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B Was bringt der HP Service Manager 7?

m Uberblick

HP Service Manager 7 (SM7) basiert auf Service Center (SC)
Version 6.2

Essentielle OVSD Features sind in die SM7-Architektur eingeflossen
(das ,,Beste™ aus OVSD und SC wurde im SM7 vereint)

Mit Erscheinen des SM Version 7.1 (ca. Ende 2008) wird ein
Migrationspfad von SC bzw. OVSD nach SM 7.1 bereitgestellt

nnnnnnnnnn

© I TC G m b H 2 OO 8 e e o 4




B Uberblick zum HP Service Manager 7

m SM7 Module

Knowledge Request Service Level Service
Mgmt Mgmt Mgmt Catalog

Service Desk Incident Problem Scheduled Self-Service
(Call Mgmt) Mgmt Mgmt Maintenance Ticketing

Configuration Mgmt

ITIL Authoritative Data Store

Windows and Web Client Module

uoljepuno4

Implementation (Soap API) Component

Implementation (SCAuto SDK) External o Preduct ITC
InFormation
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B Uberblick zum HP Service Manager 7

m Neue / zusatzliche Features des SM7 im Vergleich zu OVSD

Interactions im Service Desk

Relationen zwischen typgleichen Objekten
Graphische Darstellung von Abhangigkeiten
Knowledge Management

Service Catalog auf ESS

SLM Modul mit BAC Integration

Service Lifecycle

Information
nnnnnnnnnn
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B Uberblick zum HP Service Manager 7

m Interactions als Ubergeordnete Objekte im Incident Management
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B Uberblick zum HP Service Manager 7

m Relationen zwischen Objekten gleichen Typs + Historisierung
(z.B. Change mit Change)

Change Mo.: C14 Ext. Project Ref.: |

Category: RFC - Advanced Planned Start: |05/08/02 10:00:00
Subcategory: security Planned End: |05/09/02 10:00:00
Phase: 2.plan

Brief Description: |Remnue Tech Support from the QA database system.

General | Description |History | Contact | Plan | Estimate | Assodated Cls | Affected Services | Approvals | Tasks | Attachments | Related

DatefTime
08/19/07 040721 Relate Change Cal C14 And C13. Reason:Mone
08/18/07 05:23:56 Unrelate Change MAMAGER COA C14 And C25. Reason:Mone
08/18/07 0G:21:58 Relate Change MAMAGER COA Z14 And C25. Reason:Mone
ITC
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B Uberblick zum HP Service Manager 7

m Graphische Darstellung von Service-Baumen und CI-Relationen

@- Change Queue: All Cpen Changes E— Change C1001 - Prompk
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B Uberblick zum HP Service Manager 7

m Knowledge Management mit komfortabler Suchfunktion

earch Knowledgebases

What are you searching for? Fircuit is dead according to caller. She said phone company has been [ Search |
called.

[ Advanced... ]

IF] Search in results
Search Results

PR ria o et 1T

”
66%G Quick tips for phone troubleshooting external Knowledge_Library —

Quick tips for phone troubleshooting tips to help you troubleshoot vour
corporate phone system Quick tips for phone troubleshooting tips to
oot your corporate phone 57

6% PBX Phones

... and is used for its internal employees to communicate both between
thems=selves and the outside world. The original purpose of a PBEX was to
allow line pooling within an enterprise in order to grant that ...
/ enterprise the ability to have more employees than telephone lines -
taking advantages of the natural economies of scale that begin to occur
as headcount rises. p align="left"=0ver time, the FEX has ...
enterprise and is used for its internal employees to communicate both
between themselves and the autzide warld. The original purpose of a

FBxX was to allow line pooling within an enterprise in order to ... that
_ .- c W
enteernries the ahilibe 0 hawe minre eminlocees than telenhnne lin =

internal Knowledge_Library

(I

| Y

I TC Information
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B Uberblick zum HP Service Manager

m Service Catalog mit Subscribe-Funktion

% Configuration Item Queue: Devices per CI Type
0K 8 Cancel  §p Previous L Mewt [S] Save % Delete O, Find DEF\II Show Members

B YO

CI Identifier: CI10001 < Vendor | < Relationships ‘ < Relationship Graph | < Metrics | < Financial ‘ < Scanner |»?
1 Marme: E-mail | \Webmail {North America)
BA i
Asset Tag: & 2t | kO] & || s m | & IZMVI
Status: Inuse
North America - IT -
=i\ E-mail | Wwebmail
Config admin group: E-mail | Webmail (Marth America) “la (Africa)
I Suppork Groups |

adv-nam-switch

i1 HP Service Manager

@ Service Catalog Entries

Mzin Menu [ Service Catalog :.:| Q

Submit a Reguest Home > Personal Productivity Services T D] ] e q
Order from Catalog

