affected Service and then select Affected Cl. Please follow

the sequence.

Complete the other required fields.

Open a new incident to send to SAP

1.

2.

Click Incident Management > Search Incidents. The Display Which Incident Tickets form opens.

In the Incident ID textbox, type the ID of the new incident created in step 1 and click Search. The

incident opens.

[E— ek Incident ‘E Incident Queve: All Open Incidents Ly PR (I N8 (LAt N
P ok §3 Cancel [FSave & Undo 53 Close O, Find = Fil (D) Clocks Send Incident '] Apply Template =
== I
. =
Tnident 10: IMI0236 | % Incident Detal | % Sap Sohtion Mana. .. | & Activiiss | < Affected Services | & SLA | % Related Records | 72
Status: [ooen) -
Assignment Group: “application il Category: Incident =
Assignes: = Area: access &
vendor: = Sub-area: authorization error =
Reference Humber; It e =
affected Items Urgency: ] |v
Service: i =
ervice: MyDevices =il 1* Priarity: 1 - Critical
Affected CI: [5APInstanceson ElET ‘ 2
O critiesl 1 [ Pending change Service Contract: =]
[ cris aperational (no outage) SLA Targst Date: [b8/20/1z 12:00:00 =]
Outage Start: [FErEz oL 5 =l Alerk Status: apen
Cutage End:
Ltags En [ [~ [ Problem Management Candidate:
Location: I Bl [ candidate for Knawledge 0B
Closure Code: &l
Tle: Solution:
[incident: From Service Manager |
Deseription: Search Knowledge
rast incident exchange -

3. Click the Sap Solution Manager tab and select a Solution Manager client in the SAP Solution

Manager drop-down list.
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% Incident Detail | & Sap Selution Manager | & Attachment

SAP Solution Manager I&&P Solhanl - @

SAP SolMani
Hidden Metadata AP 5o

Date

4. Click Send Incident to send the incident to SAP.

5. Service Manager receives the Request accepted message after the incident is sent to middleware
successfully. Click OK to close the incident window.

(i) Incident IM10236 triggers external helpdesk "exthd1’ with response "= < \Request accepted”.

Incident ID: IM10236

6. After a few minutes, re-open the incident to check whether it is sent to SAP. If the incident is sent
successfully, Service Manager receives the Incident ID message from SAP.

i Incident Detail | “ 5ap Solution Mana... | i Akivities | G Af

‘@ Journal Updates | i Hiskoric Activities |

---08/16/2012 07:140:19 local (event);
ncident ID at external helpdesk is 3000000145

7. Click OK to close the incident window.

Open the incident in Solution Manager

1. Log on to Solution Manager.

2. Click Work Center > SAP Solution Manager: Work Center (SAP GUI) to open Solution Manager
Work Center.
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= Mernu

&

Edit

Eavorites

Extras  Systern  Help

MR Cae CHRER 0o BE @

SAP Easy Access - User menu for zhiu wei

(& ™ & | saother menu

~ = Favarites

&l & | » a | [create role

. Salution Manager: Wark Centers URL
~ 4 User menu for zhu wei

¢ [l Business Partner

v ClEW - Reporting: administrator

v ClEW - Reporting: Display User

v [ Service Desk - Administrator

= 4 wigrk Center

(e Wl
g L@ SAP Solution Manager: wiork Cernter (SAF‘Gui)_L

« ) SAP Solution Manager: Work Center (URL)

T Suppart Desk
[l Service Desk Interface
Tl work Carter
T Suppart Desk

+ 12 CCMS Monitaring

e FDA rmar RAo il o feleiio oL

=T N P

SAP Solution Manager: Work Centers

@Assign LISErs D’,fDDcumentatiDr

- Change Management | SAP Soltion Manager Configuration

Root Cause Analysis Incidert Management Job Managemert

SAP Engagement and Service Delivery Solution Manager St

1) L]
Projects

Requests for Change
Change Documents
Systemn Recommendations
Maintenance Optimizer
License Management
Queries

Reports

¥ Common Tasks

Hew Request for Change

Hew Defect Correction

Hew Maintenance Transaction
IT Service Management

~ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Validation
SAP Links

SR S wannet Dirwtal

“our assigned Business Partner: zhu wel /0= (131)

Projects

My Quality Gate Management Projects

Quality Manager Quality Advisory Board Favorites

Regquests for Change

You have no Change Requests

Maintenance Optimizer Requests

3. Click Common Tasks > IT Service Management. The SAP Solution Manager IT Service Management

page opens in Explorer.
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E' ¥ Solution Manager IT Service Management

Incident Management
Home
Search
Worklist
Activities
Calendar Incicdent Templates
Incidents
E-Mail Inbox Knowledge Sricles
Problem Templates
Master Data Problems
Change Request Mana. . *
Reports

Incident Management b

ST (EETS » Solution Manager Reporting

Create

Problem
Defect C

4. Click Search > Incidents to open the search window.

5. Type theincident ID in Search Criteria and then click Search. The incident is displayed in the Result

List.

Search: Iincidents

Search Criteria

Incidert ID 6000000145
Created On
Status

Business Partner D

=
3
Maximum Number of Resuts

Result List: 1 Incident Found

+
+
+
+

4 4[4[«

4 4[4[«

Elosck ~

Hicle Search Fie

[Cimee ([ [ MNewe from Templste  Creste Followe-Lp
D | RT Status IRT Lisage IRT MPT Status MPT Usage MPT Descrigtion Pricrity Created On | Status

ma s

Reporer | Calegory | Transactio

000000145 0% 0% incident from Service Manager 1 VeryHgh 16082012 Hew

Incicert

6. Click the incident ID link to open the incident.

7. Fillthe required fields (Reporter) and change the Status to In Process.
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Incident: 8000000145, incident from Service Manager

[Slsave | Display | 3€ Cancel | [ New  New from Template |[( | Create Follow-Up | Actionss | Mores

~ Details

[ Ecit

General Data

D

Customer:
Reporter
Processor
Service Team

Processing Data
Status:
Impact
Recommended Priarity

Dates

Createdt
Changed

First Response by

Click Add Text in Text

Description

Category
|poooono4s |
Level1
[incident from Service Manager |
Level 2
[HPsRED-5H |
Level
[zhuziin |
Level &:
[zhu wei 5]
‘ =]} Soltion Categary;
Relationships
(e [~] Relater Prablem
| Priority:s [1: Very High [+ Related Knowledge Article:

Reference Objects

[16:082012 08:23 Installed Base:

\ & |

\ a |

\ & |

| |
[16:08.2012 | [osz3 | Instailzd Base Camponsnt SLM 0020314362 500
\ | [ =]
drop-down section to add description for the incident.
Incident: 8000000145, incident from Service Manhager
[E]zave | Display | 3 Cancel | [ Mew  Mew from Templste | [ | Creste Follow-Up | | Actions= | Mores
First Responze by: | | | | - |
IRT Status: 0%
e by | | | | - |
MPT Status: 0%

* Text Add Text =
Description

B
Ty
<IHE

| Insert Text Template  Maintain Text Templates

4 ) (B[]

description from SAP|

9. Click Save. The incident information synchronizes with Service Manager automatically.

Note: Solution Manager autosaves the text field periodically. The auto-saved text field is not

synchronized with Service Manager.

10. Click Display to switch the incident to view mode.
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Check updates in Service Manager

1. Click Incident Management > Search Incidents. The Display Which Incident Tickets form opens.

2. Inthe Incident ID textbox, type the ID of the new incident created in step 1 and click Search. The
incident opens.

3. Click the Sap Solution Manager tab to view the incident’s status from Hidden Metadata.
m Requester: Indicates the incident is sent by Service Manager. Solution Manager is the provider.

m ProviderProcessing: Indicates the incident is being processed by Solution Manager.

4 Incident Detail | < Sap Solution Mana...l @ Activities | w Affected Services | @ SLA | “ Related Records |”2

SAP Solution Manager |5np SalMani | - |Q |

Hidden Metadata |Requester:ProviderPrncessing |
Date | Update I
03/16/12 03:29:45 |:>=:Createu:| incident in External Helpdesk ;SAP Solution Manager, Incident Id at External Helpd

4. Click Activities tab > Journal Updates tab to view the message from Solution Manager. As shown
in the following screenshot, Service Manager receives the message “description from SAP” from
Solution Manager. The read-only textbox displays messages from Solution Manager every time the
incident is updated.

“ Incident Detail | “» 3ap Solution Mana. .. | i Activities | i AOffected Services | & SL

“» Update | < Journal Updakes | <« Histaric Activities |

F---03/16/12 02: 20: 36 U5 Mountain {ovicke:

iwdditional infarmation received Fram External Helpdesk : SAP Salukion Manager
F---08[16/12 02:14:03 US/Mountain {ovicke:):

wdditional infarmation received from External Helpdesk : 4P Solution Manager
description from SAP

F---08f16/2012 07 :40:19 local (event):

Incident ID ak external helpdesk is 000000145
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5. Click Activities tab > Historic Activities tab to view updated log from Solution Manager.

EEETEE USRI L

& Incident Dekail | & 5ap Solution Mana. .. | & Activities | & Affected Services | & SLA | & Related Records |»2

& Update | & Journal Updates | & H

Filter By Activity Type: | | — " Filker |
Date Time | Type | Cperatar | Cescripkion |
0aM1a/12 02:20:36 External Update ovickex Additional information received From Ex. ..
03/16/12 02:14:04 External Update ovickesx Additional information received from Ex...
03/16/12 01:40:19 Update from Customer ovickex 2000000145
03/16/12 01:23:15 operator update zhulin Incident has been sent to SAP Solution.
03M16/12 01:15:47 Qpen zhulin test incident exchange

Synchronize new information with Solution Manager

1. Click Activities tab > Update tab and type information in the Update textbox.

s Incident Detail | “» 3ap Solukion Mana... | i Ackivities | i Affected Services |

& Update | & Journal Updates | “ Histaric Ackivities |

| = O
pdate;

dd info From Service Manager

2. Click Add Info to synchronize with Solution Manager and then Service Manager receives the
message “Request Accepted”.

3. Click OK to close the incident window.
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Check updates from Service Manager

1. Search the incident and then open it.

2. As shown in the following screenshot, Solution Manager receives update from Service Manager.

- Text Acd Test= | hdzintsin Text Templates:
Text Log
Description

16.0582012 10:35:53  zhu wei fD-

16.03.2012 1003557

03ME2012 07 40:19 local (evert]):

Incidert ID &t external helpdesk iz S000000145
08ME6M 2 02:35:46 USMountain (zhulind:

add info from Service Manager

Description
16082012 1014:02 zhu weei FD-

descrigtion from ZAP

Update the incident status in Solution Manager

1. Search the incident and open it.
2. Click Edit to switch to the edit mode.
3. Change the status to Customer Action and then save it.

The incident’s status must be changed to Customer Action or Proposed Solution in Solution
Manager if the incident is closed in Service Manager.

4. Click Add Text to add a Reply type of Text. This is the solution provided by SAP.
5. Add a Send Solution to External Service Desk scheduled action.

6. Click Save.
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7. Click Display or Cancel to release the incident in Solution Manager.

w Details

[ & Ecit

General Data

Processing Data

Dates

ID:
Description:
Custometr:
Reporter:
Processor:

Service Team:

Status:
Impact:

Recammended Priority:

Created:
Changed:
First Responze by:

IRT Status:

FO000001 45

incidert from Service Manager
HP=W-RED-5H

zhu zl lin

zhu weei

Custamer Actian

Urgency:

Priority:

16.08.2012 09:23

16.08.2012 10:43

(] 0%

Close the incident in Service Manager

1: Wery High

1. Click Incident Management > Search Incidents. The Display Which Incident Tickets form opens.

2. Inthe Incident ID textbox, type the ID of the new incident created in step 1 and click Search. The

incident opens.

3. Click Cloese Incident to close the incident in Service Manager.

Caution: The incident status in SAP Solution Manager MUST be Customer Action or Proposed

Solution, then the incident can be closed in HP Service Manager side.

