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Notices

This information was developed for products and services offered in the U.S.A.

IBM may not offer the products, services, or features discussed in this document in other countries. Consult
your local IBM representative for information on the products and services currently available in your area.
Any reference to an IBM product, program, or service is not intended to state or imply that only that IBM
product, program, or service may be used. Any functionally equivalent product, program, or service that
does not infringe any IBM intellectual property right may be used instead. However, it is the user's
responsibility to evaluate and verify the operation of any non-IBM product, program, or service.

IBM may have patents or pending patent applications covering subject matter described in this document.
The furnishing of this document does not give you any license to these patents. You can send license
inquiries, in writing, to:

IBM Director of Licensing, IBM Corporation, North Castle Drive, Armonk, NY 10504-1785 U.S.A.
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Preface

IBM® Tivoli® Service Request Manager V7.1 provides a unified and integrated
approach in dealing with all aspects of service requests to enable a “one-touch”
IT service experience, backed up by an optimized delivery and support process.
It is a powerful solution that closely aligns IT operations and the business,
improving IT service support and delivery performance.

This book provides information that can be used by clients, Business Partners, or
IBM field personnel who are looking to engage in an effort to implement ITIL®
based Service Desk processes in an enterprise environment utilizing the IBM
Tivoli Service Request Manager V7.1 product. This book is divided into three
parts:

» Concepts and components: Provides an overview of the IBM Tivoli Service
Request Manager product Service Desk functions and some of the standards
that drive its development. Also provides the reader with a better
understanding of the various components, logical and physical, that make up
the product and the functions that they provide.

» Planning and Installation: Provides information related to the actual
installation of the IBM Tivoli Service Request Manager product components,
including information related to hardware and software requirements.

» Demonstration scenarios and best practices: Focuses on demonstration
scenarios using some of the new features of Tivoli Service Request Manager,
such as reporting, survey, and search functions. We also provide best
practices for fine tuning and high availability of Tivoli Service Request
Manager components.

This book will be a reference for IT Specialists who will be implementing IBM
Tivoli Service Request Manager Service Desk processes in client environments.

The team that wrote this book

This book was produced by a team of specialists from around the world working
at the International Technical Support Organization, Austin Center.
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Part 1

Concepts and
components

In this section, we provide an overview of the IBM Tivoli Service Request
Manager product Service Desk functions and some of the standards that drive its
development. We also discuss the IBM Tivoli Service Request Manager

architecture.
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Introduction to Tivoli Service
Request Manager

This chapter provides relevant information about how Tivoli Service Request
Manager can help your organization to achieve business goals based on an IBM
platform. In this chapter, we discuss:

» “IBM Service Management” on page 4

» “Establishing ITIL processes to align IT with business objectives” on page 7
» “Service desk functionality” on page 14

» “Business needs addressed by Tivoli Service Request Manager” on page 16
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1.1 IBM Service Management

4

IBM Service Management is a new way to align your organization and all its
related functions with your business. IBM Service Management encompasses
the management processes, tactics, and best practices needed to deliver
business services. IBM Service Management is about developing, deploying,
and managing services that help reduce IT and operations costs through
automated process and more effectively manage compliance. It is about
increasing flexibility and getting products, solutions, and services to market more
quickly, helping you to respond to changes more efficiently and effectively than
ever before.

IBM Service Management lets you pull critical components, such as people,
processes, information, and technology together with an array of tightly
integrated solutions that can be viewed as three interconnected layers:

» IBM Process Management

» IBM Services Management platform

» IBM Operational Management

These solutions are based on IBM and industry best practices, such as the IT
infrastructure Library (ITIL), Control Objectives for Information and related
technology (COBIT), and enhanced Telecom Operations Map (eTOM), helping

users to ensure IT and operational processes are consistently designed,
automated, and executed, and are auditable for compliance adherence.

IT Service Management is the optimal intersection of people, processes,
information, and technology, as shown in Figure 1-1 on page 5.
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Figure 1-1 IBM Services Management interactions

1.1.1 Enabling business and technology integration

IBM Service Management provides integrated visibility, control, and automation
across business and technology assets to help you overcome the roadblocks to
business and technology integration and the inhibitors to innovation. This
enables you to better achieve your business objectives and maximize the value
from all of the assets that support your operation.
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Figure 1-2 shows an overview of IBM Service Management.

Business Objectives

Growth & Risk & CapEx &
Competitive Edge Compliance OpEx Control

IBM Service Management

Provides the integrated visibility, control & automation across
business and technology assets needed to achieve business objectives.

Visibility Control Automation
Business processes Information People Information Technology
Business Assets IT Processes

Business & Technology Assets

Figure 1-2 IBM Service Management overview

Innovation driven enterprises are facing an ever-growing problem to manage
their IT environments in a way that becomes:

» Efficient

» Reliable

» Secure

» Consistent

At the same time, the necessary infrastructure to deliver IT-enable business
services has been increasing. In most cases, IT has become so complex that is
impossible to determine the dependencies between services or their business
relations. This has presented a set of challenges to the organizations:

» Complexity: The root cause for IT organizations problems lies in the
ever-growing complexity, sometimes caused by heterogeneity environments,
interconnected applications (as known as composite applications), and so on.
Architectural and organizational issues, along with worldwide spanning
operations, have contributed to reducing the efficiency and effectiveness of
the IT organization.
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» Change: Complexity makes infrastructure vulnerable to changes. Often, a
forgotten detail breaks the service. Among the top reasons for outages or
service disruption are service level assurance requirements, staff turnover,
and market opportunities. Statistically, almost 80 percent of service outages
are caused by a lack of Change Management.

» Cost: Currently, IT labor cost represents almost 70 percent of the total IT
budget. In the late 1990s, half of IT budgets were assigned to new
applications development and half to operations. As IT budgets have been
kept flat, or in some cases decreased, IT executives are facing a dilemma:
Shift resources from new applications development or reduce the level of
support for current applications. In both cases, IT efficiency and effectiveness
are affected.

» Governance and compliance: New regulations, such as the Sarbanes-Oxley
Act (SOX) and the Health Insurance Portability and Accountability Act
(HIPAA), have put an additional burden on the IT organization to support the
needs of the business to audit for compliance through the institution of better
process controls and the maintenance of audit trails for IT infrastructure
changes. This requires careful consideration because of the penalties of
noncompliance, including criminal and civil liabilities and adverse public
opinion.

1.2 Establishing ITIL processes to align IT with
business objectives

Information Technology Infrastructure Library (ITIL) provides a non-proprietary
framework for implementing service management best practices aligned with
overall business objectives. Creating IT processes for ITIL guidelines enables
organizations to more effectively manage IT changes, assets, personnel, and
service levels.

It has evolved over the years to cover Service Support and Service Delivery, and
recently, in 2007, Version 3 was introduced, including a life cycle management
approach in five new volumes: Service Strategy, Service Design, Service
Transition, Service Operation, and Continual Service Improvement.

ITIL best practices are vendor independent, and thus can be used regardless of
the size of the company. ITIL books are not intended to be the solution
themselves; the books are guidelines that, once followed, help an organization to
optimize their IT processes and day-to-day operations.
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1.2.1 ITIL Version 3

ITIL Version 3 focuses on best practices throughout the service life cycle. It
focuses essentially on service and solution life cycle management, including five
core volumes: Service Strategy, Service Design, Service Transition, Service
Operation, and Continual Service Improvement.

Service Strategy

Provides a view to align business and IT so that each brings out the best in the
other. It ensures that every element of the Service life cycle is focused on
customer outcomes and relates to all the companion process elements that
follow. The four main activities in Service Strategy are define the market, develop
the offerings, develop the strategic assets, and prepare for execution.

Service Strategy encompasses the following processes:

Strategy Generation

Market Intelligence

IT Financial Management
Service Portfolio Management
Demand Management

Risk Management

vVvyvyvyYYyvyy

Service Design

Provides guidance for the design of a new or changed service for introduction
into the live environment, ensures there is a holistic approach to all aspects of
design, and considers all aspects when changing or amending any of the
individual elements of design. Service Design encompasses the following
processes:

Service Portfolio Management
Service Catalog Management
Service Level Management
Capacity Management

Availability Management

Service Continuity Management
Information Security Management
Supplier and Contract Management

YyVyVYVYYVYVYY
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Service Transition

Provides guidance for the development and improvement of capabilities for
transitioning new and changed services into the production environment. It
focuses on the broader, long-term Change Management role and release
practices. Service Transition encompasses the following processes:

Change Management

Service Asset and Configuration Management
Knowledge Management and Service Knowledge System
Service Release and Deployment Planning

Performance and Risk Evaluation

Testing

Acquire, Build, Test Release

Service Release, Acceptance, and Test and Pilot
Deployment, Decommission, and Transfer

YyVYyVYVYYVYVYYVYYY

Service Operation

Introduces, explains, and details delivery and control activities to achieve
operational excellence on a day-to-day basis. Many of the familiar processes
from the former Service Support and Service Delivery books of ITIL Version 2 will
be found in this book. Service Operation encompasses the following processes:

» Monitoring and Event Management
» Incident Management
» Request Fulfillment

» Problem Management
» Access Management

Continual Service Improvement

Provides guidance for continual alignment of the portfolio of IT Services with the
current and future business needs, growth, and maturity of the enabling IT
processes for each service in a continual service life cycle model, activities to
support a continual process improvement plan, how to measure, interpret, and
take action. Continual Service Improvement encompasses the following
processes:

Measurement and Control
Service Measurement

Service Assessment & Analysis
Process Assessment & Analysis
Service Level Management
Improvement Planning

vVvyYvyvYVyvyy
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1.2.2 Successfully implementing ITIL

10

ITIL is a framework of best practices, and not a methodology, as it only describes
what needs to be done. ITIL does not provide guidance on how to implement the
processes, so each company chooses the best way to fit ITIL to its requirements.

A key mindset when implementing ITIL is “adopt and adapt®: “Adopt” ITIL as a
common language and reference point for IT Service Management and “adapt”
ITIL best practices to achieve business objectives.

Generally speaking, IT organizations do not implement all ITIL processes
because they do not have the budget or they judge they do not need all the
processes. Initially, not implementing all processes can be seen as a way to
avoid extra costs. However, depending on the processes chosen to be
implemented, choosing not to implement other process may result in less
benefits from the implemented processes. For example, choosing to implement
Change and Release processes without implementing Configuration may result
in an inaccurate impact assessment when approving changes.

The Service Management processes selection should be done carefully, taking
into consideration the relationship among all processes and not only the cost
perspective and implementation complexity of individual processes.

A successful implementation of IT Service Management should consider:

» Be aligned with business needs, that is, business-driven not
technology-driven.

» Improve staff awareness about business goals.

» Be adapted to the culture of the organization. This adaptation should be done
when defining the roles, responsibilities, tools, processes, procedures, tasks,
and so on. After IT Service Management is implemented. it should be
rigorously followed.