Submit Saved Carts and Templa
Yieww Open Requests
Yieww Clozed Requests

[#

r
adv-nam-server-mai
-

E-mail [ Webmail (Morth
Ametica)

ack ko Home

A
ady-nam-server-dt
»

# Authentication and Security = :

Search Knowledgebasze H E-mail | \Webmail E
Find a Request Conkains items such as PC Key Card, Digital Badae, .. E-mail { Webmail (Europe)
Change Pazsword (Australia) 2
Subscriptions # Conferencing and Collaboration :I i [+
For by Use E
Logout Cankains ikems such as Audio Conferencing, Web Conferendng, Yideo Conferen

Maotes, ..

% Email

AU 1YL=

Theset e aem Corisy [N yous cant.
Cantains items such as Exchange Quata, Public Distribution i,

Bt Bentd tar ety o
# File Storage and Sharing Per—— —— . [ p—
Conkains ikems such as Desktop Backup, User Share, Group 5l
# Hardware Bundles
Contains ikems such as Standard Laptop Bundle, Standard De
Tt Cost: $7R00
Ttems 1-5 F 10 t

o I TC
B nintnimay Information

Technolagy
Consulting
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B Uberblick zum HP Service Manager 7

m SLM-Modul mit BAC Implementation

e | Mercury Business Availability Center (running on bacél-center.mercury.com) - Microsoft Internet Explorer

NMERCURY"

Business Availability Center - Dashboard

olfE

Viewt |On|ine Banking

E E Browse|Search| ?
Jid ]

Top View | Console Filters

s

E % online Banking

<nline Banking

Mon Revenue Generating

C' General Account pages

] J2EE ©nline Banking App
¢ Real User Sezzions

[C] Real Users Problemns ¢ Ind
‘:::‘ Feal Users Transfr Funds

] Transfer Funds

HEEE R
i

Geographical Map

Custom

APPLIC

Map

Topology Map

Uszer: Yuval Machman
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Revenue Generating -

System ,t7
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Performance @42
Ack
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o] 5] <]
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System Performance Awvailability RT Impact PNR 0T Iy

Sl Somer S memre o - @+ Q2 $85.286 5 436,99/

i1} 12€€ Online Banking fpp ¥ S = = = = s

Real User Sessions ¥ = LA AL 5 5 =

) peal Users Problems 4 Info eventz ¥ - - - - B
':::‘ Real Users Transfr Funds * - ox‘: %‘: $12.703 1

C'Transfer Funds = 5 Q(‘: s $0 E11H42'8M $13,13;
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B Uberblick zum HP Service Manager 7

m Service Lifecycle

What services does
IT provide me? :j \

Cancel my service

Subscription Request a new

service

«Status
+Link to Contact or Dept
sLink to Service / Cl
*History

*SLA Options
+Custom Options
*Related Changes

Modify my service

Request support for
my service

o
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B Uberblick zum HP Service Manager 7

m Von OVSD in die SM7 Architektur Ubernommene Features

Folder (flache Struktur)

Mehrfachaktualisierung (z.B. bei CIs)

Advanced Find

ToDo Ubersicht (Interactions, Incidents, Problems, Changes, WO)
Templates

Views

nnnnnnnnnn
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B ITSM Iimplementation Accelerator (l1A)

Ist dhnlich dem APM, jedoch fir

SM7

Basiert auf ITIL V2 & V3 i

Enthalt 3-stufiges Prozessmodell Guidelines

sowie technische Konfiguration |[BEEEE==——————— === ===+

fiir den SM7 Processes I TC .

Umfasst die Prozesse B odires umﬁ
Interaction und Self-service Work s
Incident Management NSIUCONS  11GM Tmplementation
Problem Management Tool Settings Accelerator
Change Management = = | == e - c e e e e e e e e - - -
Service Asset und Configuration anear;écrﬁ it m] H;aslgvice
Management Application ~ ‘+vee ger

ITIA schlieBt genau hier die Liicke — zwischen ITIL Theorie und Tool-Plattform

nnnnnnnnnn
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B Prozessmodell-Set lIA

Tool settings Tool settings Metrics &
. (o8)) Help ~ User 2 > KPI's
() server Roles/ (~— COBIT & SOX
Profiles c°""°',s\/17