Note: Wait for a few minutes after you clicked the Close Incident button. The Close Incident action

is unsynchronized between HP Service Manager and SAP Solution Manager.
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Check the incident’s status in Solution Manager

1. Search the incident and then open it.

2. Solution Manager displays the message “The message is already closed”.

3. The incident’s status is changed to Confirmed.

Incident: 8000000145, incident from Service Manager

| | | 5 Mewe  Mesw from Template |[ | Creste Follow-Up | Actionss | Mores
0 The message is already clozed
- Details [ 7 Ecit
General Data
D 80000007 45
Description:  incident from Service Manager
Customer:  HPSW-RE&D-ZH
Reporter:  zhu zllin
Processor:  zhu wei
Service Team:
Proces<=ing Data
Status:  Confirmed
Impact: rgency:
Recommended Priority; Priority:  1: Very High
Dates
Created:  16.05.20M2 0923
Changed: 16.08.2012 10:46
First Response by:
IRT Statuz:. @ 0%

Due by

MPT Status: @ 0%

SM 9.xto SAP Solution Manager 7.1

Note: The following steps are also applicable when integrating SAP Solution Manager Service Desk
with HP Service Manager 9.4x Classic.

Create anincident in Service Manager
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Openanewincident to send t0 SAP . L 23
Open the incident in Solution Manager .. ... 24
Check updates in Service Manager ... .. 27
Synchronize new information with Solution Manager ... ... ... .. 28
Check updates from Service Manager ... ... .. 28
Update the incident status in Solution Manager ... ... . . 29
Close the incident in Service Manager .. ... .. 30
Check the incident’s status in Solution Manager ... . ... 31

Create an incident in Service Manager

1. Log on to Service Manager as an Administrator.

2. Click Incident Management > Open New Incident. The incident ticket quick form opens.

[ 7o D0 Guete: My To Do List | Potentislly Related Tncidents by Asset | Displsy Which Incidert: Tickets? || Tncident ueus: Allopen Incderts || Display Which Tncident Ticksts? ” New Incident

Eg=3 « | | $8cancel EFsavesExit [Esave [ Apply Template | More +

Favorites and Dashboards

Change Managemert

Configuration Managsment {ElIncident Details
Incident Management
Todls Incident D 10181 ssignment Group. g
Incident Gueus Status Dpen - Assignee | g
Open New Incident verdor | &
Search Incidents
Affected Service + endor Ticket
Search Knowledgebase O I T I
ece e
Knawledse Management [ feifey =
[ Clis aperstionsl (o outsge) Colegary  incidert
Problem Manegement
area o =
Request Management
Ouagestart | & Subarea < =
Service Catalog
ouegeEnd | &
B L=l Service Contract mpact = =
Service Level Management
Urgeroy | v
System Administration
Taloring THe
Miscelancous Description =
Approvel Delegalion a
Servicebanager Ml
System Status E=
ToBo Gueve = Probiem Candidate
MySH

3. Fillin required fields for the new incident as necessary:
a. Click Fill to select an Assignment Group.
b. Click Fill to select the applicable Affected Service, “MyDevices”.

c. Click Fill to select the Affected Cl. The Cl describes the client information of Solution Manager,
such as SystemlID, Installation Number and Client.
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Caution: You should first select Affected Service and then select Affected Cl. Please
follow the sequence.

d. Type a Title for the incident.

Note: The Default Impact and Priority values of the affected Cl are automatically
populated to the Impact and Urgency fields of the incident record. You can manually
change these auto-populated values if needed.

Caution: If you specify the Impact and Urgency values first and then specify an Affected Cl
with an empty Default Impact or Priority value, the Impact or Urgency value you selected
for the incident record will be cleared.

e. Type a Description for the incident.
f. Click Search Knowledge icon to see if the issue is already logged in the knowledgebase.
g. Complete the required fields in the Incident Details section.

h. Complete the form with any other relevant information.

[ 7o 0o Quetiery ToDoList || Potentialy Relsced Incidents by Assst || Displsy Which Incident Tckets? || Inciclnt Queus: Al Open Inciderts || Display Whih Incident Tckets? |[ New Incident @
e « || 8cancel ESaveabit [5ave [X) Apply Tempisie | Hore - a5
Favorites and Dashboards
Ghange Management
Configuration Management & Incident Details
Ingidert Management
Tools Incident D a1 0181 Assignment Group. [ ppication =i
ncidert Gueue Stotus fopen = dssianee | =
Open ew incidert Vendar =
Search Inciderts Affectea Servics +fiDavioes FOE Vendor Tiket |
Seerch Knowlecgehase ool 0
ettt Faprmemn o
Knewldge banagement APinstance00 iy
[~ Clisperstionsl (no cutage) Category  incidert
Probiem Management
Area +feoess
] 2 El
e Outage Start [ & Subarea  Eufhorization error =
= usgzEnd | o
Servies Coniract npact 7 rterprse =
Ugeney = Tign =
Tl #fncidert from SME31
Desciition +[5ass from SHE31 =
Approval Delegation a
Servicehtanager hial
System Status =

Ta Da Queue

[—
My St =

4. Click Save&Exit and then click Open New Incident to create an incident.
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Open a new incident to send to SAP

1. Click Incident Management > Search Incidents. The Display Which Incident Tickets form opens.

2. Inthe Incident ID textbox, type the ID of the new incident created in step 1 and click Search. The
incident opens.

[ 7o Do Queue: My Ta Do List || Fatentially Related Incidents by Asset || Display which Incident Ticksts? || Incident Queus: ANl open Incidents ” Update Incident Number IM10181 *

8 cancel Bisavesbd [Fsave $ECiose ncidert Fosend incidert [ apply Template | Ware +

‘ (i) USMountain 09/26M2 00:14:01: Incident IM10181 has been opened by falcon

= Incident Details

Incident ID 10181 Assignment Group + B ppication M ﬂo‘

Status IODE” M Azsignes | ﬂ

Cortact “endor I ﬂ
Location | ﬂ “endor Tickst I

Aftecter Service = b Devicos Category = fngident

Affected €I Eapinstancea0d

Outags Start
Outage End
Servics Contract

[ Clis Opsrational (o cutags)

Jooiz6i12 001401

area +feccess

Subares = Binorization error

oz

Impact *|1 - Enterprise

Urgeney [~ Figh
Friorty 1 - Critical

SLA Target Date

EE

Title # Jncicert from SMa31

Description =(Desc from Smas1 =]
Clasure Code [ =] [~ Prohlem Candidate [ Knowledge Candicate
Salution | =

3. Extend the Sap Solution Manager tab and select a Solution Manager client in the SAP Solution
Manager drop-down list.

= Sap Solution Manager

SAP Solution Manager

SAP SolMan1 =/

Hidden Metadata | SAP SolMan0 -

SAP SolMan

4. Click Send Incident to send the incident to SAP.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)

Page 23 of 76



User Guide

Chapter 2: User Scenarios

5. Service Manager receives the Request accepted message after the incident is sent to middleware
successfully. Click OK to close the incident window.

[ To Do Queue: My To Do List ” Search Incidents "]
$2 Cancel [ Save & Exit [B] Save 52 Close Incident [7) Apply Template = More~

|@ Incident IM10181 triggers external helpdesk 'exthd1’ with response "Request accepted".

6. After a few minutes, re-open the incident to check whether it is sent to SAP.

If the incident is sent successfully, Service Manager receives the Incident ID message from SAP.

Journal Updates | __pg9/26/2012 06:26:52 US/Mountain (event):
Incident ID at external helpdesk is 8000000233

7. Click Cancel to close the incident window.

Open the incident in Solution Manager

1. Log on to Solution Manager.

2. Click Work Center > SAP Solution Manager: Work Center (SAP GUI) to open Solution Manager
Work Center.
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= Mernu

&

Edit

Eavorites

Extras  Systern  Help

MR Cae CHRER 0o BE @

SAP Easy Access - User menu for zhiu wei

(& ™ & | saother menu

~ = Favarites

&l & | » a | [create role

. Salution Manager: Wark Centers URL
~ 4 User menu for zhu wei

¢ [l Business Partner

v ClEW - Reporting: administrator

v ClEW - Reporting: Display User

v [ Service Desk - Administrator

= 4 wigrk Center

(e Wl
g L@ SAP Solution Manager: wiork Cernter (SAF‘Gui)_L

« ) SAP Solution Manager: Work Center (URL)

T Suppart Desk
[l Service Desk Interface
Tl work Carter
T Suppart Desk

+ 12 CCMS Monitaring

e FDA rmar RAo il o feleiio oL

=T N P

SAP Solution Manager: Work Centers

@Assign LISErs D’,fDDcumentatiDr

- Change Management | SAP Soltion Manager Configuration

Root Cause Analysis Incidert Management Job Managemert

SAP Engagement and Service Delivery Solution Manager St

1) L]
Projects

Requests for Change
Change Documents
Systemn Recommendations
Maintenance Optimizer
License Management
Queries

Reports

¥ Common Tasks

Hew Request for Change

Hew Defect Correction

Hew Maintenance Transaction
IT Service Management

~ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Validation
SAP Links

SR S wannet Dirwtal

“our assigned Business Partner: zhu wel /0= (131)

Projects

My Quality Gate Management Projects

Quality Manager Quality Advisory Board Favorites

Regquests for Change

You have no Change Requests

Maintenance Optimizer Requests

3. Click Common Tasks > IT Service Management. The SAP Solution Manager IT Service Management

page opens in Explorer.
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E' ¥ Solution Manager IT Service Management

Incident Management

Home

Search
Worklist

Activities
Calendar Incicdent Templates

Incidents
E-Mail Inbox Knowledge Sricles

Problem Templates
Master Data Problems
Change Request Mana. . *
Incident Management b Bepois B x

ST (EETS » Solution Manager Reporting

Create

Problem
Defect C

4. Click Search > Incidents to open the search window.

5. Type theincident ID in Search Criteria and then click Search. The incident is displayed in the Result
List.

Search Criteria

[Incident 1o [=] [is | = | [soo0000233 | @& &
[created on [=] [is [=] @ =+ =
[status [=] [is [=] [=] ® =
|Elu3iness Partner ID | vl |is |v | | || * -
Maximum Humber of Results:
Save Ssarch As: | [[Blsave |
Result List: 1 Incident Found
O mewe ([ O Mewe from Templste  Creste Followe-Up
[ | IRT Status IRT Usage IRT MPT Status MPT Usage MPT Description
SO000000233 0% 0% Ircicent from Sh931

6. Click the incident ID link to open the incident.

7. Fillthe required fields (Reporter) and change the Status to In Process.
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~ Details

[ Edit

General Data

D

[pooooonzaz

Description;*  Incisent from SM31

Customer:
Reporter:
Processor:
Service Team

Processing Data

Status:

Impact:

Priarity:

[HPsw-RBD-5H

[zhuzlin

[zhu e

: [nProcess

[
d

Dates
Createt

Changedt

First Response by:

IR Status:

Due by:
MPT Status:

Priatity:= 2 High [~

(26082012

[28.082012

Category

Relationships

Reference Objects

Level 1

Levelz |
Level 3 |

Leveld |

Sclution Category

Related Proklem:
Related Reguest for Change;

Related Knowlzdge Article:

Installed Base:

Installed Base Componert

Al [ ]
Al [ |

Al [

3258 SLM 0020314982 800

8. Click Add Text in Text drop-down section to add description for the incident.

9. Click Save. The incident information synchronizes with Service Manager automatically.

Note: Solution Manager autosaves the text field periodically. The auto-saved text field is not

synchronized with Service Manager.

10. Click Display to switch the incident to view mode.

Check updates in Service Manager

1. Click Incident Management > Search Incidents. The Display Which Incident Tickets form opens.

incident opens.

In the Incident ID textbox, type the ID of the new incident created in step 1 and click Search. The

Extend the Sap Solution Manager tab to view the incident’s status from Hidden Metadata.

m Requester: Indicates the incident is sent by Service Manager. Solution Manager is the provider.

= ProviderProcessing: Indicates the incident is being processed by Solution Manager.

= Sap Solution Manager

SAP Solution Manager  exthd1

Hidden Metadata

Requester ProviderProcessing

Date
09/26/12 00:26:52

Q

Update

['3] Created incident in External Helpdesk -SAP Solution Manager. Incident Id at External Helpdesk is 8000000233, External

4. Extend Activities tab to view the message of Journal Updates. As shown in the following
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screenshot, Service Manager receives the message “Desc from Solution Manager” from Solution
Manager. The read-only textbox displays messages from Solution Manager every time the incident

is updated.