» Have processes easily changed as necessary.

» Have its processes clearly defined, documented, and available.
» Have its main processes integrated with each other.

» Be integrated with external suppliers.

» Properly training and communication to all people who will use or provide IT
services.

» Have its inputs measurable and repeatable.

» Have IT processes tool supported and customized to fit the processes
defined.

» Have clearly measurable and repeatable key performance indicators.
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» A successful IT Service Management implementation should result in
improved IT customer satisfaction, better resource utilization, and
improvement of customer perception of IT service quality.

1.2.3 IBM and ITIL

IBM initially contributed to ITIL with its systems management concept “yellow
books” and continues to contribute as a developer, reviewer, and user of ITIL.

IBM contributed in many ways to ITIL Version 2, including authoring, quality
reviews, project management, and additional support through the IT Service
Management Forum. The focus of Version 2 was on process management
practices required to enable service management. The ITIL service support and
delivery publications contain significant contributions from IBM. The ITIL
application management book, co-written by authors from IBM and other
companies, is the basis for the life cycle concept in ITIL Version 3. It lays the
basic groundwork for how to integrate service management practices throughout
the solution life cycle.

IBM supports the development of updates and refreshes to industry-accepted
best practices, including supporting the ITIL Advisory Group through quality
reviews and other briefings. Thought leaders also serve on the ITIL Advisory
Group and other working groups to contribute as the need arises. Our view is
that ITIL is a valuable set of publications that promote best practices in service
management. From a strategic outsourcing perspective, ITIL is requested by
many IBM clients all around the globe. Companies that are implementing
improvements to their service management capabilities consider ITIL a good
place to start.

IBM Tivoli Service Request Manager is aligned with ITIL best practices to
support ITSM processes. Built with support for Incident and Problem
Management, Change and Release Management, and Service Level
Management, it is a part of a single platform that combines asset and services
management. IBM implements ITIL through IBM Tivoli Unified Process (ITUP).

1.2.4 The IBM Tivoli Unified Process (ITUP)

IBM Tivoli Unified Process (ITUP) is a roadmap for delivering ITIL based IT
Service Management using existing Tivoli and IBM solutions. ITUP links actual
product names and capabilities with ITIL defined roles, responsibilities, and
processes, and complements the IBM Rational® Unified Process® (a logical
method of application development) to provide a mechanism and a philosophy for
customers to align their IT organization and processes along business service
guidelines, and develop and implement applications with additional
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manageability factors built in to take full advantage of these new concepts. Each
ITUP process is defined by:

» Its purpose, goals, scope, and key performance indicators (KPIs) and
relationship to other processes.

» A workflow.
» People (Roles).
» Information (Work Products by Name). Also not described in ITIL.

» Products (Tools) that help implement aspects of the process.

For more information, go to:

http://www.ibm.com/software/tivoli/features/it-serv-mgmt/itup/index.htm
1

This site provides a brief overview of components, features, and how they
interact with each other in the overall IBM IT Service Management strategy. ITUP
is considered by IBM to be a definitive guide on how to implement ITIL in a
modular yet comprehensive fashion using IBM solutions available today.

1.2.5 ITUP Composer

12

ITUP Composer is a tool that allows for an implementation of the ITUP
framework by defining and creating IT Service Management processes that will
fit the business needs of an organization. ITUP Composer is shipped with
CCMDB Version 7.1 as IBM Rational Method Composer (RMC). RMC is the tool
that enables the development, customizing, and publishing of methods and
processes. ITUP Composer’s key elements and concepts are described in the
following sections.

ITUP Composer is the product version of ITUP. It is an ideal starting point for
organizations looking to implement IT Service Management best practices and
document their operational model. Only ITUP Composer has a content library
that you can customize, extend, and publish using the ITUP Composer tools.

Table 1-1 summarizes the differences between ITUP and ITUP Composer:

Table 1-1 Differences between ITUP and ITUP Composer

Feature ITUP ITUP Composer
Industry best practices Y Y
Process-level information Y Y
Activity-level information Y Y
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Feature ITUP ITUP Composer
Tool use guidance Y Y
Task-level information Y Y
Content customization Y
Content creation Y
Content publishing Y

The ITUP Composer contains the following resources.

Process library

The processes described within ITUP are closely aligned with ITIL. ITUP
contains detailed process diagrams and descriptions to help you understand
processes and their relationships, making the ITIL best practice
recommendations implementable. It is possible to also map ITUP to other
reading process models.

ITUP is based on the Process Reference Model for IT, which was jointly
developed by IBM Global Services and Tivoli. PRM-IT offers detailed process
guidance for all activities that are the responsibility of an organization's Chief
Information Officer (ClO), including but not limited to IT Service Management.

Tool mentors

Tool mentors describe best practices for using IBM tools in the context of specific
processes. A tool mentor helps identify which IBM products and solutions to use
to execute specific activities and describes in detail how to use these tools
appropriately. This guidance reduces time, effort, and errors, and helps get the
maximum value out of the investment.

Roles

IT staff are typically responsible for one or more roles in their job responsibility.
These roles are associated with the execution of specific tasks. ITUP describes
these roles and responsibilities in detail, and provides tool mentor guidance to
enable staff to do their jobs more efficiently and effectively.

Work products

Work products, often referred to as artifacts, are the inputs or outputs of
processes. ITUP describes the work products for each process, as well as
additional information like definitions of key terms.
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Scenarios

Scenarios describe common problems and best practice solutions. With these
scenarios, you are able to see how you can address real-world problems by
improving and integrating processes, using the appropriate tool properly, and
setting up the necessary roles and responsibilities. Underlying the ITUP
processes are the layers of supporting autonomic technologies. Autonomic
computing provides technologies and standards to support and enable the
process environments of the IBM Tivoli Unified Process and IBM IT Service
Management offerings.

ITUP is intended for use by anyone who has a role in the implementation and
delivery of IT Service Management. IT organizations of varying levels of maturity
can use ITUP Composer as a resource to do the following:

» Deliver IT services through a well-defined, repeatable process.
» Measure and improve business value.
» Tailor IT services to business priorities.

» Better utilize investments in system management tools and use the right tool
for a given task.

» Establish IT as a thought leader by harnessing key technologies to drive
business value.

1.3 Service desk functionality

According to ITIL organizations, you invest in a service desk to:

» Provide a single point of contact for users

» Deliver the high quality support critical for achieving business goal

» Help identify and lower cost of ownership for IT services as a whole

» Support changes across business, technology, and process boundaries
» Aid user retention and satisfaction

» Assist identification of business opportunities

Figure 1-3 on page 15 shows an overview of the service desk interactions.
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Figure 1-3 Service desk interactions’

Today’s business environment changes as fast as the market demands. To be
responsive, it is important to have a scalable infrastructure aligned with very well
defined business processes, as shown in Figure 1-4 on page 16. Tivoli Service
Request Manager helps you implement your Service support and Service

Delivery process.

' Source: Reprinted, by permission of the publisher, from ITIL Service Support, The Stationery

Office, 2002
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1.4 Business needs addressed by Tivoli Service
Request Manager

Quality service support is critical for:

vVVyVvYyVvYyYVvYYVYYyvYYyYy

Tivoli Service Request Manager is a solution that closely aligns IT operations
and the business, improving IT service support and delivery performance. In
other words, it is used to manage any type of critical enterprise asset, and lowers
cost of ownership. It is an integrated platform that improves the efficiency of

Competitive advantage

Customer retention and satisfaction
Optimal service

System performance

Aligning IT with the business
Organization efficiency

Cost reduction, especially labor
Service level agreements

service delivery and offers opportunities to drive down operating costs by
consolidating your service desk and systems.
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Built from the ground up on the Information Technology Infrastructure Library
(ITIL) framework, Tivoli Service Request Manager provides a comprehensive
and modular approach to integrated Service Desk and Service Catalog
management. In addition, this product enables you to establish and efficiently
operate a corporate service desk for service requests around enterprise assets.
Tivoli Service Request Manager offerings include tools, best practices, and
service offerings for incremental value.

The two important areas for Service Management are Incident and Problem
management.

» Incident management

Incident management is the process of restoring normal service operation as
quickly as possible to help minimize an incident’s adverse impact on business
operations. In ITIL terms, an incident is any deviation from the expected
standard operation of a system or service. Best practice incident
management involves immediate service restoration utilizing standard
processes of investigation, diagnosis, resolution, and recovery.

Tivoli Service Request Manager documents incidents from users, service
technicians, and network systems management applications. Streamlining
the process further, it leverages ticket types and classifications with powerful
visual workflow escalation and e-mail notifications for quicker resolution,
helping to meet customer expectations and improve service desk efficiency.
Consolidation of user communication across channels, including phone,
e-mail, Web, and fax, captures each incident, creating a searchable
knowledge base that can vastly reduce staff response time to anomalies or
outages if similar incidents reoccur. Incidents can be linked with appropriate
problems or changes, and are associated with their related Cls in the CMDB.

» Problem management

A problem is the underlying error in the infrastructure that is the cause of one
or more incidents. Problem management is the process of diagnosing the root
cause of the error and arranging for a correction. Furthermore, it seeks to
prevent a recurrence of incidents related to these errors. Effective problem
management depends on IT’s ability to quickly and accurately determine the
root cause and turn an unknown error into a known error, that is, problems for
which the root cause is determined and attributed to a specific CI.

Chapter 1. Introduction to Tivoli Service Request Manager 17



With Tivoli Service Request Manager, IT operations can more readily identify
and classify the root cause of problems, assisting staff to quickly recognize
and resolve known errors with minimal downtime. Built-in, real-time
dashboards provide insight into all levels of service desk operations, so that
any support staff, manager, or executive can monitor role-based key
performance indicators (KPIs) in an intuitive, graphical display. Dashboards
provide actionable information and can identify potential problem areas,
enabling IT to take appropriate corrective actions in most cases before critical
services are adversely affected. Tivoli Service Request Manager enables the
creation of changes from identified problems and ties appropriate incidents to
these problems.

1.4.1 What Tivoli Service Request Manager can do for you

18

The following are some of the benefits of using Tivoli Service Request Manager:

>

It provides full service desk incident and problem management capabilities
with service support and asset management processes, and service request
for IT and non-IT.

It increases service desk efficiency and effectiveness, reduces disruptions,
streamlines service desk operations, improves customer satisfaction, and
reduces costs.

Incident and Problem Management supports the prioritization of fixing the
user’s problem through root cause analysis to increase service levels and
employee productivity.

User self service provides an easy-to-access, browser-based user interface
to the service desk, enabling users to submit tickets, view updates, and
search solutions.

E-mail listener efficiently processes inbound e-mails into service requests.

Ticket templates save time by pre-populating work order fields with
information found in the service request.

Searchable solutions provide quick access to solutions for specific service
requests and help build the internal service desk knowledge base.

Built-in Configuration Tools allow users to quickly and easily make changes to
their workspace, user interface, workflows, reports, and more.