! Process Architecture | Procedures / COMING
, : Work instructions
| | ! =
| =3 !
i - || = Process Monitoring
| = ’
D = |||:| EH:H:! ] i
o ll.. I SO EESEE S D e e m— N
TR e e e e e e pe pe e e e e L 1
: ITILProcessFlows | | | Y ) Y | | e e e e o | ===
=
i <> | | | _
: 1 ! | =———
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B Prozessmodell-Set lIA

I Level O I

All ITSM Processes

Level 1

Incident Management

SO2 Incident Management

Usar
Interaciion
Management

| MoniorsLA Incident Logging Z‘“mfg‘
k ‘\\\\\ Level2\
\
I =) N Incident Loggin
i :}\ N gging
e *Goals
! *Description of process
L R *Definitions

l_l_l *Scope

*Process Diagram
*Roles

I = \ -Procedures

Change Requs
anagement Fulfiment
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B llIA-Konfiguration fiir SM7

Service Desk: Interaction

20 vl il
MI
Navigator ZZF[EF New Interaction =l
Whg o= A | cancel |4 Undo| & Close Find | [ Fil [ Apply Template | | 2]

[B Incident Queue \
[ Open New Incident Ik schonll: SD10320 Interaction Detail | Attachment

B Search Incidents

[ Search Knowledgebase Interaction Detail [
[Eig Knowledge Management Contact for this interaction: [{yarry, Incident g @ Category: I r |E|u|
& [gy Problem Management Full Mame: frcas r compiain
EQ Administration Telephone: Sub-area: | r incident
g Error Control = Email: —— r |reguest for change
& (5 Problem Conrol | Locatim: : ) r reguest for information
[ Open New Problem " Motify By: Dle Kategorle gErvice rEgLJEEt
|} Problem Queue j | m m |
[ Search Knowledge Base This interaction is for: : beSt 0 t d ©
EB Search Problems b Full Name: ESkalatlonS' |Dﬂ|
9 [ Protlem Tasks prfected ttems (N
EB Problem Task Queus Service: r |DU|Q|@
|} Search Problem Management Ta Affected CI | |IZIU|Q|@2
[ Request Management
N . Critical CI Pending Change
a E Service Catalog Tte:
-] Service Desk Ll
< i | B Famail web problems |

I TC Information
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B llIA-Konfiguration fiir SM7

Incident Management

Incident I0: IM10002 Incident Detail | Activities | Affected Services | SLA | Related Records |
Status:

|'u."'.|'|:|rk In Progress | v|

Vordefinierte

Assignment Group: ﬁ\let'.-\'u:urk |D“| Incident Detad Kategorien
Assigres: |Chan..ﬂ.|:u|:urwer | I:Iu| Category: Fnciu:lent Z =T
Vendor: | |E|u| ) Ares ﬁ'ailure ||:|"|
Reference Mumber: | | Smart ﬁ‘unctiu:nn or feature not wu:nrkj|| |:|"|
= - 8 bh]

S Indicator” Icon  Jr o <
Service: rE‘I'ﬂElll l|"'I."'.I'Ebl'l'lflil [Nl:lrﬂ'l .‘5|| |:|n|':L| - rgency: r3 _ A"J’EI’EIQE | ‘P|
Affected CL: |au:|v -nam-server-mail |E|"|Q|@i

Context Details
Critical CI Pending Change
= CI is operational {no outage) - | Please double dlick a line to drill down to a detailed overview of the records
Qutage Start: 02/09/07 15:44:00 =
Cutage End: | || L Yisuglize J
Location:
aeaman I m Open Incidents for this Service i |

Title: Closed Incidents for this Service 8
n".n'ebmail login failure |

Description: Search Knowledge ¢

Webmail can't be reached, browser can’t find it

I TC Information
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B llIA-Konfiguration fiir SM7

Problem Management

! ﬁ- Problem Queue: All Problem Tickets =
I Ok 9 Cancel 4} Previous JL Mext [S)] Save <5 PriorPhase O Find DE Fill Eﬂ Close ol
i L INPLe Bl B D) |
Problem ID: PR10001 p ik *»
“ Problem Detail | < Assessment | < Activities | < 5LA | < Felated Records | 3
Phase: Prablem Closure and Review a
Skatus: work In Progress = Categorization
Assignment Group: [Hardware = Area: hardware =
Prablem Coordinator: Manke,Bresnahan = Subarea: hardware Failure il
Affected Iten Impact: T -
Service: Applications =G Lrgency: 5 figh
: S -
Primary CI: [Microsaft Windaws =]q] Priarity: 5~ Averane |
] Affected CI Count: |c| |
1 Tite: SLA Target Date: | [~
i =
il [met enough internal memory | Root Cause Identified Date: 03/03/07 16:43:00 =
Solution Identified Date: 09/17/07 00:00:00 —
Diescripkion:
. Problem Resalution Date: [09;23;0? 12:00:00 | - |
all laptop models 6720b are running out of memary when multiple severe -
lapplications are running.
Related Incident Count: |2 |
= Closure Code: |’| |I:f |
Rook Cause Description: Sungested Workaround:

Cause Code

eskrop models xxx are suited with S12MB internal memary, which is by far not -
enough to process multiple severe applications,

lose as much as possible programs which aren't beeing .
Cuk of Scope

Reguest Rejected

Solved by ChangejService Request:
Solved by User Instruction

Solved by Workaround

IUnable to solve

Withdrawn by User

I TC Information

Technolagy
Consulting
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B llIA-Konfiguration fiir SM7

Change Management

% Change Queue: All Open Changes 2 Change C

0005 - Prompt X

CI Group

v OK 9 Cancel {F Prev L Mext H Save ﬁclose O, Find DEFiII @Clocks

Default

Reject Hardware

EM Document
Malntenan::e

BItHs Y9 HEE ventenance

Change ID: [crooos |
Phase: |Change Revigw |
Status: [initial |

Approval Status:

approved

Initiaked by: BARROW, JESSE
Full Marme: Jesse Barrow
Telephone:

Ernail:

barrow, jesse@advantage o

Assignment Group: Hardware

Chan.spprover l:f

Change Conrdinataor:

pffected CI

Service! IMyDevices =
Affected CI: adv-nan-lapt-107

Location: | = |
Title:

[Firmware upgrade |

e

Descripkion

Fleep-mode firmware upgrade

— - — ; Change Frepare
=J — EhemES Change £ fssessmert 1) for Change £y Change
—a— L ongycgirigy Fewviewy a Chanoe A pproval Implementation
Planning Approval - "
- Change Implementatio

Release Management

< Change Detail | < Achivities | < History |
Software

“hange Detail Subscription
Subcategory: Configure Hardware
O Emergency Change
O release Management\\
Impact: |'4 - User | - | \\/E
Urgency: 3 - Average | -
Priority: 3 - Average
Risk Assesment: S - Yery High Risk | -
Requested End Date: 09/29/07 14:40:00 -
Alert Skage: &
Plarned Skart: —
Plarned End: —
Scheduled Downtime Start | | - |
scheduled Downtime End: | | - |
O carfiguration Ttemis) Down
Ext, Project Ref.: | |

mergency
Change can be
triggered
automatically

Visualisierung
des Change
Workflows

Ewvaluation
&
Change

s

Clo=sure

I TC Information

Technolagy
Cansulting
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B llIA-Konfiguration fiir SM7

Configuration Management

E; Problern Queue: &l Problem Tickets ‘ E; Configuration Ikem Queue: Devices ... ¥Z- Corfiguration Item: Adobe Readsr X

W OF % Cancel ¢ Previous L Mext [ Save —

=
L Status des T BT = O]

Cls / Services

SR |C11':“5‘7"‘-:j | Audit | & Software |”1u
CI Mame: [ﬂdnbe Reader | 7
Assek Tag: | | lassification

SOX & Security
Klassifizierung

Skakus: [,ﬂvailable - [ CI Type: Bpplication -

et =lIe] Enviranment: | | - |

Config admin group: I'npplicatinn ||:|’ |Q |

Security classification: | | - | b
Support Groups | SO¥ classification: | | - |
. Export control classification: | | - |
Verantwortl |Che O 17 service continuity plan enabled

Support Gruppe : O criical C1
Part Mumber: I—W Priarity: | | i |

Manufacturer: | | Outstanding Incidents: | ) |

Modél: . | : | Outstanding Problems: |g | L Offene

::::;-umber: IE.D Professional I Outstanding Known Errors: |c| | [T P-U nkte

e Outstanding Changes: |EI | dleseS CIS /
| User Base: | | SerVICGS

Description: D Systemn Down

O rending Change

I TC Information
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m SM7 Funktionsumfang
SM7 ist die Essenz aus OVSD und SC 6.2
Mehr Flexibilitat durch eigene Programmier-Logik
Komfort von SC wurde durch Wizards deutlich gesteigert

m SM7 mit IIA bietet OOTB-Prozesse und Toolkonfiguration
Technische Konfiguration flir SM7
Ohne technischen Aufwand sofort startklar

m IIA ist ITIL V3 konform
Prozessmodell mit ITIL V3 - konformen Prozessen
Prozesse, Prozeduren und Arbeitsanweisungen fiir den SM7

nnnnnnnnnn
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B Fragen zum SM7 oder lIA?

m Markus Tonn

Consultant

EXIN ITIL
Service Manager
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