= Activities

New Update Type - Visible to Customer

MNew Update

o

Journal Updates  __no/26/12 00:34:35 US/Mountain (ovictex):
Additional information received from External Helpdesk : SAP Solution Manager
Descfrom Solution Manager
—09/26/2012 06:26:52 USiMountain (event): -

Activity Type - w
Date/Time Type Operator Description
002612 00:34:35 External Update D Addnmna\_mfurmalmﬂ received from External Helpdesk
e e—— SAP Solution Manager
09/26/12 00:26:53 Update from Customer ovictex 8000000233
09/26/12 00:24:23 operator update falcon Incident has been sentto SAP SolutionManager.
09/26/12 00:14:01 Open falcon Descfrom SM931

Synchronize new information with Solution Manager

1. Extend Activities tab to input “Update from Service Manager” message into New Update textbox.

= Activities

New Update Type - Visible to Customer

New Update |Update from Service Manager

2. Click Add Info to synchronize with Solution Manager and then Service Manager receives the

message “Request Accepted”.

3. Click Cancel to close the incident window.

Check updates from Service Manager

1. Search the incident and then open it.

2. As shown in the following screenshot, Solution Manager receives update from Service Manager.
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* Text Add Texts | hzintain Text Templates
Text Log

Description
2B092M2 092855 zhu weilD-

26.0920M2 092894

09,2602 2 07:23:55 USMourtain (evernt):
Incident ID at external helpdesk iz 8000000237
097261 2 01:28:51 UsMountain (falcon):
Upidate from Service Manager

Update the incident status in Solution Manager

1. Search the incident and open it.
2. Click Edit to switch to the edit mode.
3. Change the status to Customer Action and then save it.

The incident’s status must be changed to Customer Action or Proposed Solution in Solution
Manager if the incident is closed in Service Manager.
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4. Click Display to switch to the view mode.

¥ Details [ Edlit
General Data

IC:
Description: *
Customer:
Repotter:
Processot:
Service Team:

Processing Data
Status:
Impact:
Recommended Priarity:

Dates

Created:
Changed:
First Response by
IRT Status:

[gooooo0z33 |
[Incidert trom Shg31 |
[HP=wi-RaD-5H |
|zhu Zl lin |
|zhu el ||
| [u]
|Customer Action | - |
| o] ey | B
| | Pricrity:* |2: High |v|
[26.09.2012 | [og24 |
[26.09.2012 | [oas0 |
| | | [~]
0%

Close the incident in Service Manager

1. Click Incident Management > Search Incidents. The Display Which Incident Tickets form opens.

2. Inthe Incident ID textbox, type the ID of the new incident created in step 1 and click Search. The

in

cident opens.

3. Click Close SAP Incident to close the incident in Service Manager.

Caution: The incident status in SAP Solution Manager MUST be Customer Action or Proposed
Solution, then the incident can be closed in HP Service Manager side.

Note: Wait for a few minutes after you clicked the Close SAP Incident button. The Close Incident

action is unsynchronized between HP Service Manager and SAP Solution Manager.
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Check the incident’s status in Solution Manager

1. Search the incident and then open it.

2. Solution Manager displays the message “The message is already closed”.

The incident’s status is changed to Confirmed.

Incident: 8000000233, Incident from 51931

0 The mezzage iz slready clozed
[ Edit

General Data

 Details

D 8000000233
Description:  Incident from SM931
Customer:  HPSW-RED-SH
Reporter:  zhu zl lin
Proceszor:  zhu wei
Service Team:
Processing Data
Status:  Confirmed
Impact: rgency:
Recommended Priority: Priority:
Dates
Created. 26092012 0g:24
Changed: 26.09.2012 0504
First Response by
IRT Status: @ 0%
Due by
MPT Status: @ 0%

| [ Mewe  Mew from Template  |[[5 | Creste Followe-Up | Actions =

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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SM 9.x with Process Designer Content Pack 9.30.3
(PDCP 4) to SAP Solution Manager 7.1

Note: The following steps are also applicable when integrating SAP Solution Manager Service Desk
with HP Service Manager 9.4x Codeless or 9.4x Hybrid.

Create anincident in Service Manager ... 32
Openanewincident to send to SAP ... . . 34
Open the incident in Solution Manager ... .. 35
Check updates in Service Manager ... ... .. 39
Synchronize new information with Solution Manager ... ... ... 40
Check updates from Service Manager .. ... ..o 40
Update the incident status in Solution Manager ... ... ... 40
Close the incident in Service Manager . ... ... . 41
Check the incident’s status in Solution Manager ... . ... 42

Create an incident in Service Manager

1. Log on to Service Manager as Incident.Manager.

2. Click Incident Management > Open New Incident. Click the Incident category. The incident ticket
quick form opens.
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[Foom ey aBower | wew modent ™|
A=) « | § cancel [7] save [ Save &Exit [*] Apply Template = More +

Favorites and Dashboards Incident

Incident Management
Tile: + SM Incident

Description: | Incident from SM
Open New hcident

Search incidents

Search Incident Tasks

Search Knowledgebase

Knowlsdge Management Incident O 10136 Category: incident
Legacy Incident Wanagement Status: Open Subcatsgary:

Phase: Logging Area

Affected Service; * MyDevices el N Impact: + 4~ User
Affected CI SAPinstance800 [of=iE1 S Urgency: +4-Low
Clis operational (no outage) Contact Person:
Location
Outage Start Time: E
Outage End Time: =
Workflow | Attachments
{ T g b v
=
Logging \ Categorization  [2r investigation  x Recovery ol Review »  Cosure
= x T x
o

3. Fillin required fields for the new incident as necessary:
a. Click Fill to select a Subcategory, and then select an Area.
b. Click Fill to select the applicable Affected Service, “MyDevices”.

c. Click Fill to select the Affected Cl. The Cl describes the client information of Solution Manager,
such as SystemlID, Installation Number and Client.

Caution: You should first select Affected Service and then select Affected Cl. Please
follow the sequence.

d. Type a Title for the incident.

Note: The Default Impact and Priority values of the affected Cl are automatically
populated to the Impact and Urgency fields of the incident record. You can manually
change these auto-populated values if needed.

Caution: If you specify the Impact and Urgency values first and then specify an Affected Cl
with an empty Default Impact or Priority value, the Impact or Urgency value you selected
for the incident record will be cleared.

e. Type a Description for the incident.
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f. Click Search Knowledge icon to see if the issue is already logged in the knowledgebase.
g. Complete the required fields in the Incident Details section.
h. Complete the form with any other relevant information.

4. Click Save&Exit and then click Open New Incident to create an incident.

Open a new incident to send to SAP

1. Click Incident Management > Search Incidents. The Display Which Incident Tickets form opens.

2. Inthe Incident ID textbox, type the ID of the new incident created in step 1 and click Search. The
incident opens.

3. Extend the Sap Solution Manager tab and select a Solution Manager client in the SAP Solution
Manager drop-down list.

To Do Queue: My To Do List ” Incident: IM10136 * l
& Cancel @ Sawve & Exit Save [] Apply Template = More =

Incident - IM10136

Title: + SM Incident

Description: *|Incident from S

Incident ID: IM10136 Requested By:
Status: + Categorize - Contact Person:
Phase: Categorization Location:
Affected Service: * MyDevices D“ O\ m Major Incident:
Affected CI: SAPInstance300 .:i:. I=i) \_} 28 Escalated:

|:| Clis operational (no cutage)

Outage Start Time: 1172813 02:30:58 [
Outage End Time: |__E|

Categorization and Assignment | Tagks | Impacted Services | Workflow | Proposed Sclution | Related Records - (0} Activities | SLA | Attachments - (0}| S&P Sclution Manager
SAP Solution Manager SAP SolMan 1 -

Exchange Status

Date Update

4. Update the Status field to Work In Progress, fill in other fields, and then click Save.

5. Click Send Incident to send the incident to SAP.
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6. Service Manager receives the Request accepted message after the incident is sent to middleware
successfully. Click Save & Exit to close the incident window.

[ To Do Queue: My To Do List ” Incident: IM10136 "]

Q Cancel @ Save & Exit H Save D Apply Template = More =

|@ SAP Solution Manager has received Incident IM10136 from Service Manager. This incident is "being processed".

Incident - IM10136

Title: # EM Incident
Description: *|Incident from SM
Incident 10: 10136
Status: + Work In Progress
Phase:

Investigation

7. After a few minutes, re-open the incident to check whether it is sent to SAP.

If the incident is sent successfully, Service Manager receives the Incident ID message from SAP.

Categorization and Assignment | Tasks | Impacted Services | Proposed Solution | Workflow | Related Records - (0} Activities  SLA | KPI Metrics | Attachments - (0} SAP Solution Manager
Vendor:

Update Type:

- Customer Visible:
Update:

]

Journal Updates:

—11/28/2013 10:13:55 US/Mountain (event):

Incident ID at external helpdesk is 8000000709

—11/28/13 03:13:33 US/Mountain (Jennifer Falcon):

Service Desk Incident IM10145 has been sent to SAP SolutionManager.

8. Click Cancel to close the incident window.

Open the incident in Solution Manager

1. Log on to Solution Manager.

2. Click Work Center > SAP Solution Manager: Work Center (SAP GUI) to open Solution Manager
Work Center.
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= Mernu

&

Edit

Eavorites

Extras  Systern  Help

MR Cae CHRER 0o BE @

SAP Easy Access - User menu for zhiu wei

(& ™ & | saother menu

~ = Favarites

&l & | » a | [create role

. Salution Manager: Wark Centers URL
~ 4 User menu for zhu wei

¢ [l Business Partner

v ClEW - Reporting: administrator

v ClEW - Reporting: Display User

v [ Service Desk - Administrator

= 4 wigrk Center

(e Wl
g L@ SAP Solution Manager: wiork Cernter (SAF‘Gui)_L

« ) SAP Solution Manager: Work Center (URL)

T Suppart Desk
[l Service Desk Interface
Tl work Carter
T Suppart Desk

+ 12 CCMS Monitaring

e FDA rmar RAo il o feleiio oL

=T N P

SAP Solution Manager: Work Centers

@Assign LISErs D’,fDDcumentatiDr

- Change Management | SAP Soltion Manager Configuration

Root Cause Analysis Incidert Management Job Managemert

SAP Engagement and Service Delivery Solution Manager St

1) L]
Projects

Requests for Change
Change Documents
Systemn Recommendations
Maintenance Optimizer
License Management
Queries

Reports

¥ Common Tasks

Hew Request for Change

Hew Defect Correction

Hew Maintenance Transaction
IT Service Management

~ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Validation
SAP Links

SR S wannet Dirwtal

“our assigned Business Partner: zhu wel /0= (131)

Projects

My Quality Gate Management Projects

Quality Manager Quality Advisory Board Favorites

Regquests for Change

You have no Change Requests

Maintenance Optimizer Requests

3. Click Common Tasks > IT Service Management. The SAP Solution Manager IT Service Management

page opens in Explorer.
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E' ¥ Solution Manager IT Service Management

Home
Worklist
Calendar
E-Mail Inbox
Master Data

Change Request Mana. . *

Incident Management b

Service Operations L3

Create

Incident Management

Search

Activities

Incidernt Templates
Incidents
Knowledge Sricles
Problem Templates
Problems

Reports

Solution Manager Reporting

4. Click Search > Incidents to open the search window.

5. Type theincident ID in Search Criteria and then click Search. The incident is displayed in the Result

List.

E' ¥ Solution Manager IT Service Management

Home

Worklist

Calendar

E-Mail Inbox

Master Data

Change Request Mana. . ¢

Incident Management (]

Service Operations »

Create

Search: Incidents

Search Criteria

[Imcicient ID [=] [is | =] [Foooooo7og | *
[crested On [=] [is [=] | || -
[status I=l [ = | =l @
|Elusiness Partrer D |V| |i3 |V| | || +

haximum Mumber of Results:

Save Search Az | | [E] save |
Result List: 1 Incident Found
Cimew [ [ Mews from Template  Creste Followe-Lp
IC | IRT Status IRT Usage IRT MPT Status MPT Usage MPT
S000000709 0% 0%

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)

Page 37 of 76



User Guide

Chapter 2: User Scenarios

Click the incident ID link to open the incident.