Based on leading standards-based technology: A Web-architected platform
built on J2EE™ with advanced business process management, based on
SOA, Web services, and XML.

Real-time integration with operational management products.
Growth to true Service Catalog funcionality.
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» Transparent migration to future releases.

Tivoli Service Request Manager is focused on service requests, not just
problems, and those services requests might not be just IT requests; they could
be for any assets or facilities that might have a service request involved.

Another key fact is that it is designed as a standards based Web application, not
an aging three tier distributed architecture. That allows for great scalability and
flexibility, and it is also what allows customers to easily set up self-service
requests; users can check online for status for incidents problems or service
requests without contacting the service desk directly.
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IBM Tivoli Service Request
Manager architecture

In Chapter 1, “Introduction to Tivoli Service Request Manager” on page 3, we
discuss the business context for a Service Desk solution and what Tivoli Service
Request Manager can do for you in that respect. We discuss the possible
benefits organizations have using a Service Desk solution, as well as the need
for the ITIL conformation and framework IBM provides. This chapter will discuss
the technical aspects of the Tivoli Service Request Manager architecture and
various components you can use for deployment.

This chapter will discuss the following topics:

» “Tivoli Service Request Manager overview” on page 22

» “Tivoli Service Request Manager components” on page 32

» “Logical components” on page 32

» “Physical components” on page 74

» “Tivoli Service Request Manager security architecture” on page 76

» “Integration technologies” on page 84
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2.1 Tivoli Service Request Manager overview

Built from the ground up on the Information Technology Infrastructure Library
(ITIL) framework, Tivoli Service Request Manager provides a comprehensive
and modular approach to integrated Service Desk and Service Catalog
management. In addition, this product enables you to establish and efficiently
operate a corporate service desk for service requests around enterprise assets.

Tivoli Service Request Manager runs on top of Tivoli's process automation
engine, utilizing its services and J2EE technology with advanced business
process management (based on SOA, Web services, and XML). This allows
adaption, configuration, rapid deployment, robust scalability, and deep
integrations with enterprise applications.

Tivoli Service Request Manager is introduced as a common package of Service
Desk and Service Catalog capabilities, as shown in Figure 2-1. What Service
Desk and Service Catalog have in common is the concept of satisfying user
requests. In general, requests to the Service Desk are handled on a case by
case basis, while Service Catalog requests are usually handled in pre-configured
manner that is intended to fulfill the request in a best practice manner.

Service .
Requests Service Desk

Service
A, Knowledye Incident Problem Asset/Cls I?“'gr"a’t';‘:]': Provider
\Eg’f N integration

o é E!-’
Users ' ‘ .
Semvice
B OMP/PMP
Service Shopping Requisition Manoniaer:em oOrder Tracking Integration Provider
Orders ' 0 integration

Figure 2-1 Service Request Manager

Tivoli Service Request Manager offers a unified solution for service request
management, whether it is a performance problem that requires help from the
service desk or a request for provisioning of new software into your workstation
through Service Catalog. Users can access one application through the Web,
make a phone call, or simply send an e-mail.

Tivoli Service Request Manager has built-in service desk functionality, such as
incident and problem management, offers solutions to the users through
knowledge management, and integrates with network/application management
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products to open incident tickets automatically. It also offers service delivery
functionality through its catalog where users can “shop” for services they need
through an online catalog. Customers need to pay for what they buy, enabling
tighter control over expenses.

2.1.1 Service Request Manager V7.1 Service Desk

The Service Request Manager V7.1 Service Desk component is built upon a
proven service desk platform, Maximo V6.2 Service Desk, which is already a
highly functional and extremely configurable service desk product. But the
Service Request Manager V7.1 Service Desk component provides many new
functions over Maximo V6.2 Service Desk. At their core, these Service Desk
components support generalized Service Requests and Incident and Problem
Management processes. Also, the Solutions and Bulletin Board applications can
provide valuable information to the user or Support Desk and operations
personnel. All these processes can be significantly customized by the customer
using tools such as Workflow, Activities/Ticket Templates, and the Application
Designer. Further, the Maximo Enterprise Adapter tools allow you to create all
sorts of integrations with external systems and tools. Finally, the Maximo
framework drives significant integration between the service desk applications
and all the other Maximo applications.

Figure 2-2 on page 23 provides an overview of the Maximo V6.2 Service Desk
product. The Maximo V6.2 Service Desk is already a highly functional and
extremely configurable service desk product.

| Service Desk Processes | ‘ Integration |

Maximo Enterprise Adaptor
Change Management
Asset Management

Service Request
e-mail requests
Incident Management — — :
Problem management - :
- 'I-I--I i

Management Tools
Start Centers

| Configuration Tools

Database Configuration Ticket Templates and Activities

Domains = = Incident / Problem Workflows
Application Designer " KPls and Threshelds
Workflow Designer = = Queries and Reports

Escalations and Noetifications
Communication Templates
Actions

| Knowledge Managemennt

Solutions
Bulletin Boards

Figure 2-2 Service Desk - Basic capabilities

In Tivoli Service Request Manager V7.1, the service desk functionality (as well
as the Framework) has significantly evolved, and includes a number of new or
enhanced features.
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Note: Note that in the V7.1 release, Maximo V6.2 Service Desk is now called
Tivoli Service Request Manager V7.1 and Maximo Framework is called Tivoli’s
process automation engine.

Figure 2-3 on page 24 provides an overview of these new features or
enhancements in Tivoli Service Request Manager V7.1 Service Desk.

Process Integration ‘ OMP Integration

Tivoli Monitoring Integration
NetCool Integration
Tivoli Identity Manager Integration
Lotus Sametime

Common Service Requests
Change integration
CMDB Integration (Cl selection)

= L “——| Best Practice Content
Tooli - :
— ng - Roles and Start Centers
Extensibility, upgrade tooling Ticket templates

Select usability enhancements including
Bulletin board and Knowledge Mgmt.
Survey management

Incident / Problem Workflows
KPls and Thresholds

- — Queries and Reports

T Escalations and Netifications

Drag-arnd-Drop Integration Toolkit

Event Generators H Knowledge Bases ‘ ‘ Other Service Desks | ‘ Telephony (CTI)
TEC RightAnswers HP Service Center Genesys
NetView on Z (Opal) Remedy
Omnibus (Opal) Infoman {Opal)

Co-existence

3
Conversion Took

Figure 2-3 Service Desk - New features

An outline of the enhancements made to the Tivoli Service Request Manager
V7.1 Service Desk are described in the following sections.

2.1.2 Process integration

24

The following are some of the process integration enhancements new with this
release:

» CCMDB V7.1 integration
— Actions available from the detail menu associated with Cl field on a ticket:
e Goto CI
¢ View ClI details
¢ View related Cls

» Service Catalog integration
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2.1.3 Tooling

The following are some of the enhancements in the tooling area:

>

>

>

>

Bundled remote diagnostic capabilities

— Provides the service desk agent with remote administration capabilities of
user machines

— Take control of the remote machine; execute commands and applications
(active state), including remote reboot

— Instant Messaging Capabilities
— Maintain an audit record of the Remote Control session
Password reset
— Password reset capabilities in self-service portal
Consumability improvements
— Feedback from existing customers
* Functional enhancements
¢ Usability enhancements
Survey and Global search capabilities

2.1.4 Operational Management Products (OMP) integration

The following are some of the enhancements in the OMP integration area:

>

Integration with IBM Tivoli Enterprise Console/IBM Tivoli Netcool® Omnibus
(refer to Integration Guide for IBM Tivoli Service Request Manager V7.1,
SG24-7580 for more details)

— Permits IBM Tivoli Enterprise Console/IBM Tivoli Netcool Omnibus to
create incident tickets automatically based on events

— Mutual status updates between IBM Tivoli Enterprise Console/IBM Tivoli
Netcool Omnibus with Service Desk

Integration with IBM Tivoli Identify Manager

— To manage Tivoli Service Request Manager application users through
Tivoli Identity Manager

Integration with Lotus® Sametime® IBM

— Allows the service desk analyst to begin a conversation session in real
time with any person related to a ticket

— Allows the person who requested the service request to talk to a service
desk analyst in real time using an instant messenger application

Chapter 2. IBM Tivoli Service Request Manager architecture 25



>

Integration with IBM Tivoli Monitoring
— To view the incident related events in the Tivoli Enterprise Portal (TEP)

Note: Note that current IBM Tivoli Monitoring integration is through IBM
Tivoli Enterprise Console® (by viewing the TEC events in the Tivoli
Enterprise Portal).

Refer to Integration Guide for IBM Tivoli Service Request Manager V7.1,
SG24-7580 for more details about these integrations.

2.1.5 Best practice content

During installation, you can optionally install best practice content for the Service
Desk. You can use this content out-of-the-box, or customize it to fit your specific
business needs. The following is some of the best practice content new with this
release:

>

>

>

Communication templates
KPls and queries
Workflows

Security definitions/start centers for ITUP (IBM Tivoli Unified Process) defined
roles

Incident and Problem process templates
New reports:
— Total numbers of Requests

— Requests Completed/closed and incomplete sorted by state, priority,
impact or urgency

— Mean elapsed time to achieve Request completion
* Sorted by impact code

e SLA Compliance Status (Percentage of Requests handled within
agreed response time)

— Average cost per Request

Note: This best practice content will be shipped through Tivoli Open Process
Automation Library (OPAL) and will save the customer time and effort in
configuring their service desk. OPAL can be accessed at:

http://catalog.lotus.com/wps/portal/topal
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2.1.6 Drag-and-Drop Integration Toolkit

The integration toolkit is a portion of the content that is being delivered in support
of the Tivoli Service Request Manager V7.1 product. It is an easy way to build
data level integration with any application hosted in Tivoli’s process automation
engine by taking advantage of the capabilities of the Tivoli Directory Integrator
(TDI). The toolkit extends the standard Maximo Enterprise Adaptor (MEA)
architecture, using Maximo object structures on one end and TDI connectors on
the external end.

The following are some of the enhancements related with the Drag-and-Drop
Integration Toolkit:
» Computer Telephony Integration

— CTlis a technology that allows interactions between the telephone system
and the Service Desk product.

— It pre-populates the agent’s screen with the caller’s information.
» Integration with IT and Enterprise asset management products
» Knowledge management extensions

— Provides enhanced “Internet style” search.

— Provides enhanced ranking of search results.

— Supports importation of external content.

— Provides a “Knowledge Provider” interface that facilitates integration with
external knowledge sources and problem determination aids.

» Formalize knowledge management process

— Develops a formal process for managing the life cycle of knowledge
(solutions).

— Provides a user ranking mechanism to identify problematic solutions.
» External service desk integration

— Co-existence with Remedy/Peregrine.