Fill the required fields (Reporter) and change the Status to In Process.

incident: 8000000709, SM Incident 2

[E]save | Display | 3 Cancel | [ Mew  Mew from Template |[[ | Creste Follow-Up | Actionss | Mores
- Detaits [/ Edlic
General Data Category
ID:  [s00DO00708 |
Description:® |SM Incidert 2 ‘ -
Custamer:  [HPSW-R&D-5H | -
Reparter: |zhu 2l fin ‘ -
Processor  [zhu wei 7 -
Service Team: | I Solution Cat
Processing Data Relationships
Status:  [Mew [+ Related Pr
Impract: | | - | Urgency: | ‘ - ‘ Related Request for Ch
Recommended Priorty: | | Priarty:* |4 Lavwe ‘ - ‘ Related Knovelecge ¢
Dates Reference Objects
Created:  [28.41.2013 | [3 | Installed
Changed:  [2811.2013 EEE | Installed Base Comp
First Responze by: | ] [+]
IRT Status: 0%
oty | | | =
MPT Status: 0%
* Text Aiid Text s | Inzert Test Tomplate Maintain Text Templstes
TextLog Maximum
Description
28112013 11:13:21 zhuwei fD-
2811.2013 11:1318
11/281 3 031333 USMountain (Jennifer Falcon):
Service Desk Incident IM10145 has been sent to SAP SolutionManager

8. Click Add Text in Text drop-down section to add description for the incident.

9. Add Refresh in Ext. Service Desk scheduled action.

[ » sap coltaboration

be/bspfsapfbsp_wd
[ » sapmotes (ipliepa ]
[ } Related Knowledge Articles 5 Action Processing Type
Display SAP Action Log Method call
~ Attachments [ Atachment [ URL [ with Templste | Advanced Send Message to SAP Method call
@ Mo result found Nairtain SAP Logon Data ethod call
Open System for S4P Method call
* Scheduled Actions Ediit Lizt E-Mail to Repaorter Ttail
Print M Prirt
chedule Mew Actions | | Repesat | Action Detalls Determination Loy Storage System i el i
5 e N - Call Solution Manager Disgnostics Method call
Actions Statuis Action Definition 3
N Send to External Service Desk Method call
ﬁ Exzcuts Fay SLA Escalation (IRT) : + v
X i Refresh in Ext. Service Desk i Method call
ﬁ' Executs Fiy SLA Ezcalation (MPT) 5 i e
- Send Solution to External Service Desk Method call
Start Deta Compilation ess
Start Deta Compilation cesm
ﬁ Execute i Start Defta Compilation Schedule Cancel e
ﬁ' Execute Fil SLA& Update Dates and Durations |http:,|’,|’|tsamqavm13E|.aS|apaC|F|c.hpqcorp.net:SDUUIsap( |@ Internet A five
Expand 4Back 1 2 Forward b
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10. Click Save. The incident information synchronizes with Service Manager automatically.

Note: Solution Manager autosaves the text field periodically. The auto-saved text field is not
synchronized with Service Manager.

11. Click Display to switch the incident to view mode.

Check updates in Service Manager

1. Click Incident Management > Search Incidents. The Display Which Incident Tickets form opens.

2. Inthe Incident ID textbox, type the ID of the new incident created in step 1 and click Search. The
incident opens.

3. Extend the Sap Solution Manager tab to view the incident’s status from Hidden Metadata.
m Requester: Indicates the incident is sent by Service Manager. Solution Manager is the provider.

= ProviderProcessing: Indicates the incident is being processed by Solution Manager.

3zks | Impacted Services | Proposed Solution | Workflow | Related Records - (0} Activities | SLA | KPI Metrics | Attachments - (0} SAP Solutien Manager
SAP Solution Manager SAP SolMan 1

Exchange Status Requester:ProviderProcessing

Date
11/28M3 031355

Update
E Created incident in External Helpdesk (SAP Solu

E

4. Extend Activities tab to view the message of Journal Updates. As shown in the following
screenshot, Service Manager receives the message “Desc from Solution Manager” from Solution

Manager. The read-only textbox displays messages from Solution Manager every time the incident
is updated.

Categorization and Assignment | Tasks | Impacted Services | Proposed Selution | Workflow | Related Records - (0} Activities  SLA | KPI Metrics | Attachments - (0} SAP Sclution Manager
Vendor:
Update Type:
Update:

- Customer Visible:

Journal Updates: —11/28/13 03:25:59 US/Mountain (ovictex ovictex):

Warning! Contact not found. Please create a new contact: FirstName: "zhu” LastName: "lin” Email: “lin.zhu@hp.com™
Additional information received from External Helpdesk : SAP Solution Manager

description from SAP

—11/28/2013 10:13:55 US/Mountain (event):

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1) Page 39 of 76



User Guide

Chapter 2: User Scenarios

Synchronize new information with Solution Manager

1. Extend Activities tab to input “Update from Service Manager” message into New Update textbox.

Categorization and Asgignment | Tasks | Impacted Services | Proposed Sclution | Workflow | Related Records - (0} Activities  SLA | KPI Metrics | Attachments - (0} SAP Solution Manager

“endor:

Update Type: - Customer Visible:

Update: Upate from Service Manager|

2. Click Add Info to synchronize with Solution Manager and then Service Manager receives the
message “being processed”.

3. Click Cancel to close the incident window.

Check updates from Service Manager

1. Search the incident and then open it.

2. As shown in the following screenshot, Solution Manager receives update from Service Manager.

* Text Ao Text= | haintain Text Templates
Text Log
Description

02422013 03:21:43 zhu weifD-

021422013 03:21:44

120113 19:21:52 USMountain (Jennifer Falcon):

Upate from Service Manager

Imfarmation for this Incident has been added in SAP SoldionbManager .

Update the incident status in Solution Manager

1. Search the incident and open it.
2. Click Edit to switch to the edit mode.

3. Change the status to Customer Action and then save it.
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The incident’s status must be changed to Customer Action or Proposed Solution in Solution

Manager if the incident is closed in Service Manager.

4. Click Display to switch to the view mode.

- Details [ .7 Edit

General Data

Processing Data

Dates

IC:
Description:*
Customer:
Repoarter:
Processor:

Service Team:

Status:
Impact:

Recommended Priarity:

Created:

Changed:

First Response by:
IRT Status:

[s0o0000709

[5M Incidert 2

[HP2v-RaD-SH

|zhu 2l lin

|zhu e

|Customer Action

| | - | Urgency: |

Priarity:* |4: Loy

[z8 112013 | 113 |
[oz1z.2m3 | [omz |
I | | [~]
0%

Close the incident in Service Manager

1. Click Incident Management > Search Incidents. The Display Which Incident Tickets form opens.

2. Inthe Incident ID textbox, type the ID of the new incident created in step 1 and click Search. The

incident opens.

3. Update Status to Resolved, and provide solution.

4. Click Save.

5. Click Close SAP Incident to close the incident in Service Manager.

Caution: The incident status in SAP Solution Manager MUST be Customer Action or Proposed

Solution, then the incident can be closed in HP Service Manager side.

Note: Wait for a few minutes after you clicked the Close SAP Incident button. The Close Incident

action is unsynchronized between HP Service Manager and SAP Solution Manager.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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Check the incident’s status in Solution Manager

1. Search the incident and then open it.

2. Solution Manager displays the message “The message is already closed”.

3. The incident’s status is changed to Confirmed.

Incident: 8000000709, SM Incident 2
I I

0 The message is already closed

| [ Mewr  bew from Template

General Data

I3
Description:
Customer:
Reporter:
Processar:

Service Team:

Processing Data

Status:
Impact:

Recommended Priority:

| | creste Follow-Up | Actions =

000000709
Sh Incidert 2
HPEW-RED-SH
zhu zllin

zhu i

Confirmed

SAP Solution Manager 7.1 toSM 7.11

Create incident in Solution Manager
Send solution in Service Manager
Check the solution from Service Manager
Send the incident back to Service Manager
Send the incident back to Solution Manager again
Close the incident in Solution Manager

Check the incident’s status in Service Manager

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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Create incident in Solution Manager

1. Log on to Solution Manager.

2. Click Work Center > SAP Solution Manager: Work Center (SAP GUI) to open Solution Manager

Work Center.

[ Menu Edit  Faworites  Extras  Systern Help

& MR Cea OHRER Do EE @

SAP Easy Access - Usarmeniu for zhi wei

(& & & | Saother menu & & | v & | [Bireate role

~ < Favorites
. Solution Manager: Work Centers URL
~ = User menu far zhu wei
¥ [ Business Partner
» [ BW - Reporting: Administrator
v B - Reporting: Display User
v [ Service Desk - Administrator
- @'_Wnrk Center _
5 L@ SAP Solution Manager: Work Certer (SAF‘Gui)JI
« ) SAP Solution Manager: Work Canter (URL)
» [ Support Desk
¥ [ Service Desk Interface
v O work Center
v [ Support Desk
+ £ CCMS Moritoring

B e R TR VU U S T T RS S

SAP Solution Manager: Work Centers

@Assign LIsErs @Documentatiur

Requests for Change

Change Documents
My Quality Gate Management Projects

Systemn Recommendations
Quality Manager Quality Advisory Board Favorites

Maintenance Optimizer
License Management
Queries

Reports

¥ Common Tasks

Hew Request for Change
Hew Defect Correction
Hew Maintenance Transaction

IT Service Management Reques1s for Change

~ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Validation
$AP Links Maintenance Optimizer Requests

SR S wannet Dirwtal

You have no Change Requests

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)

/Wl SAP Soltion Manager Configuration Root Cause Analysis Incidert Management Job Managemert SAP Engagement and Service Delivery Solution Manager St
1) L]
m ‘our assigned Business Partner: zhu wei / D- (131)
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3. Click Common Tasks > IT Service Management. The SAP Solution Manager IT Service Management
page opens in Explorer.

E' ¥ Solution Manager IT Service Management

Incident Management
Home
Search
Worklist
Activities
Calendar Incident Templates
Incidents

E-Mail Inbox Knowledge Sricles
Problem Templates

Master Data Problems:
Change Request Mana. .

Incident Management Reports -

Solution Manager Reporting

Service Operations

Create

4. Click Create > Incident. The Incident: New page opens.

Personsiize | Systemilews | Log!

ETY sclution Manager IT Service Management

7 Incident: New Bteck - £
Esave | Disoiay | 3cancel | [ New  New trom Tempiste | | Creat= Folourlp | Auto Conplete | Mores %8s

Home: Service product INVESTIGATION not found

wioridist [T ietais] (700

&y General Data Category

E-Mail Inbox o

Level 1

Master Data

Description:*

Change Request Mana. . »
Incident Management b

Service Operations  »

Create

Recent Items

Customer

Level

Level &

First Response by:

Reporter =]
Leval &
Processor @l
Servioe Tean: =] Soluton Gategory
Processing Data Relationships

Stetus: = Reted Problem
mpact & uoenor | =l RetatscRequest for Crange:
Priortty. ] Friorty:* | [~] Related Knowledgs Article:

Dates Reference Objects
Cretect o000 Installd Base
Changedt Installec Base Componert:

5. Fillin the required fields for the new incident as necessary:

m Type a Description and a Reporter for the incident.

m Select a Priority in the drop-down list.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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m Click Fill to select the Installed Base Component. This field describes the client information of

Solution Manager, such as SystemiD, Installation Number and Client.

m Complete the form with any other relevant information.

- Details

[ Edit

Created |

| [oo:00

Installed Base:

Changed: |

| [oo:00

First Response by: |

IRT Status:

0%

Dueby: |

|
| Installed Base Componert:
|

General Data Category
[
| | Level1: |
Descrigtior:*  [incilert from Solution Maneger |
Level 2 |
Customer.  [HPSW-RAD-SH a7l
Level 3 |
Reporter.  [zhuzlin |
Level4: |
Processar | &}
Service Team | &} Solution Category: |
Processing Data Relationships
Status  [Mew [~] Related Problem: | = |
Impact | [~] Urgercy: | =] Related Request for Change: | = |
Recommended Priority: | | Priority:*  [2: High =] Related Knowledge Aricle: | = |
Dates Reference Objects

5258 SLM 0020314382 800

6. Click Schedule new Action in Schedule Actions drop-down section and select Send to External

Service Desk from the list in the new window opened.

Incident: New

[Elsave | Display | 3 Cancel | [ Mews  News from Template |[[7 | Creste Follow-Up | Actions =

description from Solution Manager

[ » SAP Collaboration

[ » SAP Hotes

[ » Related Knowledge Articles

w Attachments
[3] Mo resutt faund

[ attachment  [7URL [ with Template | Adva

* Scheduled Actions Edfit Lizt

Actions Status
T Execute Fi)
T Execute &
T Execute &

[f Schedule Mew Actions | Repest | Action Detsils— Determination Log

Action Definition

Start Detta Compilation

Schedule
SLA Updste Dates and Durstio

Automatically synchronize with Ext. Service Desk

| More=
,B Scheduled Actions -- Webpage Dialog
B action Processing Type
Display SAP Action Log Method call
Send Message to SAP Method call
Izintain SAP Logon Data Method call
Open System for SAP hethod call
E-Mail to Reporter Wil
Print Message Print
Send to External Service Desk Method call
Refresh in Ext. Service Desk Method call
Send Solution to External Service Desk Method call
Schedule Cancel
Method call zhil weei
Method call zhu wei
Method call zhu wei

7. As shown in the following screenshot, the new action is waiting to be executed in the action list.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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+ Scheduled Actions

[ schedule Mew Actions | Repest | Action Details

Actions

ﬁ' Execute
ﬁi Execute
ﬁ' Execute
ﬁ' Execute

Eclit List

Status
&

b= = =

Determination Loy Storage System
Action Definition

Send to External Service Desk

Start Detta Compilation
SLA Update Dates and Durations

|ND Strateqy | Action Definition Exists

Automatically synchronize with Ext. Service Desk

[ F Processing Log

8. Click Save to send the incident to Service Manager.

9. Click Display to switch the incident to view mode.

Send solution in Service Manager

1. Log on to Service Manager as an Administrator.

Incident Queue form.

Click Incident Management > Incident Queue. Find the incident from Solution Manager in the

@8 administration
{0 Configuration Management Reparts
8 contrats

@ resources
dert Management
Tools
[ Incident Queue
Open New Incident
L Search Incidents
[ Search knowledgebase

8 Kknowledge Management:
0 Problem Management
0 Reauest Management
@ service Catalog

8 Tailoring
[& Approval Delegation
ServiceManager Mal

B2 system Defiition

rlven|s
B |5 system Navigator 52 | SN lgmspway Which Incident Ticksts? =
& | @ & connection- 2hulin ’_@ Back

W Y

Queue: ‘lnmdent ‘v‘ View: ‘AH Open Incidents. ‘v‘

© nem Tncident 1D [ Categon [fert status__| ctatus [ eou Assignes [ Brief Destription [erorey =]
= IM16204 incident alrtstage? | Open Applcation incident From sm 1
© sexsh 0206 incident alrtstage2 | Open plcation e ncident from sm 1
Seatch 10208 incident abrtstagez | Open Applcation n 1
1211 incident updated Closed Applcation incident from sm 1
© eefreshust meers incident updsted Closed ppication | ___sm from 1
w21 incident updated Closed Applcation n 1
© By Assionment. M10217 incident. updated Clased pplication | sm from 1
w5219 incident updated Closed Applcaton s 1
wmite20 incident updated Closed Applcation incident from sm 1
wioes incident alrt stage2 | Open am 1
wi0zzs incident updted Closed et from sap 1
w0226 incident updated Closed n 1
w0228 incident updated Closed 1
15230 incident updated Closed 1
w6232 updsted Open 1
m10233 updated Open 1
updsted Closed f

are (39 tems)
ork
Office Supplies (orth America) (3 fems)
fentiSAP Support {lorth America) (1 iems) | ~
>

3. Open the incident and check the updated information from Solution Manager.

4. Click the Sap Solution Manager tab to view the incident’s status from Hidden Metadata.

m Provider: Indicates the incident is requested by Solution Manager. Service Manager provides

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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= ProviderProcessing: Indicates the incident is being processed by Service Manager.

< Incident Detail | < Sap Solution Mana...| < Activities | < Affected Services
AP Solution Manager |5,qp SolMani | — |Q |

Hidden Metadata |Provider:ProviderProcessing| |

Date | Update

5. Click Activities tab > Journal Updates tab to view the message from Solution Manager. As shown in

the following screenshot, Service Manager receives the message that displays incident ID of
Solution Manager.

4 Incident Detail | 4 Sap Solution Mana. .. | @ Ackivities | @ Affected Services | “ 9LA | % Related Recard

F---08/ 16012 03:11:01 US/Mauntain (owickex:
iBdditional information received From External Helpdesk : SAP Salukion Manager
F---08 16012 03 10059 US/Mountain (owvickex):

=<Exkernal Helpdesk. : SAP Solution Manager created new incident I0 30000001 46 For this incident
=<Incident ID at external helpdesk is S000000146

6. Click Incident Detail tab to add solution to the Solution field.
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>

& Incident Detail | < Sap Solution Mana...| & Activities | & Affected Services | & SLA | % Related Records | 2

Incident Detail

Categorny: incident
Area: [access
Sub-area: |authorizatinn error
Impact: |2 - Site/Dept | - |
Urgency: |3 - Average | - |
Priarity: [ - High |
Service Contract: | o |
SLA Target Date: | | -

Alert Status: DEADLIME ALERT

Problem Management Candidate

[] Candidate for Knowledge DE

Closure Code:

Solution:

7. Click Send Solution to send solution provided by Service Manager to Solution Manager.

8. After a few minutes, click the Sap Solution Manager tab to view the incident’s status from Hidden
Metadata.

= SolutionProvided: Indicates the incident has been sent with solution by Service Manager.

ok §8 cancel [7Save 4 Undo 52 close Oy Find =f Fil (D) Clocks AddInfo  ["] Apply Template ®
IR = ¢
Incident ID: (o238 ] | Incident Detal | % Sap Solution Mana... | & Aciities | & Affected Services | @ SLA | < Related Records | 7%
Status: @ - SAP Solution Manager
Assignment Group: fppicaton _________|#]| Hidden Metadata
Assignee: =
vendor: = Date [ updste
Reforent Humber: 08/16/12 03:35:27 »<Solutian is provided to External Helpdesk; 5AF Solution Manager
Affected Items
Service: oevices —— [F[Q]]

And the log is recorded with the message “the solution is proved to Solution Manager” below
the Hidden Metadata textbox. The Send Solution button and the Send Back button are
unavailable and only the Add Info button is active.
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= Send Solution: Service Manager provides a solution to Solution Manager. The action is
unidirection. After the action, the incident in Service Manager cannot send a second solution.
Only adding new information into the incident is allowed. Otherwise, the incident will be sent

back by Solution Manager.

= Add Info: Service Manager can synchronize with Solution Manager continually. The action is

bidirection.

= Send Back: Service Manager rejects the solution from Solution Manager. The action is
unidirection. After the action, the incident in Service Manager cannot be sent back again to

Solution Manager.

9. Click OK to close the incident window.

Check the solution from Service Manager

Search the incident and open it. As shown in the following screenshot, Solution Manager receives the

message “solution from Service Manager” from Service Manager.

- Text Acd Test= | Maintain Text Templates
Text Log
Description

16.0582012 11:535:23 zhu wei fD-

16082012 11:35:3
08MEM2 033521 USMountain (zhulind:
solution from Service Manager

Descrigtion
16.082012 11:10:57  zhu wei FD-

description from Solution Manager

Send the incident back to Service Manager

1. Log on to Solution Manager.

2. Search the incident and open it.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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3. Click Edit to switch the incident to edit mode.

4. Change the status to In Process.

5. Add a scheduled action Send to External Service Desk.
6. Click Save to send the incident back to Service Manager.

7. Click Display or Cancel to release the incident in Solution Manager.

Send the incident back to Solution Manager again

1. Log on to Service Manager as an Administrator.

2. Click Incident Management > Incident Queue. Find the incident from Solution Manager in the
Incident Queue form.

3. Open theincident and check the updated information from Solution Manager.
4. Click the Sap Solution Manager tab to view the incident’s status from Hidden Metadata.

The Hidden Metadata field displays “Provider: ProviderProcessing”, which means Solution Manager
is waiting for the solution provided by Service manager.

| - F FIiR B Bt

& Incident Detail | < Sap Solution Mana. .. | o Activities | « Affected Services | & SLA | % Related Recards
SAP Solution Manager |5,qp SolManl | — |Q |
Hidden Metadata |F‘ru:uvider:F‘ru:uviderF‘ru:ucessing| |
Date I |Ipdate
0a/16/12 03;35:27 =<Solution is provided to External Helpdesk: SAP Solution Manager
0371912 2055844 =< Ownership transferred to External Helpdesk: SAP Solution Manager

5. Click Activities tab > Update tab and then type the send back reason in the Update textbox.
6. Click Send Back to send the incident back to Solution Manager.

7. After a few minutes, re-open the incident and click the Sap Solution Manager tab to view the
incident’s status from Hidden Metadata.
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The Hidden Metadata field displays “Provider: RequesterProcessing”, which means Solution

Manager is processing the incident. The incident’s ownership is transferred to Solution Manager.

AP Solution Manager

Hidden Metadata

& Incident Detail | < Sap Solution Mana...l & Activities | & Affected Services | & aLA | & Felated Records |”2

|S.C\P SolMan1 | - |Q |

|Prnvider:RequesterProcessing |

Dake

I Update

08/16/12 03:35:27
081912 20:55:44
08/20/12 00:35:23

=<5olution is provided ko External Helpdesk: SaP Solution Manager
=<Ownership transferred to External Helpdesk: SAP Salution Manager
=<Ownership transferred to External Helpdesk: SAP Salution Manager

8. Click OK to close the incident window.

Close the incident in Solution Manager

1. Search the incident and open it.

2. Click Edit to switch the incident to edit mode.

3. Change the status to Proposed Solution.

The incident’s status must be change to Proposed Solution or Customer Action firstly if the

incident is changed to Confirmed.

4. Change the status to Confirmed again.

5. Click Save to close the incident.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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6. Click Display to switch the incident to view mode.

Due by:

Check the incident’s status in Service Manager

1. Log on to Service Manager as an Administrator.

2. Click Incident Management > Incident Queue. Find the incident from Solution Manager in the

Incident Queue form.

3. Open the incident and check the updated information from Solution Manager.

nber

[ ]
Incident: 8000000146, incident from Solution Manager
[F]zave [iDisplay | | 3 cancel | [ New  Mew from Templste |[[ | Creste Follow-Up | Actionss | Mores
Transaction 6000000146 saved
~ Details [ 27 Edit
General Data Category
ID: 5000000146
Level1
Description:  incident from Solution Manager
Level 2
Customer:  HPSW-RED-EH
Level 3
Reporter:  zhu zl lin
Level 4
Processor:  zhu wei
Service Team: Solution Category:
Processing Data Relationships
Status:  Confirmed Relsted Prolem:
Impact: Urgency: Relsted Request for Change:
Recomimended Priority: Priotity: 2 High Related Knowledoge Srticle:
Dates Reference Objects
Crested:  16.05.2012 111 Installed Base: 1
Changed:  20.03.2012 0551 Installed Base Component. 3258
First Responze by:
IRT Status: 0%

X

EoK 3% Cancel [ 5ave 4 Undo 5 Close O, Find (= Fil (D) Clocks [] Apply Template

Incident 10:
Status:

Assignment

Assignment Group:
Assignee:

Wendor;

Reference Number:
Affected Items
Service:

Affected CT:

O critical 1

O clis operational {na autage)
Outage Start:

Outage End:

Location:

Title:

1ML0238 |
=[]

‘Application

=

B

s

R i1

SAPInstancesn
O rending Change

[ []
[ []

[ =

"\n(\dent From Solution Manager

Description:

Search Knowledge

Flefau\t ‘description

0 A= G

& Inciderk Detall | & Sap Solution Mana... | & Activities | & Affected Services | < 5LA | & Related Records | ™2

'
Category: [raders [=#|
Area: arcess &
Sub-ares: autharization error &
Tmpact: 1 - Enterprise | -
Urgency: 2- High [~
Priority: T~ Critical
Service Contract: | =]
SLA Target Date: [ =
alert Status: updated
[ rroblem Management Candidate
[ candidate for knowledge DE
Closure Code: 2]
Solution:

The Status field is Closed and all buttons about SAP are not available.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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SAP Solution Manager 7.1 to SM 9.x

Note: The following steps are also applicable when integrating SAP Solution Manager Service Desk

with HP Service Manager 9.4x Classic.

Create incident in Solution Manager ... ... ... .. ...
Open new incident in Service Manager ... .. ...,
Check the solution from Service Manager ... ... . i,
Send the incident back to Service Manager ... .. .. .. .....
Send the incident back to Solution Manageragain ....... ... .................
Close the incident in Solution Manager ... ... ... i,

Check the incident’s status in Service Manager ... ... ... ... ..........