— Complete migration from Remedy/Peregrine.
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2.1.7 Tivoli Service Request Manager V7.1 Service Catalog

Many organizations experience the same problems and are looking for answers
to solve them. The main issues are often experienced from different
perspectives:

>

From a management perspective, Service Delivery cannot be managed
effectively, because customers are not aware of which “services” are actually
being provided, how frequently these services are being requested, how
satisfactorily these services are being fulfilled, and unable to predict future
demand for services, so planning for them is unproductive.

From a user perspective, customers do not know what services they are
entitled to and how to obtain them.

Operations personnel do not have well defined, best practice, and fulfillment
processes defined, so they fulfill the same requests in different ways. For IT
services that affect critical hardware and software assets, there is a need to
tightly integrate Service Delivery with established IT Management processes.

Note: You can refer to/mplementing IBM Tivoli Service Request Manager
Service Catalog, SG24-7613 for more information about Tivoli Service
Request Manager V7.1 Service Catalog.

The Service Catalog supports and facilitates the processes defined by customers
by addressing the issues discussed.

Service Catalog has three types of supported services:

» Descriptive services

These services permit a company to advertise services that are delivered in
ad hoc, manual manners. It allows a customer to put a service in the Service
Catalog in a very low cost manner.

Action

Action services provide a cheap way to integrate existing automated services
through Launch in Context to external applications or by the execution of
Tivoli Service Request Manager Actions (that can do things like trigger
command scripts or custom Java™ classes that call external APIs).

Supply Chain

The Supply Chain service fulfillment model leverages the full power of the
Tivoli Service Request Manager purchasing supply chain applications.
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Note: Service Catalog Supply Chain refers to the chain of Service Catalog
product components that accomplishes the full set of Service Delivery
tasks. The chain starts with the ability of a Service Requester to search for
and requisition a service from the Service Catalog. The chain ends with the
complete fulfillment of the Service Requisition.

Purchase Orders can be generated for external suppliers. Work Order
Management allows one to precisely specify and track the human and
non-human resources that are needed to satisfy a request for service and
also to specify the manual and automated tasks that are to be performed.
Work Order Management ensures that all the tasks that must be
accomplished in order to accomplish a service requisition are executed in the

right order.

Figure 2-4 provides an overview of the functionality and how Service Catalog
interacts with Service Desk Process Management applications.
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| Order Fulfillment
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n Action
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= Service Fulfillment
Service Monitoring Best Practice Content
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Service Definition Templates
Request Workflows
KPls and Thresholds
Queries and Reports
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Process Integration ‘
Common Service Requests
Launch to Incident, Problem and Change

CMDE Integration (Cl selection)

Figure 2-4 Service Catalog functionality

Figure 2-5 on page 30 shows the major new configuration tools or Service
Administration tools that come with the Service Catalog product.

1. The Service Fulfillment application allows one to define the “base” portions of
a service. All sorts of default parameter values can be defined for a class of
service. These can be overridden at the Offering level. Among other things, a
Service Fulfillment definition can define the Job Plan that indicates how to
render a request for a service.
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2.

3.

The Catalogs application is used to manage the Service Offerings that are
visible to the user.

The Offerings application defines the service offerings that are available. One
powerful design feature is that a single Service Fulfillment definition can be
expressed in multiple Offerings. For example, a Service Fulfillment definition
can be created to provide configured mobile computers. The base service
supports a variety of attributes that define the hardware and software
characteristics desired in the provided mobile computer. Given this base
flexible sort of service, multiple offerings can be defined that provide
pre-configured mobile computers at different levels of capability and price.

The Fulfillment Options application permits one to customize how a particular
class of service will be fulfilled. Among other things, it permits alternative
Service Providers for a given class of service to indicate how they would fulfill
the service. When a service is requested, if there are alternative qualified
Service Providers, the IT Operations Analyst can supervise the selection of a
particular provider.

Service
Administration

Operations

Figure 2-5 Service Catalog roles, activities, and tools
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Service Catalog roles are based on the IBM Tivoli Unified Process (ITUP) roles.

»

Administrative / Definitions roles

Service Designer (mainly uses Service Definition, Offering Definition, and
Catalog Applications)

* Manages the definition, inclusion and availability of services in the
catalog.

Service Delivery Manager (mainly uses Capabilities application and
Service Definition applications)

¢ Co-author of services definition.

¢ Builds and manages aggregate delivery plan, including cost and
resources.

¢ Maintains competence, capacity pools and profiles of the delivery
teams.

Service Execution Manager (mainly uses Reporting and KPIs and
capabilities applications)

* Oversees the operation of the Service Catalog Supply Chain.

Operational / Execution roles

User

* User that browses the Service Catalog and submits service requests.
Business Line Manager

* New role defined in Service Catalog.

* Reviews and approves the submission, by the user, of service requests
to the supply chain.

User Contact Analyst

* Receives, reviews, and analyzes service request information from the
user.

Operations Analyst (mainly uses the requisitioning management and
Service Order and Work order management applications)

e Executes all operational processes and procedures of Order Planning
and Fulfillment Planning.

* Analyzes, prepares, submits, and adjusts task planning, workload,
work schedule, and work items.

Operation Specialist (uses ISM integration points for automated flows)

e Perform work items
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Tip: More information about the IBM Tivoli Unified Process can be found at:

http://www-306.1bm.com/software/tivoli/governance/servicemanagement/
itup/tool.html

2.2 Tivoli Service Request Manager components

Similar to the Tivoli Change Configuration Management Database V7.1 (referred
to as CCMDB), the two major layers of Tivoli Service Request Manager are the
Data Layer and the Process Layer. Both layers are composed of multiple logical
and physical components, which we will discuss in this chapter.

2.3 Logical components

Figure 2-6 on page 32 outlines a logical component overview for the Tivoli
Service Request Manager solution and all related products.

Process Management Products
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Figure 2-6 Logical component overview
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Let us start with the bottom layer, Operational Management Products.
Operational Management Products automate tasks to address application or
business service operational management challenges. These products help
optimize the performance and availability of your business-critical applications,
along with the supporting IT infrastructure. They also help ensure the
confidentiality and data integrity of your information assets while protecting and
maximizing the utility and availability of your e-business data.

Operational Management Products can be implemented quickly to address
immediate, specific IT challenges. As you implement a more comprehensive IT
Service Management solution, these products can also integrate into the IT
Service Management Platform and be utilized by IT Process Management
Products, as shown in Figure 2-6 on page 32.

Tivoli’s process automation engine provides the platform on which any of the
applications, like incident management and problem management, are running.
It is the foundation layer of the IBM Service Management process layer. Tivoli’s
process automation engine was also known by the name Base Services, which
you might still find in some menus after installation. Tivoli’s process automation
engine provides rich tooling for configuring process flows, user interfaces, and
process artifacts for the Process Managers implemented on top of it.

A Process Manager product (or application) is a system for managing the
execution of a process. You can think of a process request as a ticket with a
written note on it that is forwarded to various people (or entities) to perform
various actions and in the end, resulting in the objective of the process.

Process Managers (also referred as Process Management Products (PMPs)) are
applications that provide customizable out-of-the-box implementation of best
practices processes to help customers integrate and automate IT management
processes across organizational silos to improve productivity and efficiency.

The Process Managers focus on providing implementations of best practice
processes as workflows, with roles, tasks, user interfaces, and integration
modules stored in the process database. In addition, they provide the ability to
adapt the out-of-the-box implementation to match the customer's unique process
and workflow requirements, thereby allowing customers to both capture and
implement their current processes as workflows, as well as provide customers
with the ability to evolve to ITIL-defined best practices over time. Process
Managers also provide the ability to monitor and report on process status and
execution, thereby showing business owners the process bottlenecks within an
organization, and providing the opportunity to improve and enhance their
processes. The IBM IT Process Management products bridge organizational
silos, and automate and integrate IT management.
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2.3.1 Why use Process Managers

Customers implement processes out of necessity, that is, to solve particular pain
points that exist at an organizational level if there was no process in place. For
example, it is hard to imagine how a large organization can coordinate changes
to production servers in a data center without having a well defined process. In
this case, the particular pain points being addressed by using a process are the
following:

1. Assessing and understanding all the impacts of a change (Pain point: Not all
impacts are visible or well understood.)

2. Knowing about conflicting changes scheduled on a resource (Pain point:
Direct conflicts are managed. Indirect conflicts are not known.)

3. Ensuring the right stakeholders are in the loop (for notification and approval)
(Pain point: Either too many people are involved or critical people are left out.)

4. Maintaining logs for compliance / audits (Pain point: Laborious, needs extra
effort, and should happen as part of the normal course of work.)

5. Understanding bottlenecks and improving organizational efficiency (Pain
point: Some things just take too long, for example, several weeks to provision
a server.)

Of course, this is just an example. There are many other pain points in a
customer environment that can only be effectively addressed by implementing
one or more processes. Process Managers help the customer implement the
process and bring it to life.

2.3.2 Key terminology

34

Before continuing, we would like to introduce you to some of the terminology that
we will be using throughout this chapter. We will elaborate on some of these
terms in the subsequent sections.

» Service Organization: A department or organization that has implemented
Maximo to manage their operations and processes. This might be a
maintenance department, facilities department, physical plant department, IT
department, call center or service desk, operations group, IT asset
management group, an engineering department, or other group.

» Service Desk agent: A user who is responsible for taking calls and managing
service requests, incidents, problems, and changes using the Service Desk
applications.

» Requestor: A user or person who calls or e-mails the Service Desk, or reports
issues or requests through the Self-Service Service Request module.
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Activities: Sequence of tasks done by a particular organizational entity (user
or role). An activity is a specific class of work order used to describe general
work that needs to be done on a ticket record. A ticket for a network printer
problem might include three activities: check network connection, check
printer, and check network. You create activities on incident and problem
records to describe general, high-level work that must be performed to
resolve the ticket. Activities can be assigned to different teams, different
departments, or vendor or contract labor. A service desk agent can assign
activities to other individuals or groups and still retain ownership of the ticket.

Ticket: A ticket record is used to record a customer request or issue. Ticket
records are created in the Service Requests, Incidents, and Problems
applications. Ticket records can also be created automatically using data from
e-mail messages, system monitoring tools, or external software applications.

Work order: A work order is the details of the work performed to resolve the
issue and consists of an instantiation of all work plans corresponding to an
approved work request. The work orders are created in Activities, Changes,
and Releases applications. Work orders are at the Site level.

Change: A specific class of work order, used to plan the alteration of an
information technology asset. This can include the addition, modification of
applications, associated documentation, desktop builds, environments,
hardware, networks, software, and systems.

Change Management: The practice of ensuring that all changes to
information technology assets are carried out in a planned and authorized
manner. This includes ensuring that there is a reason for the change,
identifying the specific assets and IT services affected by the change,
planning the change, testing the change, and having a back out plan should
the change result in unexpected consequences. Change records can be
created in the Changes application, or through the Create Change action
available from any ticket or work order application.