Create incident in Solution Manager

1. Logon to Solution Manager.

2. Click Work Center > SAP Solution Manager: Work Center (SAP GUI) to open Solution Manager

Work Center.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)
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= Mernu

Edit

&

Favaorites

Ewtras  Systern  Help

MR Cea SHE Do BE @M

SAP Easy Access - Usarmeniu for zhi wei

(& ™ | & | guother menu

~ < Favorites

# By 7 v oa

. Solution Manager: wWork Centers URL
* = User menu far zhu wei

* [ Business Partner

v B - Reporting: Administrator
v CEW - Reporting: Display Lser
»

[ Service Desk
- =4 work Center

- Adrninistrator

= ol
5 L@ SAP Solution Manager: Work Certer (SAF‘Gui)JI

« 2 5ap Saolution Manager: Work Center (URL)

4

¥ [ Service Desk Interface

k
k

[l Support Desk

] Wark Center
1 Support: Desk

« 1) CCMS Monitaring

B e R A TS T SRR S N TR

=N S I PR

SAP Soiution Manager: Work Cenfers

[&ireate role

@Assign LIsErs

@Documentatiur

- Change Management | SAP Soltion Manager Configuration

Root Cause Analysis Incidert Management

Job Managemert

SAP Engagement and Service Delivery

Solution Manager St

1) L]
Projects

Requests for Change
Change Documents
Systemn Recommendations
Maintenance Optimizer
License Management
Queries

Reports

¥ Common Tasks

Hew Request for Change
Hew Defect Correction

Hew Maintenance Transaction
IT Service Management

¥ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Walidation
SAP Links

SR S wannet Dirwtal

Your assigned Business Partner: zhu wel [D- (131)

Projects

My Quality Gate Management Projects

Quality Manager Quality Advisory Board Favorites

Reyuests for Change

You have no Change Requests

Maintenance Optimizer Requests

3. Click Common Tasks > IT Service Management. The SAP Solution Manager IT Service Management

page opens in Explorer.
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E' ¥ Solution Manager IT Service Management

Incident Management
Home
Search
Worklist
Activities
Calendar Incicdent Templates
Incidents

E-Mail Inbox

Knowledge Sricles
Problem Templates

Master Data Problems

Change Request Mana. . *

Incident Management b Bepois B x
ST (EETS » Solution Manager Reporting

Create

Problem
Defect C

4. Click Create > Incident. The Incident: New page opens.

SAP4 IT Service Personaize | Systemfews | Logt
incident: New Bewck - £
S save | Disply | K cancel | [fnew  New from Tempiate |79 | Create Folowr-Up | Auto Complete | Mores % B &
Home Service product NVESTIGATICN nct found
Worklist { v Details’ [
Gy General Data Category
E-Mail Inbox o | -
Level1 -
Master Data P—
Levelz [ I~
Change Request Mana. . Customer. |
Lovelz | =
[oSr—— Reportert |
Levele: | [=]
Service Operations Processor: |
Service Team | Solution Category: | I+l
Create Processing Data Relationships:
Stetusr [New = Reked Problem: | B [ ]
wpoct | o] uoener | = ReiteciRequest for Crange: | @ | ]
Priorty. | ] Priority:® | I~ Related Knowledge Articke: | Al [
Dates Reference Objects
Createct | | [oomo | nctaledBase: [ |
Changest | | oo ] rstaledBase Comperert. [ |3
First Response by. | ] 1 =1

5. Fillin the required fields for the new incident as necessary:
m Type a Description and a Reporter for the incident.
m Select a Priority in the drop-down list.

m Click Fill to select the Installed Base Component. This field describes the client information of
Solution Manager, such as SystemiD, Installation Number and Client.

m Complete the form with any other relevant information.
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~ Details

[2p Edit

General Data

I
Description:*
Customer:
Reporter:
Processar
Service Tean

Pracessing Data
Status:
Imact:
Recommencded Priority

Dates

Created
Changed
First Response by
IRT Status:

Due by:

Category
l l Level ;|
[incident from Seiution Manager |
Level2 |
|FPs-RaD-5H =]
Level 3 |
[zhuzllin |
Leveld: |
[ =]
| =] Soltien Categery: |
Relationships
[P [~] Related Problem: | = |
[ [+] Urgeney: | [~] Related Request for Change: | =3 [
[ | Priority:* 2 High [~] Releted Knowledge Sricle: | 3 [
Reference Objects
[ | [om00 ] Installed! Base: SOL_MAN_DATA_REP
[ | [omoo ] Installedt Base Component SLM 0020314382 800
[ ] | [=]
0%
[ ] | [=]
- o

Click Schedule new Action in Schedule Actions drop-down section and select Send to External

Service Desk from the list in the new window opened.

Incident: New

Elzave | Display | 3 Cancel | [ News  News from Template |[7 | Creste Folow-Up | Actions =

description from Solution Manager

[ » SAP Collaboration

[ » SAP Hotes

[ » Related Knowledge Articles

* Attachments
[3] Mo resutt faund

[ attachment [ URL [ with Template | Adva

| More=

0 ction

Dizplay SAP Action Log
Send Meszage to SAP
taintzin SAP Logon Data
Open System for SAP
E-Mail ton Reparter

Prirt Message

ns - Webpage Dialog

Processing Type
Method call
Method call
Method call
Method call

hdail

Print

Send to External Service Desk

| Method call

* Scheduled Actions

Actions

T Execute &
T Execute Fi)
T Execute Fi)

Status

Eciit Lizt

[ Schedule Mew Actions | Repest | Action Detsilz— Determination Log

Action Definition

Start Deta Compilation

Refresh in Ext. Service Desk

Send Solution to External Service Desk

Method call
Method call

Schedule
SLA Update Dates and Duratio

Automatically synchronize with Ext. Service Desk

Schedule Cancel
Method cal zhu wei
Method call zhu wei
Method call Thut weei

7. As shown in the following screenshot, the new action is waiting to be executed in the action list.

HP Service Manager Exchange with SAP Solution Manager (1.10 patch 1)

Page 56 of 76

By



User Guide
Chapter 2: User Scenarios

+ Scheduled Actions

Actions

ﬁ' Execute
ﬁi Execute
ﬁ' Execute
ﬁ' Execute

Eclit List

Status
&

b= = =

[ schedule Mew Actions | Repest | Action Details

Determination Loy Storage System
Action Definition

Send to External Service Desk

Start Detta Compilation

|ND Strateqy | Action Definition Exists

SLA Update Dates and Durations

Automatically synchronize with Ext. Service Desk

[ F Processing Log

8. Click Save to send the incident to Service Manager.

9. Click Display to switch the incident to view mode.

Open new incident in Service Manager

1. Log on to Service Manager as an Administrator.

2. Click Incident Management > Incident Queue. Find the incident from Solution Manager in the

Incident Queue form.

[ To Do Queue: My To Do List ” Display Which Incident Tickets? " Display Which Incident Tickets? ” Incident Queue: All Open Incidents ” Incident Queue: All Open Incidents *

[HBack = New Q Search & Refresh By Assignment Group | More

Incident

Queue Incident View: All Open Incidents

[T] Incident 1D Category Alert Status Status sou Assignee Brief Description Prio... Initiallr Urg... Problem Type
[ 10152 incident DEADLINE ALE... Open Application zhulin This is SAP incident 1 1 1 incident
[ 110155 incident DEADLINE ALE... Open Application HP SM SAP Incident 110 2 2 2 incident
[ 10158 incident DEADLINE ALE. Open Application SM 1 1 1 incident
[ m10159 incident DEADLINE ALE... Open Application HP SM SAP Incident 112 2 % 2 incident
O] 1410164 incident updated Open Application HP SM SAP Incident 115 1 2 1 incident
[ 10165 incident updated Closed Application SAP Incident 001 1 1 2 incident
[ 1m10166 incident updated Closed Application SAP Incident For HF 001 1 1 1 incident
[C] 110167 incident updated Closed Application SAP Incident for HP 002 1 1 1 incident
[ 10168 incident reopened Open Application sap incident for hp 003 1 1 2 incident
[ 1m10169 incident updated Closed Application SAP Incident for HF 004 1 1 1 incident
[C] 10170 incident updated Closed Application SAP Incident for HP 005 1 1 1 incident
[ 10171 incident updated Open Application SAP Incident for HP 008 1 1 2 incident
[ IM10172 incident open Open Application sap incident for hp 003 1 1 2 incident
[E 10173 incident updated Open Application SAP Incident for HP 005 1 1 1 incident
[ 110174 incident updated Suspended Application test 1 1 2 incident
[ IM10175 incident updated Open Application SAP Incident For HP 001 . 3 3 4 incident
[C] m10180 incident open Open Application Incident fram SM931 1 1 1 incident
[ 1410184 incident updated Open Application HP Incident for SAP 118 2 2 2 incident
[ IM10185 incident updated Open Application HP Incident for SAP 200 2 2 2 incident
‘ {10186 incident updated Open Application Incident from Solution Ma... 1 1 1 incident

3. Open the incident and check the updated information from Solution Manager.
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4. Extend the Sap Solution Manager tab to view the incident’s status from Hidden Metadata.

= Provider: Indicates the incident is requested by Solution Manager. Service Manager provides

the solution to Solution Manager.

= ProviderProcessing: Indicates the incident is being processed by Service Manager.

= Sap Solution Manager

Q,

SAP Solution Manager  exthdq
Hidden Metadata  ProviderProviderProcessing

Date Update

[

5. Extend Activities tab to view the message of Journal Updates. As shown in the following
screenshot, Service Manager receives the message that displays incident ID of Solution Manager.

= Activities
New Update Type - [7] visible to Customer

New Update

] »

Journal Updates | __0a/26/12 01:14:49 US/Mountain (ovictex):
Additional information received from External Helpdesk : SAP Solution Manager

—09/26/12 01:14:45 US/Mountain (ovictex).
External Helpdesk : SAP Solution Manager created new incident 1D 8000000236 for this incident

Activity Type - M
Date/Time Type Operator Description
Additional information received from External Helpdesk @
ovictex
SAP Solution Manager

External Update

09/26112 01:14:50
default description

09/26/12 01.14.46 Open ovictex

6. Input “Solution from Service Manager” message into the Solution textbox in the Incident Detail tab

] Knowledge Candidate

Clasure Code
Solution | golution from Service Manager

7. Click Send Solution to send solution provided by Service Manager to Solution Manager.

8. After a few minutes, click the Sap Solution Manager tab to view the incident’s status from Hidden

Metadata.
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= SolutionProvided: Indicates the incident has been sent with solution by Service Manager.

= Sap Seolution Manager

SAP Solution Manager  |exthd1 Q
Hidden Metadata  Provider-SolutionProvided

Date Update
09/26M2 01:24:41 [F |Salution is provided to External Helpdesk: SAP Solution Manager

And the log is recorded with the message “the solution is proved to Solution Manager” below
the Hidden Metadata textbox. The Send Solution button and the Send Back button are
unavailable and only the Add Info button is active.

= Send Solution: Service Manager provides a solution to Solution Manager. The action is
unidirection. After the action, the incident in Service Manager cannot send a second solution.
Only adding new information into the incident is allowed. Otherwise, the incident will be sent

back by Solution Manager.

= Add Info: Service Manager can synchronize with Solution Manager continually. The action is

bidirection.

= Send Back: Service Manager rejects the solution from Solution Manager. The action is
unidirection. After the action, the incident in Service Manager cannot be sent back again to

Solution Manager.

9. Click OK to close the incident window.

Check the solution from Service Manager

Search the incident and open it. As shown in the following screenshot, Solution Manager receives the
message “solution from Service Manager” from Service Manager.

* Text Add Tests | Maintain Text Templates
Text Log
Description

26092012 09:24:37 zhu weifD-

26002012 09:24:35
Salution from Service Manager
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Send the incident back to Service Manager

-y

. Search the incident and open it.
2. Click Edit to switch the incident to edit mode.
3. Change the status to In Process.

4. Create New Scheduled Action “Send to External Service Desk” to send the incident back to
Service Manager.

5. Click Display to switch the incident to view mode.

Send the incident back to Solution Manager again

1. Log on to Service Manager as an Administrator.

2. Click Incident Management > Incident Queue. Find the incident from Solution Manager in the
Incident Queue form.

3. Open theincident and check the updated information from Solution Manager.
4. Extend the Sap Solution Manager tab to view the incident’s status from Hidden Metadata.

The Hidden Metadata field displays “Provider: ProviderProcessing”, which means Solution Manager
is waiting for the solution provided by Service manager.

= Sap Solution Manager

SAP Solution Manager  exthd1 o

Hidden Metadata  Provider:ProviderProcessing

Date Update
09/26M2 01:24:41 [F Solution is provided to External Helpdesk: SAP Solution Manager

5. Extend Activities tab to input send back reason in the New Update textbox.

6. Click Send Back to send the incident back to Solution Manager.

7. After a few minutes, re-open the incident and extend the Sap Solution Manager tab to view the
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8.

incident’s status from Hidden Metadata.

The Hidden Metadata field displays “Provider: RequesterProcessing”, which means Solution
Manager is processing the incident. The incident’s ownership is transferred to Solution Manager.

SAP Solution Manager  exthdd Q

Hidden Metadata  ProviderRequesterProcessing

Date Update
09/26M12 01:24:41 [F | Solution is provided to External Helpdesk: SAP Solution Manager
09/26M2 01:50:26 [F Ownership transferred to External Helpdesk: SAP Solution Manager

Click Cancel to close the incident window.

Close the incident in Solution Manager

1.

Search the incident and open it.
Click Edit to switch the incident to edit mode.
Change the status to Proposed Solution.

The incident’s status must be change to Proposed Solution or Customer Action firstly if the
incident is changed to Confirmed.

Change the status to Confirmed again.

Click Save to close the incident.
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6. Click Display to switch the incident to view mode.

Transaction S000000236 saved
= Detaile [ 7 Edit

General Data

I0:
Dezcription:
Customer:
Reparter:
Processar:

Service Team:

Processing Data

Status:
Impact:

Recommended Priority:

Dates

Created:

Changed:

First Responze by:
IRT Status:

Due by

MPT Status:

8000000236

Incident from Solution Manacger
HPEW-RED-ZH

zhu zllin

zhu el

Confirmed
Urgency:

Priarity:  1: Wery High

26092012 014

26092012 0255

] 0%

] 0%

Category
Level1
Level 2
Level 3
Level 4
Solution Category:
Relationships

Relsted Problem:
Related Request for Change:
Related Knowledge Article:
Reference Objects
Installed Base: 1

Installed Base Component: 3253

Check the incident’s status in Service Manager

1. Log on to Service Manager as an Administrator.

2. Click Incident Management > Incident Queue. Find the incident from Solution Manager in the

Incident Queue form.

3. Open theincident and check the updated information from Solution Manager.
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= Incident Details

Incident 1D |M10126

Status  |Closed e
Contact  ZHU LIM
Location =i
Affected Service + MyDevices g O\ip
Affected CI |SAPInstance800 Sl

Clis operational (no outage)

Cutage Start
Cutage End
Service Contract
SLATarget Date

&[5

Title +|Incident fram Solution Manager
Description « default description
Q

The Status field is Closed and all buttons about SAP are not available.

SAP Solution Manager 7.1 to SM 9.x with Process
Designer Content Pack 9.30.3 (PDCP 4)

Note: The following steps are also applicable when integrating SAP Solution Manager Service Desk
with HP Service Manager 9.4x Codeless or 9.4x Hybrid.

Create incident in Solution Manager ... . 64
Send Solution in Service Manager . ... 68
Check the solution from Service Manager . ... ... oo 71
Send the incident back to Service Manager . ... ... 71
Send the incident back to Solution Manager again .. ... . 72
Close the incident in Solution Manager .. ... . 73
Check the incident’s status in Service Manager ... L 74
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Create incident in Solution Manager

1. Log on to Solution Manager.

2. Click Work Center > SAP Solution Manager: Work Center (SAP GUI) to open Solution Manager
Work Center.

[ Menu Edit  Faworites  Extras  Systern Help

& MR Cea OHRER Do EE @

SAP Easy Access - Usarmeniu for zhi wei

(& ™ & | saOther menu ] & | w & | [Breate role & E

~ < Favorites

. Solution Manager: Work Centers URL
~ = User menu far zhu wei

¥ [ Business Partner

» [ BW - Reporting: Administrator

v B - Reporting: Display User

v [ Service Desk - Administrator

= = Work Center

« ) SAP Solution Manager: Work Canter (URL)
[l Support Desk
[ Service Desk Interface
] Wark Center
[l support Desk
+ £ CCMS Moritoring

B e R TR VU U S T T RS S

- v w w
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SAP Sofubion Manager: Work Centers

Change Management I' SAP Solition Manager Configurstion |, Root Cause Analysis |, Incidert Management ), Job Managemert |, SAP Engsgement and Service Delivery ), Solution Manager St
4 » Al
m Your assigned Business Partner: zhu wei /D- (131)
Projects | Projects

Requests for Change

Change Documents

- My Quality Gate Management Projects
Systemn Recommendations

Quality Manager Quality Advisory Board Favorites
Maintenance Optimizer Ta Be Canfigured (0) Ta Be Canfigurad (0) Praject ()
License Management Mt Started (0) Mot Started (00
Queries Scope (0) Scope ()
Build (0) Build (0)
Reports Test(m) Test(m)
~ Common Tasks Deplay (0) Deplay (0
Finished (0) Finizhed (0)
Hew Request for Change
Hew Defect Correction Al Al
Hew Maintenance Transaction
IT Service Management o for Change

~ Related Links

Schedule Manager
Default SAP GUI Setting
Configuration Yalidation

SAP Links | Maintenance Optimizer Requests
D Tt Dl

You have no Change Requests

3. Click Common Tasks > IT Service Management. The SAP Solution Manager IT Service Management
page opens in Explorer.

E' ¥ Solution Manager IT Service Management

Incident Management

Home

Search
Worklist

Activities
Calendar Incicdent Templates

Incidents
E-Mail Inbox Knowledge Sricles

Problem Templates
Master Data Proklems:
Change Request Mana. .

Reports M x

Incident Management

Solution Manager Reporting

Service Operations

Create

4. Click Create > Incident. The Incident: New page opens.
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ETY solution Manager IT Setvice Management

Home
workiist

Calendar

E-Mall Inbox

Master Data

Change Request Mana. .
Incident Management

Service Operations

Create

Recent Items

P Incident: New

[Jsave | Dispiay | 3 Cancel | [ New  New from Tempiste |7 | Cresie Follurlp | Auia Conplete | Mores

[ service product INVESTIGATION not found

Personalize | Systemflews:

Logt

Back - [

%ES

[~ Detala] [HEd
General Data

[

Customer

Processor
Service Team:

Processing Data
Status:
Impact

Prioriy:

Description:*

Reporter:*

a]}

5

ol

=]}

<

o] urosnor |

| ey [

bl el e

Dates
Crestect

Changest

First Responss by:

Category

Level 1

Level 2

«

Level &

M =

Level &

Solution Category.

Relationships

Related Problem;

=1

Related Request for Change:

Il [

Related Knowledge Articte:

3l [

Reference Objects
Instaliet Base:

Installec Blase Componient:

5. Fillin the required fields for the new incident as necessary:

m Type a Description and a Reporter for the incident.

m Select a Priority in the drop-down list.

| ——
o

m Click Fill to select the Installed Base Component. This field describes the client information of

Solution Manager, such as SystemiD, Installation Number and Client.

m Complete the form with any other relevant information.

~ Details

[2p Edit

General Data

Pracessing Data

Dates

o

Description:®  [incident from Soiution Manager

Customer.  [HPSW-RAD-EH 3]
Reporter [zhuzlin |
Pracessar | &
Service Team | &
Status  [New [~]
Impact | Urgeney: | [~]
FRecommended Priority. | Priority:* 2 High [~]
Crested | | [oo-o0 |
Changed: | | [oo:00 |
First Response by: | ] [~]
RT Stetuis: 0%
bueey | | | =
M St o

Category

Lewel 1
Lewel 2:
Lewel 3:

Lewel 4

Soltion Category:

Relationships

FRelated Problem:
Felated Request for Chanoe:

Relsted Knowledge Article:

Reference Objects

Installed Base:

Installed Base Componert:

Al

Al

Al |

3258 SLW 0020314382 800

6. Click Schedule new Action in Schedule Actions drop-down section and select Send to External

Service Desk from the list in the new window opened.
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Incident: New

Elsave | Dizplay | 3 Cancel | [ Mews  Mews from Template |[7 | Creste Folow-Up | Actionss | Mores

description from Solution Manager

:B Scheduled Actions -- Webpage Dialog

T action Processing Type

[ » SAP Collaboration Dizplay SAP Action Log Method call
Send Message to SAP Method call
[ # SAP Hotes Mairtain SAP Logon Data Method call
Open System for SAP Method call

[ » Related Knowledge Articles E-Mail to Reporter il

Prirt Mezzage Prirt

w Attachments [ attachmert  [fURL [ with Templste | Adva

[E] Mo resutt found Send to External Service Desk Method call
Refresh in Ext. Service Desk Method call

* Scheduled Actions Eciit Lizt

Actions Status
T Execute Fiy
T Execute Fi)
T Execute Fi

[f Schedule Mew Actions | Repest | Action Detsilz— Determination Log

Send Solution to External Service Desk Method call

Action Definition Schedule Cancel

Start Deta Compilation Method cal Zhu wwei
Schedule .

SLA Update Dates and Duratio Method call zhu e

Automatically synchronize with Ext. Service Desk Method call zhu wei

7. As shown in the following screenshot, the new action is waiting to be executed in the action list.

By

+ Scheduled Actions

Actions

ﬁ' Execute
ﬁ' Execute
ﬁi Execute
ﬁi Execute

Edlit Lizt

Status
&

| = =

[ schedule Mew Actions | Repest | Action Detsils Determination Lo Storacs System

Action Defintion

Send to External Service Desk

start Delta Compilation |ND Strateqy | Action Definition Exists|
SLA Update Dates and Durations

Automstically synchronize with Ext. Service Desk

[ ¥ Processing Log

8. Click Save to send the incident to Service Manager.

9. Click Display to switch the incident to view mode.

10. After a few minutes, re-open the incident to check whether it is sent to Service Manager.

If the incident is sent successfully, SAP receives the Incident ID message from Service Manager.
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Text Log

Description
02122013 035713 zhu wei fD-

02422013 05646
1201 M3 19:56:59 USMountain (ovictex avictex:
Incident ID &t external helpdesk iz 10146

Send Solution in Service Manager

1. Log on to Service Manager as Incident.Manager.

- Text Add Text = | Inzert Texd Template Maintain Text Templates

2. Click Incident Management > Incident Queue. Find the incident from Solution Manager in the

Incident Queue form.