Incident Management: The resolution and prevention of incidents that affect
the normal operation of a company’s information technology (IT) services.
Incident records can be created in the Incidents application, or through the
Create Incident action available from any ticket or work order application.

Problem Management: The resolution and prevention of problems that affect
the normal operation of a company’s information technology (IT) services.
This includes ensuring that all failures are corrected, preventing any
recurrence of those failures, and the use of preventive maintenance to reduce
the number of failures. A problem record can be created in the Problems
application or from an incident record. When a problem record is created from
an incident, it is for reference purposes only. The problem record is not
created to resolve an incident.
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» Release Management: The practice of designing and implementing
procedures for the distribution and installation of hardware, software, and
configuration changes to information technology systems.

» Service Request: A communication from an internal or external customer that
reports an issue, requests information, or requests some sort of service. A
service request record provides a means of tracking all Service Desk
interactions with customers: walk up customers, phone calls, e-mail requests,
and so on. You use the Service Request application to enter, view, and modify
service request records. Depending on how your company chooses to
implement the Service Desk module, a service request may lead to the
creation of additional ticket or work order records.

» Solution: A predefined response to a problem or commonly asked question. A
solution record consists of a symptom, a cause, and a resolution. Solutions
can be associated with incident and problem records. You use the Solutions
application to create, approve, and manage solution records.

» Ticket Template: A model for a generic or standardized service desk ticket
record. You use the Ticket Templates application to create and manage
generic templates that can be used to create service desk ticket records for
common or high volume service desk calls.

» Tasks: A schedulable unit of work that can be assigned to a specific role.

» Role: The person or machine automation that has been assigned a specific
set of tasks / activities.

» Key Performance Indicators (KPIs): Metrics to measure the effectiveness of a
process.

» Job plan: A template consisting of tasks to be performed to get a particular
job done (for example, changing the motor of a pump requires one to
disconnect electrical connections, remove the casing, and do other tasks).

» Work plan: An instantiation of a job plan as part of a work order with the
appropriate changes to tasks.

» Maximo Business Object (MBO): A Java object with business logic that
encapsulates a Maximo database table (logical).

» Maximo Enterprise Adaptor (MEA): A component of Tivoli’s process
automation engine that facilitates sending/receiving business objects (for
example, purchase orders, requests, and so on) to and from external
applications. The inputs and outputs are typically MBOs.

» Action: A scheduled event that occurs when a record leaves a workflow node,
that is, triggered by the routing that moves a record from one node to another.
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» Escalation: Used to automatically monitor critical processes across your
enterprise. The primary goal of Escalation Management is to ensure that
critical tasks are completed on time, such as those defined in SLAs.

» Notification: A way to send a communication to a person or an application ID.

» Workflow: A Tivoli process automation engine feature used to automate
repetitive business processes and record management processes.

» Communications template: A template to define and customize the
communication.

» Work log: A log showing the status of tasks in a work order. Service Desk
agents and maintenance workers create the entries in the work log, used to
record telephone conversations, work performed, observations, and feedback
from customers. Both the work log and the Communications Log (explained
below) provide a means of communicating information about a ticket or work
order.

» Communications log: A log of communications sent. Tivoli’s process
automation engine makes the entries in the communications log, which is
used to maintain a record of e-mail communications created from the record
through the Create Communication action.

» Security Groups: Used to grant access to sites, applications, and menu
options. A user is assigned to one or more groups to gain access to the
system.

» Common data model (CDM): A representation of CMDB entities,
relationships, and their semantics.
The following components are described in more detail throughout the rest of this
section:
1. Tivoli’s process automation engine
a. Common User Interface
b. Common Configuration Services
c. Common Data Subsystem
d. Process Workflow Runtime and Services
2. Tivoli Service Request Manager solution
a. Process Manager applications
b. Service Desk
i. Service Requests
ii. Incidents
iii. Problems
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iv. Solutions

v. Global Search

vi. Customer Surveys

vii. Integration Toolkit
c. Service Catalog

2.3.3 Tivoli’s process automation engine

Figure 2-7 provides an overview of the processes serviced by Tivoli’'s process
automation engine. Tivoli’s process automation engine delivers a single data
subsystem to manage all of the intelligence, a common work flow that enables
collaboration and cross silo activities, and a common set of configuration utilities.

Some of these functions will be described in more detail in this chapter.

Figure 2-7 Tivoli’s process automation engine functionality

Because we are describing the Tivoli Service Request Manager product, we will
only focus on Tivoli’s process automation engine functionality and Process
Manager applications. Discovery and Application Dependency Mapping is
related to CCMDB V7.1 and will therefore not be covered in this book.
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How CCMDB extends Tivoli Service Request Manager’s capabilities:

Although we will not cover the details of CCMDB in this IBM Redbooks
publication, we do want to explain how CCMDB can extend Tivoli Service
Request Manager’s capabilities. The best way to do that is through an
example.

CCMDB provides information to help the Service Desk team isolate the source
of the problem much more quickly. Suppose a switch that is used for
production goes down and affected users are calling the help desk. By looking
at the applications and servers that are down (affected Cls in CCMDB
terminology), a Service Desk personnel or a Specialist can understand that
they are all related with a certain switch (through the CI relationship
information provided by CCMDB). They can also see that this switch has
caused problems before and after a closer analysis, they can understand that
the software of the firmware on this switch is back level. All this information is
provided by CCMDB. At this point, they can start a change request to upgrade
the switch software or firmware. This change request is reviewed by the
Change Manager or the change review board to analyze the impact of the
change (again using the CCMDB, looking at the Cls affected) and once the
change is authorized it gets implemented.

All these are ITIL processes and by integrating your help desk processes with
configuration and change management processes, you greatly increase the
efficiently of these processes.

Common User Interface

The Tivoli Service Request Manager Common User Interface is the user
interface for administering and using the Process Manager applications. It also
allows the user, given the appropriate permissions for the user, to use tools to
customize the database, workflow, and user interface behavior and style.

Figure 2-8 on page 40 provides an overview of Tivoli’s process automation
engine Common User Interface. This section provides information about the
applications and functions related to the User Interface.
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Figure 2-8 Common User Interface

Web-based

Tivoli Service Request Manager is a Web-based application suite. You access it
through a Web browser by entering the Uniform Resource Locator (URL) that
points to an application server that is running Tivoli Service Request Manager
server. There is no client software to be installed. All users, including
administrative users, access Tivoli Service Request Manager through a browser.

Web-based Tivoli Service Request Manager windows are also accessible to any
supported client devices connected to the Internet. They leverage the built-in
capabilities and standards of the client’s Internet browser, reducing the
deployment, versioning, and software conflicts that commonly occur on client
devices running earlier client/server and Web-enabled applications. The
rendering of Tivoli Service Request Manager windows requires no network
infrastructure changes and has minimal network impact due to its
Internet-optimized architecture. Anyone requiring access to Maximo data
(employees, contractors, or partners) can do so from anywhere, without requiring
specialized client hardware or software.
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The Tivoli Service Request Manager User Interface allows launch-in-context to
external systems. As shown in Figure 2-9, you can specify the target system of
the launch operation as well as specific land-into views inside the Launch in
Context application.

Launch in Context * Bullstine: (0) e _l:l;in:n To @ Reports M Start Center & Profile ™ SignOut 2 Help
i e I 7
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OMP Product Mame |

P oFilter s P4 ¥ iel-dctle Download |71 &
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» [a | £ [ s O ]
Hew Row |

Figure 2-9 Launch in Context application

The Tivoli Service Request Manager User Interface also provides a common
look and feel for all functions.

Optionally, the Tivoli Service Request Manager User Interface can be used
inside the IBM Solution Console (ISC), a common console used across different
IBM products, including many IBM Tivoli solutions. If you want to work with Tivoli
Service Request Manager applications from the ISC console, you can do so.

User Configurable

After you sign in, Tivoli Service Request Manager displays your Start Center. A
Start Center contains links to actions, applications, data, records, and reports
that are relevant to your job, and it is very configurable. It allows each user to
define their own start page.

Note: Tivoli’'s process automation engine uses an XML-based screen
framework layer that stores the presentation elements in XML format. This
greatly improves the capabilities of application windows that utilize this
framework and allows for dynamic window generation, better change tracking,
and continuity across upgrades. Dynamically generated windows are also
more adaptable to various screen sizes and devices compared to proprietary
window technologies or even pure Hypertext Markup Language (HTML)
screens.
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Figure 2-10 shows an example of a Start Center, which for any Tivoli Service
Request Manager user will be the first access point to use application
functionality.
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Figure 2-10 User Interface

Each portlet has an application that controls the content and configuration of the
portlet. If your system administrator has granted you security permissions to a
portlet’s application, then you can personalize how that portlet appears in your
Start Center.

Administrators and users can define content portlets that will display values
based on a certain set of criteria. For example, a user may want to see all of his
or her group’s time cards that were entered in the past day. Another user may
want to see critical asset conditions and pending work orders. Interactive KPI
graphs based on user-defined criteria and set points can be placed on the Start
Center for a visual representation of events and conditions. For example, the
user above who wanted to see the past day’s time cards may also want a graph
that will show visually the number of overdue time cards or time cards awaiting
approval in red. A variety of graph formats and options are provided, allowing
each user to define his or her own start page.

Note: Unlike the simple personalization found in many Web applications
today, Start Center goes beyond static layouts to provide configurable content
portlets and dynamic key performance indicators (KPIs).
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Configured by roles

Tivoli Service Request Manager provides a powerful, role based security. Start
Centers are assigned to security groups by a system administrator using the
Security Groups application. When adding or updating users, you assign them to
one or more security groups. The combination of groups determines users’
profiles (set of authorizations and privileges across Sites and Organizations).

A profile is a virtual view of a user’s authorizations, privileges, and settings within
Tivoli Service Request Manager. Users inherit the access rights and privileges
associated with assigned security groups. Tivoli Service Request Manager builds
and maintains a profile for all users in the system that actively tracks a user’s
membership in groups.

If your user name is assigned to more than one security group, you may have
more than one Start Center.

Note: If you have more than one Start Center assigned to your user name,
Tivoli Service Request Manager displays each Start Center as a separate tab,
that is, one for each Start Center.

Role-based access

As discussed above, your role determines how you access the Tivoli Service
Request Manager, meaning what applications you see and what data you can
access.

Reporting Engine

Tivoli Service Request Manager contains an integrated report engine, based on
BIRT technology. You use the Reports Administration application (see

Figure 2-11 on page 44) to perform the following tasks:

» Open a list of reports.
» Define reports for your users.
» Change the names of reports and field titles.

» Set or view security.