Incident Queue: All Open Incidents

= tiew Q scaren & Refresh s By Assignment Group || Hora~

Incident

Queve: Incident | View: Al Open Incidents

[C] incident 1D Category Alert Status status sou Assignee Brief Description Priority  Initial I Urgency Problem Type
[ mioo0s incident updated Work In Progress Application Incident Manager Microsoft Office keeps asking toinst... 4-Low  4-User 4-Low incident
O miooid incident updated Open Application Incident.Coordinator [Eis not responding to users request  3-Ave... 4-User 2-High incident
] complaint updated Work In Progress Application Incident Manager When opening documents, Microsoft ... 3-Ave... 4-User 3-Ave.. complaint
] incident updated Work In Progress Application Incident Manager Virus sean reporis Multidle Virusses ~ 2-High  4-User 1-Crii.. incident
] incident updated Work In Progress Application Incident Manager Wicrosoft Office Word cant startup, ... 3-Ave... 4-User 2-High incident
] complaint updated Open Application Incident Manager Windows keeps changing Dateand . 3-Ave . 4-User 3-Ave_ complaint
] complaint updated Open Application Incident Coordinator Windows language keeps changing . 3-Ave . 4-User 2-High complaint
] incident updated Work In Progress Application Incident Manager E-mail box runs full with SPAM 2_High 4-User 1-Crli incident
] incident updated Open Application Incident Manager E-mailis not synchronizing 3-Ave. 4-User 2-High incident
] incident updated Open Application Incident Coordinator Wy browser keeps givingmsg: Notr. . 3-Ave. 4-User 3-Ave . incident
] incident updated Work In Progress Application Incident Coordinator E-mail runs full with SPAN 2-High 4-User 1-Crli incident
[} incident updated Open Application Incident Analyst Web browser not responding 3-Ave. 4-User 3-Ave. incident
[} incident updated Open Application Incident Manager E-mailis not synchronizing 3-Ave. 4-User 2-High incident
[} incident updated Work In Progress Application Incident Manager Wicrosoft Office Power Point can'tst.. 2-High  4-User 1-Crii. incident
[} incident updated Work In Progress Application Incident Coordinator Wicrosoft Office Power Point wonts . 3-Ave. 4-User 2-High incident
0 incident updated Open Appiication Incident Analyst Web browser not responding 2-High 4-User 1-Crti incident
0 incident updated Accepted Appiication Incident Coordinator Wicrosoft Office Words can't startup, . 3-Ave. 4-User 3-Ave . incident
0 incident updated Accepted Appiication Incident Manager Windows language keeps changing . 3-Ave .. 4-User 3-Ave. incident
0 incident updated Open Appiication Incident Manager Wicrosoft Office Excel does notstart . 3-Ave. 4-User 3-Ave . incident
0 incident updated Open Appiication Incident Manager Wicrosoft Office spel checker check . 3-Ave. 4-User 3-Ave . incident
| » incident updated Work In Progress Appication Incident Analyst Laptop cannot boot Operating System  2-High  4-User  1-Crti.  incident
] complaint updated Open Application Incident Coordinator VPN connection drops every 10 minu__ 3-Ave_. 4-User 2-High  complaint
] incident updated Work In Progress Application Incident Coordinator Wicrosoft Office Words reports on s 3-Ave. 4-User 3-Ave.. incident
] complaint updated Open Application Incident Managsr Operating system language is Spanish  2-High ~ 4-User 1-Crti  complaint
8 incident alert stage 2 Categorize Application SAP checker incident 4-low  4-Ussr 4-Low
8 incident alert stage 2 Categorize Application SAP checker incident 4-low 4-User 4-Low
8 incident alert stage 2 Categorize Application SAP checker incident 4-low 4-User 4-Low
O mio140 incident alert stage 2 Categorize Application SAP checker incident 4-low 4-User 4-Low
O mio1a1 incident alert stage 2 Categorize Application SAP checker incident 4-low 4-User 4-Low
O mio142 incident alert stage 2 Categorize Application SAP checker incident 4-Low  4-User 4-Low

incident updated Categorize Application incident from Solution Manager 4-Low  4-User 4-Low

@ Assignment Group: E-mail / Webmail (South America) (1 items)

@ Assignment Group: Field Support (Africa) (2 items)

3. Open the incident and check the updated information from Solution Manager.

4. Extend the Sap Solution Manager tab to view the incident’s status from Hidden Metadata.
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= Provider: Indicates the incident is requested by Solution Manager. Service Manager provides
the solution to Solution Manager.

m ProviderProcessing: Indicates the incident is being processed by Service Manager.

Categorization and Assignment ‘ Tasks | Impacted Services | Workflow | Proposed Solution | Related Records - (D)l Activities ‘ SLA | Aftachments - [D]‘ SAP Solution Manager
SAP Selution Manager SAP SolMan 1

Exchange Slalus Provider:ProviderProcessing

Date Update

12/01/13 19:58:16 El Additional information sent to External Helpdesk : SAP Solution Manager

B

5. Extend Activities tab to view the message of Journal Updates. As shown in the following
screenshot, Service Manager receives the message that displays incident ID of Solution Manager.

Categerization and Assignment |Ta.5k5 | Impacted Services |Wurkﬂuw | Proposed Solution | Related Records - (ﬂ}|Adiwtie5 SLA | Attachments - (0}| SAP Soluticn Manager |
Vendor:
Update Type:
Update:

|Z| Customer Visible:

Journal Updates: —12/01/13 19:56:58 US/Mountain (ovictex ovictex):

Incident ID at external helpdesk is IM10146

—12/01/13 19:55:26 US/Mountain (ovictex):

External Helpdesk : SAP Solution Manager created new incident ID 8000000710 for this incident
description from Solution Manager

Date/Time

Type Operator
12/0143 19:58:17 Update from Customer ovictex
12/01/13 19:56:59 External Update ovictex

6. Update the status to Work In Progress and fill other fields.

7. Click Save.

8. Type solution in the Solution text box in the Proposed Solution tab.
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$8 cancel £\ Previous 7 Next Save & Exit [Z] Save [7] Apply Template Eﬁ')\dﬂ Info Eﬁ Send Back

More ~

|® US/Mountain 12/01/13 20:31:42: Incident IM10146 has been updated by Incident.M.

Incident - IM10146

Title: + incident from Solution Manager

Description: +| default description

Incident ID: 10146 Reguested By:
Status: + Waork In Progress Contact Person:
Phase: Investigation Location:
Affected Service: + MyDevices E‘O\ Major Incident
Affected CI: SAPnstance00 @® Escalated:

= Clis operational (no cutage)

Outage Start Time: 12/0113 19:56:28
Outage End Time:

[E]
[E]

Categorization and Assignment |Tasks | Impacted Services. ‘Prupnsed Solution | Workflow: | Related Records - (D)| Activities | SLA |At‘tachmenfs- (D)| SAP Selution Manager

Problem Candidate: D

Solution: Solution from Service Manager

9. Click Save.

10. Click Send Solution to send solution provided by Service Manager to Solution Manager.

11. Click Cancel to release the incident.

12. After a few minutes, click the Sap Solution Manager tab to view the incident’s status from Hidden

Metadata.

= SolutionProvided: Indicates the incident has been sent with solution by Service Manager.

SAP Solution Manager SAP SolMan 1

Exchange Status Provider:SolutionProvided

Date
1210113 19:58:16

Categorization and Assignment ‘Tasks ‘ Impacted Services | Proposed Solution | Workflow | Related Records - (D]l Activities | SLA |Attacnmams- (D)l SAP Solution Manager

Update

E‘ Additional information sent to External Helpdesk : SAP Solution Manager

12/01/13 20:38:05 E Solution is provided to External Helpdesk: SAP Solution Manager

B

And the log is recorded with the message “the solution is proved to Solution Manager” below
the Hidden Metadata textbox. The Send Solution button and the Send Back button are
unavailable and only the Add Info button is active.
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13.

= Send Solution: Service Manager provides a solution to Solution Manager. The action is
unidirection. After the action, the incident in Service Manager cannot send a second solution.
Only adding new information into the incident is allowed. Otherwise, the incident will be sent
back by Solution Manager.

= Add Info: Service Manager can synchronize with Solution Manager continually. The action is
bidirection.

= Send Back: Service Manager rejects the incident from Solution Manager. The action is
unidirection. After the action, the incident in Service Manager cannot be sent back again to
Solution Manager.

Click Cancel to close the incident window.

Check the solution from Service Manager

Search the incident and open it. As shown in the following screenshot, Solution Manager receives the

message “solution from Service Manager” from Service Manager.

- Text Add Texts | hlaintain Text Templates

Text Log

Description
02122M3 043727 zhu weif D-

02122013 04:37:24
Solution from Service Manager

Send the incident back to Service Manager

1.

Search the incident and open it.

Click Edit to switch the incident to edit mode.

. Change the status to In Process.

Create New Scheduled Action “Send to External Service Desk” to send the incident back to
Service Manager.

Click Display to switch the incident to view mode.
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Send the incident back to Solution Manager again

1. Log on to Service Manager as Incident.Manager.

2. Click Incident Management > Incident Queue. Find the incident from Solution Manager in the

Incident Queue form.
3. Open theincident and check the updated information from Solution Manager.
4. Extend the Sap Solution Manager tab to view the incident’s status from Hidden Metadata.

The Hidden Metadata field displays “Provider: ProviderProcessing”, which means Solution Manager

is waiting for the solution provided by Service manager.

Categorization and Assignment | Tasks | Impacted Services | Proposed Solution | Workflow | Related Records - (0) Activities | SLA | Attachments - (0} SAP Selution Manager
SAP Solution Manager SAP SolMan 1

Exchange Status Provider:ProviderProcessing
Date Update
12/0113 19:58:16 E Additional information sent te External Helpdesk : SAP Solution Manager
12/0113 20:38:05 E Solution is provided to External Helpdesk: SAP Selution Manager

H

5. Extend Activities tab to view the comments when SAP rejects the solution.

Categorization and Assignment | Tasks | Impacted Services | Proposed Solution | Workflow | Related Records - (0)] Activities  SLA | Attachments - (0)| SAP Scluticn Manager

Vendor:

Update Type: - Customer Visible:

Update:

Journal Updates: —12/01/13 22:07:41 US/Mountain {ovictex ovictex):
External Helpdesk : SAP Solution Manager rejected solution
—12/0113 20:37:15 US/Mountain (Incident. Manager):
A solution for this Incident has been proposed to SAP SolutionManager.
—12/01/13 19:56:59 US/Mountain (ovictex ovictex):

6. Click Send Back to send the incident back to Solution Manager.
7. Click Cancel to release the incident in Service Manager.

8. After a few minutes, re-open the incident and extend the Sap Solution Manager tab to view the

incident’s status from Hidden Metadata.
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The Hidden Metadata field displays “Provider: RequesterProcessing”, which means Solution
Manager is processing the incident. The incident’s ownership is transferred to Solution Manager.

Categorization and Assignment | Tasks | Impacted Services | Proposed Solution | Workflow | Related Records - (0)| Activities | SLA | Attachments - (0} SAP Sclution Manager
SAP Solution Manager SAP SolMan 1

Exchange Status Provider RequesterProcessing

Date Update
120113 19:58:16 E Addtional information sent to External Helpdesk : SAP Solution Manager
12/01/13 20:38:05 [7=]| Selution is provided to External Helpdesk: SAP Solution Manager
12/0113 22:39:59 E Ownership transferred to External Helpdesk: SAP Solution Manager

9. Click Cancel to close the incident window.

Close the incident in Solution Manager

1. Search the incident and open it.
2. Click Edit to switch the incident to edit mode.
3. Change the status to Proposed Solution.

The incident’s status must be change to Proposed Solution or Customer Action before the incident
is changed to Confirmed.

4. Change the status to Confirmed.

5. Click Save to close the incident.

Incident: 710, incident from Solution Manager
| | | O Mew  Mew from Template | [ | Creste Follow-Up | Actionss | Mores

Tranzaction 8000000710 saved

~ Details [ Edit

General Data Category
D S000000710
Level1
Description:  incident from Solution Manager
Level 2
Customer:  HPSW-RAD-SH
Level 3
Reporter:  zhu 2l In
Level 4
Processor.  zhu wei
Service Team: Solltion Category:
Pracessing Data Relationships
Status:  Confirmedt Related Problsm:
Impact: Urgency. Releted Request for Change:
Recommended Friority: Friorty. 4 Low Related Knowledgs Aticle:
Dates Reference Objects
Crested: 02122013 0356 Installed Base: 1
Changec: 02122013 0705 Installec Base Componernt: 3256

First Response by:

IRT Status: @ 0%
Due by:
WPT Status: @ 0%
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Check the incident’s status in Service Manager

1. Log on to Service Manager as Incident.Manager.

2. Click Incident Management > Incident Queue. Find the incident from Solution Manager in the

Incident Queue form.

3. Open theincident and check the updated information from Solution Manager.

[ To Do Queue: My To Do List ” Incident: IM10138 1

$8 cancel | |More

Incident - IM10138

Title:

# Incident 2
Description: +[ 0020314982
Incident ID: M10138 Requested By: falco
Status: + Closed Contact Person: FALC
Phase: Closure Location:
Affscted Service: = MyDevices O WMajor Incident:
Affected CI. SAP200 .'\;:. \_} @- Escalated:

Outage Start Time:
Qutage End Time:

01/22/14 22:53:57
01/23/14 00:50:53

Summary | Past Activities | Workflow | Categorization and Assignment | Tasks | Impacted Services | Related Records - (0)| SLA | KPI Metrics | Attachments - (0) SAP Solution Manager
SAP Solution Manager SelutienManager1

Exchange Status Closed

Date Update
01/23/14 01:09:18 Created incident in External Helpdesk :SAP Selution Manager. Incident id at External Help
01/23/14 01:53:40

01/23/14 01:55:46

Additional information sent to External Helpdesk - SAP Solution Manager
Incident : IM10138 has been closed in the External Helpdesk: SAP Solution Manager

The Status field is Closed and all buttons about SAP are not available.
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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 User Guide (Service Manager Exchange with SAP Solution Manager 1.10 patch 1)
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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