As the Report Administrator, you can specify the following for users:
» Availability of reports and how they open, run, and print

» Appearance of report titles and headings

» Report security settings
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Report Administration
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Figure 2-11 Report Administration

You can create your own reports or use the ones provided out of the box, which
is discussed in “Out of the box reports”.
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H]ﬂ;;;:; Reporting

Out of the box reports

Tivoli Service Request Manager will be shipped with out of the box reports you
can immediately use or customize to your specific needs. For example,

Figure 2-12 shows one of the reports that is shipped out of the box: Total Number
of Incidents report.
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Number of Records: 7

February 22, 2008 5:40:57 AM PST

Figure 2-12 Total Number of Incidents report

Note: It is expected that these reports will be provided through the OPAL Web
site.

Common Configuration Services

Figure 2-13 on page 46 provides an overview of Tivoli’s process automation
engine configuration services. This section provides more information about
these services.
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Figure 2-13 Common Configuration Services

46

The following applications are part of the Common Configuration Services:
» Database Configuration

» Application Designer

» Workflow Designer

» Workflow Administration

Workflow

Common Configuration Services’ workflow features let you automate repetitive
business processes and record management processes. Automating these
processes provides a means for greater efficiency and accountability throughout
your enterprise.

Tivoli’s process automation engine workflow is a business process management
(BPM) agent that defines and automates Tivoli’s process automation engine
business process flows. Besides the standard predefined workflow templates,
new workflows can be defined for any business process in any Tivoli process
automation engine application.
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< Workflow Designer

Two applications that we will discuss regarding the workflows are Workflow
Designer and Workflow Administration application.

» Workflow Designer: You can use the Workflow Designer to define processes
that perform many tasks, take data actions, and send notifications. These
tasks, data actions, and notifications in turn depend on roles to determine the
task owner(s), actions, or action groups to execute predefined tasks and
communication templates to define default messages and recipients for
notifications.

You can use the Workflow Designer application to create, view, modify, and
delete workflow process records that reflect your business process. An active
workflow process revision defines the different paths that a record can take as
it moves through the business process, and the different actions and
notifications that should take place at different points in the process.

Figure 2-14 shows the Workflow Designer application, including a simple
process flow for a process request.
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Figure 2-14  Workflow Designer

> Workflow Administration: You use the Workflow Administration application, as
shown in Figure 2-15 on page 48, to view and manage active instances of
Workflow processes. You can use Workflow Administration to perform the
following tasks:

— View Workflow assignments.
— Reassign Workflow assignments.
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Delete Workflow assignments.

Stop active processes, removing the record from the control of the
processes.
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Figure 2-15 Workflow Administration

Note: If you access the Workflow Administration application without any
workflow active, no workflow has to be administered, and the window shown in
Figure 2-15 will appear.

User interfaces

The Common Configuration Services provides integrated tooling to customize
data and applications’ user interfaces. Using the Application Designer, you can
adjust the user interface for any application in Tivoli Service Request Manager,
making sure the appropriate MBO objects and attributes are selected and used.

Application Designer lets you configure the user interface for applications to
meet your specific business needs. The ease of use of the Application Designer
enables you to configure applications without editing a line of code. The drag and
drop feature in the Application Designer further simplifies the process of editing
applications.

Note: Application Designer leverages the XML layer of the screen framework
to track screen elements, formatting, and upgrade transformation mappings.
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Some of the common modifications you can make using the Application
Designer are moving fields and sections, and creating new fields, tables, and
tabs. Other advanced capabilities are creating or duplicating applications,
defining signature options, and editing the tool bar or the Select Action menu
(see Figure 2-16).
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Figure 2-16 Application Designer

Data Extensions and Data Visualization

The Common Configuration Services provides tools and applications to
configure the data access layer and make sure data in the database tables are
accessed through appropriate business logic and encapsulated inside Java
objects, also referred to as Maximo Business Objects (MBO). Once logged into
Tivoli Service Request Manager with the appropriate authorization, you can use
the Database Configuration application to add, change, or delete an MBO object,
attributes, or relationships.

Figure 2-17 on page 50 shows the Database Configuration application.
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Figure 2-17 Database Configuration (object)
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The MBO object provides you with information about general characteristics and
values of a selected object. An object can be either a table or a view. A table
object can be persistent or non-persistent. Viewed objects can be persistent or
not. Only table objects can be audit-enabled.

An example of a table object is the TICKET table, which contains all the request
details created. The SR view is an example of a view, which in this case will
show information from the ticket table, showing only the information valid for
service requests. You will see, for each view, that the Extends Object field
contains a value, which in this case or for the SR view will be TICKET.

Figure 2-17 also contains a field named Storage Partition, which is the
tablespace used on DB2® and Oracle®, or the file group on SQL Server®. The
domain DBSTORAGEPARTITION contains the list of valid tablespaces and file
groups available to the system. The database administrator must create the
tablespace or file group before adding its name to the domain.

Note: On DB2 and Oracle databases, we suggest that data reside in its own
table space and name this table space MAXIMO. On SQL Server, the default
file group is named PRIMARY. This structure can accommodate simple
databases. Larger and more complex databases that are administered by a
DBA can have additional table spaces (DB2 and Oracle) and file groups (SQL
Server). See your database server documentation for details.

ng IBM Tivoli Service Request Manager V7.1 Service Desk




r— Database Configuration
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Figure 2-18 Database Configuration (attributes)

You use the Attributes tab to view existing attributes for a selected object or to

add new attributes to a selected object. The attributes tab displays the following
columns in the table window:

» Status
» Attributes
» Description

» Type
» Length
» Scale

» Required attributes

Click the expand arrow to the left of an attribute to display the Details and
Advanced sections. The Details section contains common characteristics that
apply to most situations. The Advanced section contains characteristics less

commonly used, and in special cases users may need to view or modify these

values.
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Figure 2-19 Database Configuration (relationships)

You use the Relationships tab to define SQL for JOINS, so you can create
relationships between parent and child tables. A JOIN lets you link together data
from multiple tables, and in the system, the Parent is the table you already have
and Child is the one you are trying to get.

So, for example, Parent = MAXUSER, Child = SITE, and Name = DEFSITE
means you have maxuser and want to get the site for the user's default site, as
follows:

siteid = :defsite

This means site.siteid = maxuser.defsite. When the SQL gets executed, anything
preceded by a colon is substituted with the value of that attribute from the parent.

Report definition

As discussed in “Reporting Engine” on page 43, Tivoli Service Request Manager
contains an integrated report engine, based on BIRT technology. You can define
your own reports or use the out-of-box reports shipped by Tivoli Service Request
Manager.
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Common Data Subsystem

The Common Data Subsystem or Data Layer contains the data space that holds
Assets, Cls, process artifacts, and relationships between these objects, as
shown in Figure 2-20.
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Figure 2-20 Common Data Subsystem

These objects are used to register Service Desk requests, such as service,
incident, and problem requests. For this purpose, Tivoli Service Request
Manager supports the Tivoli Common Data Model (CDM).

The CDM is a consistent, integrated, and logical data model that defines the
general characteristics of information stored in the CMDB. The model specifies
how this data is organized to correspond to real-world entities and defines the
relationships between the entities. The CDM represents management
information in a way that is easy for management applications to use.

The CDM is a logical information model that is used to support the sharing of
consistent data definitions and the exchange of data between Tivoli management
products concerning managed resources and components of a customer's
business environment.
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Figure 2-21 presents an abstract overview of the main sections of the Common
Data Model. The important thing to understand from this diagram is what
subsections exist in the CDM.

Apache s Operating System

Database IPlanet .

Oracle

DB2 Sybase

SQL Server

Figure 2-21 Common Data Model
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An example of the subsection for databases is shown in Figure 2-22.

AppServer
[ KeyMame ; Siring
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[Cg Mame : String [Cg ExecutableName : String
Database DatabaseModule DatabaseServer
[..—;E}Narne : Siring |'|_':.:.HDI'I'IE : Siring
GenericDatabaseServer

Figure 2-22 Database sub model

The database sub model provides, in a general way, information that is useful for
managing databases. Each of the major database products (DB2, Oracle, SQL
Server, and Sybase) is represented in a more detailed sub model derived from
this model.

You can find more information about the Common Data Model in /IBM Tivoli
Common Data Model: Guide to Best Practices, REDP-4389. The latest CDM
user guide can be downloaded from the Tivoli Open Process Automation Library
at:

https://wwwl4.software.ibm.com/webapp/iwm/web/reg/download.do?source=ti
vopal&S PKG=1TWI10CC1R&Tang=en_US&cp=UTF-8#

Note: You need an IBM ID and password to be able to access the library and
download the document.

Federation of external data

The CMDB allows for data sourced in an external repository to be made available
to the service management processes and applications by configuring the
federation capabilities of the underlying database or federation support tools and
using the Tivoli Service Request Manager tooling available (Database
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Configuration and Application Designer applications) to make the federated data
accessible for display in applications.

In fact, federation can be enabled on any type of object in the process layer
database portion of the CMDB, whether it be additional attributes on Cls (for
example, the owner of a computer system) or additional attributes on a process
artifact (for example, the contact point for an incident request that was
synchronized from a third-party service desk). Federated data is accessed in a
read-only manner, meaning the source of the data is the owner and changes
should only be made at the source.

When there is additional data you would like to make available in the CMDB, the
question arises as to whether model extensions should be made to physically
import the additional data into the CCMDB or whether the data should be
federated in (where the data is not physically copied into the CCMDB but is made
available in a read-only manner through federation capabilities).

If there is a new attribute or a new CI Type that you would like to include in a
configuration management audit, you would have to physically populate the
attribute into the CMDB. Federated data cannot be used in a configuration
management audit.

If the attribute is something that exists in an external management system and
you wish to simply make it available for displaying additional detail about an
object in an application (for example, whenever you look at a computer system,
you want to also see the color, so you federate in the color attribute), then it
would be best to make the data available through configuring it as a federated
attribute.

Process Workflow Runtime and Services

Figure 2-23 on page 57 provides an overview of Tivoli’s process automation
engine Process Runtime and Services. This section provides information about
the applications used to provide these services.
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Figure 2-23 Process Workflow Runtime and Services

Collaboration

The Process Workload Runtime and Services layer provides services to
automate processes, guide users through these processes, and allow
collaboration among different users. There are several applications that are used
in the Process Workload Runtime and Services layer, such as Job Plans,
Activities, Notifications Escalations, and Security. We will talk about these
applications in this section.

» Job plan: A job plan is a detailed description of the work to be performed. Job
plans generally contain tasks (procedures), along with lists of estimated labor,
labor hours, materials, services, and the tools required for the work. To
ensure that work on an asset is performed in a safe manner, you can add
work assets and associate safety plans that can be used when the work is
performed.

You can specify which organizations or organizations and sites can use the
information about the plan and its tasks. If you do not specify this information,
the job plan can be used in any site of any organization.
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In the Job Plans application (Figure 2-24), you can break job plans into tasks
or steps and enter estimates for labor, materials, services, and tools for those
tasks. Using tasks can be valuable when the job plan is lengthy and
complicated, and lets you track costs more accurately. For each task, you can
also create a nested job plan.

Identifiers for job plan tasks must be unique, but you can enter multiple
records for the same task ID in the Labor, Materials, Services, and Tools
subtabs; this is useful when a task requires more than one worker, item,
service, or tool.
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Figure 2-24 Job Plans

» Activities: An activity is used to initiate a work process and create a historical
record of work being performed. Activities can be created in the Incident
Management and Problem Management applications, and are planned,
reviewed, and managed in the Activities application.

An activity is a type of work order, where the work order class is automatically
set to ACTIVITY. Activities are stored in the work order table, which means
you can also search and modify activities in the Work Order Tracking
application. The WOACTIVITY view is an extension of the WORKORDER
object, which will filter work orders based on the work order class. By default,
it is not possible to create activities in the Work Order Tracking application,
due to restrictions of the class field.

In the Activities and Tasks (or Work Order Tracking) application (Figure 2-25
on page 59), you can view and modify work order details, such as the work
assets, work type and priority, job plan, GL account, scheduling information,
ownership, and follow-up work.
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You also classify an activity or a task and specify attributes to define the
activity or task further. For example, an activity or task might involve the
classification of a mobile computer, with attributes of memory, disk space,
and speed, for which you can define values. Attributes help to categorize
activities and tasks, which makes it easier to find and manage them.
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Figure 2-25 Activities and Tasks

Notifications

Tivoli Service Request Manager contains a communication platform to send
notifications to persons or a group of persons. The platform is based on
templates you can use to send notifications, which will be sent as an e-mail.

You use the Communication Templates application (Figure 2-26 on page 60) to
create and manage generic communication templates that users can leverage to
standardize frequently used communications.

For example, service desk agents can manually create and send e-mail
communications from the Ticket applications (Service Requests, Incidents, and
Problems) using standardized information from predefined communication
templates. The recipients of these communications can respond, and agents can
view the two-way dialog from the Communication Log in the Ticket applications.
You can also use communication templates to create e-mail notifications for use
with the automated workflow and escalation processes.
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) Communication Templates

You can associate specific file attachments to a communication template, and
you can also associate document folders to the template, which the system will
search when a service desk user applies the template to a ticket. When a
communication is actually sent, the system attaches to the communication any
files that exist in the associated document folders along with those hard coded in
the template itself.

The system has numerous predefined communication templates. These
templates support notification functionality in the E-mail Listener Configuration,
Escalations, Workflow, Service Requests, and Incidents applications.
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Figure 2-26 Communication Templates

60 Im

Escalations

Escalation services verify predefined conditions, if they have been met and send
notifications or take action(s) on exceptions. The primary goal of Escalation
Management is to ensure that critical tasks are completed on time, such as those
defined in Service Level Agreements. You can also use escalations for events,
such as notification before contracts expire, changing the status of a record
(such as for Cls), or changing the owner of a record (such as for service
requests, incidents, or problems).

You can use escalations with any application. However, you are most likely to
use them with the Service Desk applications, IT Asset Management applications,
and workflow processes. You can create escalations at the site, organization, or
system level. If you specify an organization or site, the escalation is restricted to
that site or organization. If you leave both the Organization and Site fields empty,
the escalation is available to all sites and organizations (system-wide).
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iy Escalations

The system provides you with numerous predefined escalations. You can tailor
them to suit your business needs, or create new ones. You can also build and
validate escalations incrementally while they are inactive, and activate them after
validation.

Figure 2-38 on page 74 shows the Escalations menu.
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Figure 2-27 Escalations

Security

A common security model is available to support the organization and user
structures. These so called security groups enable you to assign authorizations
to users, allowing them to access specific applications based on roles, but also
allowing them to access the data for their organizational entity.

You grant users security rights by assigning them membership in one or multiple
groups. The combination of groups to which a user belongs determines an
individual user's security privileges.
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When you first implement the system, the Security Groups application has four
groups (See Figure 2-28):

» DEFLTREG: Allows a user to change his or her password if it expires. It
contains no other rights. When you insert a new Users record, the system
places the user in this default group, although you can specify a different
group to be the default using the Security Controls dialog box.

» MAXADMIN: Provides enough access to the system to add users and groups.

» MAXREG: A group that allows users to self register. You can use MAXREG
to initiate a workflow process by which the system alerts an administrator to
assign new users to the appropriate security groups.

» EVERYONE: Used for global settings that apply to all users in the system.

You must create additional groups, with different sets of rights, to be able to
assign users different sets of privileges.
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Figure 2-28 Security Groups
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Note: Tivoli’s process automation engine security framework fully leverages
the J2EE application server security implementation for access and
authentication. J2EE security features are based on well-established and
proven industry-standard security features that better support the security
requirements of today’s complex Web-based computing environments. For
example, enterprises can leverage corporate firewalls and implement digital
certificates and encryptions in securing transmission security of Tivoli’s
process automation engine data. They can secure the data in the database
with the triple DES (Data Encryption Standard) algorithm (DESede). They can
simplify and streamline user access and authentication by centralizing access
to all their applications through Lightweight Directory Access Protocol (LDAP)
and Single Sign-On (SSO).

2.3.4 Tivoli Service Request Manager product

As previously explained, the Tivoli Service Request Manager package contains
Service Desk functionality, as well as the Service Catalog, which you can install
as separate solutions on the same process automation engine instance.

Process Manager applications

A Process Manager application is a system for managing the execution of a
process. You can think of a process request as a ticket with a written note on it
that is forwarded to various people (or entities) to perform various actions that, in
the end, result in the objective of the process.

IBM provides process manager applications aligned to the ITIL model for the
various Service Management disciplines. IBM has implemented the theoretical
ITIL process descriptions in its software in order to allow users of the system to
be automatically guided through a process.

Service Desk

The Service Desk contains several Process Management applications and
supporting applications to manage execution of three Service Management
processes, such as:

Service Request
Incident

Problem

Service Request
Solutions

Search
Customer Survey
Integration Toolkit

YyVyVYyYVYVYVYYV
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Service Request

Service Request Management provides an application to support the Service
Request process. A Service Request can be created to resolve an issue, obtain
new service, obtain information, or change a current service. Either a service
desk agent or a customer can create a service request.

An agent creates a service request record to track all contacts from a requestor,
capture information from the requestor and determine what, if any, further action
is needed. A requestor can either contact the service desk agent or create a
service request through e-mail or other form of communication. A requestor also
can create a self-service request through the Create Service Requests
application. The agent views these requests in the Service Requests application
and either resolves them or delegates them to another party for resolution.

Service request records are a type of ticket. Other ticket types are incidents and
problems. The ticket applications are closely related and share many features,
including the ability to define relationships between tickets, link them together for
information purposes, and view the linkages and details in the appropriate
applications.
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Figure 2-29 shows the Service Requests window.
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Figure 2-29 Service Requests

Incident

Incident Management provides you the Incidents application to support the
Incident Management Process of your organization, based on ITIL best
practices. You can create incident records to capture information about an event
that deviates from standard service or an event that might disrupt the quality of
that service. Users might or might not be aware of the event. The Incidents
application enables you to create and modify incident records.
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Figure 2-30 shows the Incidents window.
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Figure 2-30 Incidents

66 Implementing IBM Tivoli Service Request Manager V7.1 Service Desk



To support the fast and easy creation of high-volume incident records, you can
use predefined incident templates (Figure 2-31). An applied template can specify
information such as internal priority, classification, owner, service, vendor, and
activities.
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Figure 2-31 Ticket Templates

Applying templates can significantly reduce the amount of time needed to create
incident records, since you can insert information simply by applying the correct
template. Application of templates is a flexible process, since you can modify
applied information until the incident is in a resolved or closed status.

The Incidents application also provides predefined communication templates that
you can use when sending a communication to other users. Communications
that use predefined templates are automatically sent to the Reported By and
Affected Person users shown on the incident record when certain conditions
occur, such as a change in the status of the incident.

An important part of managing the volume of service desk tickets is to define a
priority for each ticket. Ticket priorities, as determined by service desk analysts,
drive the order in which the tickets are handled and the allocation of resources
for resolving tickets. In the ticket applications (Service Requests, Incidents, and
Problems), this priority is referred to as the internal priority, a numerical value
that is entered in the Internal Priority field on the ticket record.

The Priority Matrix application enables you to create a priority matrix that defines,
in advance, internal priorities for Service Desk tickets that specify given
combinations of impact and urgency. After a Service Desk agent fills in the
Impact and Urgency fields on a ticket record, the Internal Priority field is
automatically filled based on the values in the priority matrix. The internal priority
values on ticket records help to determine the order in which tickets are handled.
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A priority matrix is based on the ITIL concept that impact and urgency are the
primary determinants of the relative priority in which a series of items, such as
Service Desk tickets, must be addressed.

Problem

Problem Management is represented by the Problems application, which you
can find in the Service Desk module (Figure 2-32). The Problem Management
application will support the Problem Management process, based on ITIL best
practices.
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Figure 2-32 Problems
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You can use the Problems application to create and modify problem records.
You create a problem record to capture an unknown, underlying cause of one or
more incidents. You resolve a problem when you identify its root cause so that
similar incidents in the future are prevented or have a lesser business impact.

Solutions

A solution is a predefined response to a commonly asked question or problem. A
solution record defines a symptom, a cause, and a resolution. You can use the
Solutions application to create and manage solution records within the Service
Desk environment.

The Solutions application is the administrative application, separate from the
Search Solutions application that customers can use to find solutions and
resolve problems on their own. When you create a solution, you can specify
whether the solution record is available to customers from the Search Solutions
application by selecting the Self-Service Access? option.

Solution records can also be associated with a service request, incident, or
problem ticket. You must set the status of a solution to ACTIVE to make it
accessible from other applications. See Figure 2-33.
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Figure 2-33 Solutions
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Search

Search functionality is not new to Tivoli Service Request Manager. Many
applications in previous versions of Tivoli Service Desk have a list tab, enabling
you to search for records in an application. What previous versions of Tivoli
Service Desk did not have was search functionality to search the entire database
for relevant information, which is now possible with the new Global Search
application.

Global Search is a very helpful and powerful new feature in Tivoli Service
Request Manager V7.1. It provides intelligent search functionality to a Service
Desk Analyst or reduced search functionality to a self service user, based on the
open source Lucene information retrieval library.

You can find the Global Search application in the Service Desk module of the
GoTo menu, as shown in Figure 2-34.

; Global Search ier 2 Profile %S
Global Search
Finet || ] #h
Check AI7 Check AI7
Solution? Description/Summary?
Service Request? [ /] Symptom?
Prodlem? [ Cauze?
Incident? [ Resolution”
Details?
| oFiter > ii4 &|®® % Doviniped) Hd N E]
Soltion Description Class
To fi ds, use the fiter fields abo then press Ents
PoFiter > {Di4 & |®s % Doviniped) Hd N E]
Incident Description Class
To find records, use fields akove and then press Enter
L AFIker s T4 % | ++ % Doplozd 1715
Service Request Deserigtion Class
To find recards, U fiter fields sove and then press Enter
Filter s 1z i4 % e - weimluad 2L
Prablsm Deserigtion Class
e fields above and then press Enter

Figure 2-34 Global Search
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You will also find the Service Request Manager Search in the Self Service
module, which provides customers a search engine with reduced functionality
and access to search for relevant records they have access to, as shown in
Figure 2-35.

=, Senvice Request Manager Search ﬂ'g@,mehmm. #GoTo It # Stert Center & Profile  SignOut 2 Help
h) & i pat i

o

Service Request Manager Search
Findt: | #
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Saltion? D crption/Summary 7
Service Request? Symptom?
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Resolution? [/
Details? [7]
| ~Fiter 2 iDid &) e> Nuglniuzd (75
Description Symptom
To find records, use the fiter fields shove and then press Ente;
i oFiter = (Did #|®+ 3 uloal | 75
Description Reported Date:
To find records, use the fiter fields shove and then Enter

Figure 2-35 Service Request Manager Search

In 5.2, “Survey” on page 311, we will describe in more detail the Global Search
function in Tivoli Service Request Manager V7.1.

Customer Survey

Survey functionality addresses the Service Desk organizations need to gather
ratings for the quality of service provided by the Service Desk and have a better
understanding of how customers perceive the Service Desk’s customer service.
Customer Satisfaction Surveys are used to gather these qualitative evaluations
which, in conjunction with a Service Desk’s performance metrics, enhance
management’s ability to have an overall idea of Service Desk performance.

Figure 2-36 on page 72 shows the Survey List window. Refer to 5.2, “Survey” on
page 311 for a detailed discussion about Customer Survey.
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Figure 2-36 Survey List window

Integration Toolkit

There are further applications that are provided within Tivoli Service Request
Manager that we do not explain in detail, for example, the foundation to
interconnect a Process Management application to an Operational Management
Product (OMP) such as Tivoli Provisioning Manager or Tivoli Configuration
Manager in order to initiate an action from within a step in a process into the
OMP. An application can initiate a software distribution action inside the Tivoli
Provisioning Manager as the OMP. Tivoli’s process automation engine provides
the technology for the integration between the Process Manager application and
OMP layer. It is not providing concrete implementations of integrations, but only
provides the foundation.

For example, the Integration Modules, the Logical Management Operation, or the
Launch in Context applications inside the Integration Module Menu are provided
by Tivoli’s process automation engine.
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Figure 2-26 on page 60 shows the integration module menus.
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Figure 2-37 Integration module menus

There are many organizations that have implemented IBM WebSphere®
Process Server to host implementations for business oriented workflows. They
may have a desire to combine their business and IT Service Management
processes. To support such scenarios and use cases, all PMPs ship support for
Business Process Execution Language (BPEL) flows running on the IBM
WebSphere Process Server. In this case, the business process flow hosted on
the IBM WebSphere Process Server is using specific interfaces provided by the
PMPs. The interfaces are provided at the Activity level of a process flow. The
BPEL support is optional.

Service Catalog

Service Catalog is a new and separate application just like Service Desk is. You
can install both solutions separately, although Service Catalog is dependant on
Service Desk. Because of the new functionality and complexity, the Service
Catalog will be discussed in a separate IBM Redbooks publication, Implementing
IBM Tivoli Service Request Manager Service Catalog, SG24-7613.
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2.4 Physical components

In this chapter, we so far have described the components of the Tivoli Service
Request Manager V7.1 solution from a functional perspective. Our focus has
been on the logical components, such as Tivoli’s process automation engine, the
Process Manager Products, Data Access Services, or the Data Layer in general
rather then the physical runtime environment.

In this section, we now describe the runtime environment itself is used to host the
logical components that we previously described.

First, we describe the major building blocks of the physical runtime environment,
their role in the overall solution, and their relationships to each other.

Second, we describe the environment from the perspective of an operational
model. We explain the protocols used for component interaction and different
options for deploying the solution.

Figure 2-38 highlights the components of the Tivoli Service Request Manager
V7.1 runtime environment.

Note: Although the components are drawn in separate boxes, they do not
necessarily have to be deployed on different physical systems.

JZEE Application Server

WebSphere Deployment
Manager Mode

HTTP Server LDAP Diractory Server

WebSphere
Application
Server(s)

WebSphere Cell

IBM Directory Server (using DB2),
Active Direclory

IBM HTTP Server

PMPs

Process Runtime Database

@ @ @ Integration Composer

DB2, Oracle, SOL Server

Figure 2-38 Physical component and relationship overview
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The HTTP Server, the WebSphere Application Server, the Tivoli Service
Request Manager Process Runtime Database, and the LDAP Directory Server
comprises the environment to host the Process Manager Products. In other
words, this is the environment that is needed to run service management
process implementations.

To be able to use the full capabilities of a Service Management implementation
with Tivoli Service Request Manager, you can integrate Tivoli Service Request
Manager V7.1 with CCMDB V7.1, which will give you a robust CMDB with
change and configuration management capabilities, including service desk
processes to support ticket creation on each of the configuration items. This
chapter will only discuss the components used for the most common Tivoli
Service Request Manager deployments, and CCMDB will not be covered. For
more information about IBM CCMDB V7.1, refer to the CCMDB documentation,
or to the IBM Redbooks publication Deployment Guide Series: IBM Tivoli
CCMDB Overview and Deployment Planning, SG24-7565.

2.4.1 J2EE server configurations

The most difficult part of any Maximo installation has always been the J2EE
server configuration. With Tivoli Service Request Manager V7.1, only IBM
WebSphere is currently supported, but BEA Weblogic support is expected 90
days after general availability. You will typically need the IBM WebSphere
Application Server Network Deployment and IBM HTTP Server for WebSphere
Application Server products for Tivoli Service Request Manager to work.

The Tivoli Service Request Manager installation provides you an automated
install and configuration of all middleware components, which is the
recommended option for installation. Manual configuration of each component is
still possible, but not preferred, due to the large number of parameters that you
need to configure. In the following chapters, we will discuss best practices for
deployment that can help you plan, install, and configure a solution that will meet
your requirements.

We discuss the security architecture, of which the J2EE server is a key
component, in more detail in 2.5, “Tivoli Service Request Manager security
architecture” on page 76.

2.4.2 Database server configurations

Tivoli Service Request Manager can be installed using one of three databases:
Oracle, IBM DB2 Universal Database™, or Microsoft SQL server. The
middleware installation provides a DB2 Enterprise Server Edition installation,
where Oracle or SQL server have to be installed separately. The Tivoli Service
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Request Manager installation procedure does provide the necessary tools to
configure any of the databases mentioned automatically, as long as the
appropriate credentials and required information is provided.

2.4.3 Directory Server configurations

Lightweight Directory Access Protocol (LDAP) is an application protocol for
querying and modifying directory services running over TCP/IP. Due to its basic
design, LDAP is often used by other services for authentication, but can be used
for other purposes where a set of objects with similar attributes has to be
organized in a logical and hierarchical manner. Tivoli Directory Server is just one
way to implement a Tivoli Service Request Manager environment, but Microsoft
Active Directory® is also supported. Using LDAP in a Tivoli Service Request
Manager deployment is optional, but can provide benefits to any organization.

We discuss the security architecture, of which the Directory Server is a key
component, in more detail in 2.5, “Tivoli Service Request Manager security
architecture” on page 76. We will discuss in more detail the installation and
configuration steps for the Tivoli Directory Server and alternatives.

2.5 Tivoli Service Request Manager security
architecture

In this chapter, we explain the security architecture of the Tivoli Service Request
Manager V7.1 solution in some detail. As already explained, the Tivoli Service
Request Manager solution is a concept that consists of multiple physical and
logical components. In order to support a sophisticated user experience, a
common security model has been implemented.

In this section, we primarily focus on components of the solution that are involved
in the common security model for authentication, authorization, and Single
Sign-On (SSO). Our focus is not on other aspects of security, such as transport
layer security or encryption standards, being used in the Tivoli Service Request
Manager solution.

We provide insight in key areas of the system that are either installed and
customized by default or need to be adjusted to your organizational needs. We
provide example windows in order to ease your understanding of what you need
to customize.
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The major Tivoli Service Request Manager component with respect to security is
the process environment hosted inside the J2EE WebSphere Application Server
runtime environment. We consider the process environment the leading
component of the solution, since most of the users of Tivoli Service Request
Manager will be users of the service management processes.

2.5.1 Authentication models

The Process Manager Products are hosted inside a J2EE WebSphere
environment and rely on the facilities that the WebSphere Application Server
provides.

There are two main components that are relevant for Tivoli Service Request
Manager security: the Virtual Member Manager (VMM) and the Secure Token
Service (STS). These WebSphere based security components are involved in
providing authentication and authorization services to WebSphere based
applications.

Virtual Member Manager

IBM WebSphere Application Server V6.1 offers a federated user repository
feature that makes it easy to access and maintain user data in multiple
repositories. This feature is called the Virtual Member Manager. It provides the
ability to map entries from individual user repositories into a single virtual
repository. The federated repository consists of a single realm, that is, a set of
independent user repositories. Each repository may be an entire external
repository or, in the case of LDAP, a sub-tree within that repository. The root of
each repository is mapped to something called a base entry within the federated
repository, that is, basically a starting point within the hierarchical namespace of
the virtual realm. VMM provides a repository-independent programming interface
that shields the application from the details of the repository implementation.

Tivoli Service Request Manager V7.1 uses the Virtual Member Manager
technology to shield the process runtime environment from the LDAP provider
being used. All interactions between the applications and the directory server
flow through the Virtual Member Manager. Its common interface masks the
differences of the LDAP provider implementation, being Tivoli Directory Server,
Active Directory Server or different implementations in the future.

Tivoli Service Request Manager relies on LDAP directory server
implementations to maintain users and groups as well as the user to group
relationships, for which Tivoli Directory Server and Microsoft Active Directory are
supported in Version 7.1. The relationship defines which user is a member of
which group. In addition, passwords for users are maintained in the LDAP
implementation.
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Note: You have to enter users, groups, passwords and user to group
relationships in LDAP. You are not supposed to add these entries in the Tivoli
Service Request Manager applications directly. You have to do that either
using the command line importing LDIF files or the appropriate user interface
for the LDAP implementation that you use in your environment. Please note
that the administration application for the Tivoli Directory Server is not
deployed by default when you install the middleware through the Tivoli Service
Request Manager Middleware Installer. You have to deploy it manually.

There can be multiple directory server implementations at runtime that get
virtualized by the VMM technology. In our environment, we use one Tivoli
Directory Server instance to hold user and group data. We used the default
settings at installation time. In this case, you can see in the WebSphere
Application Server Admin console’s security definition that a realm called
ISMRealm has been defined. In addition, you can see that the definition of the
base entry has been defined as ou=SWG,0=IBM,c=US. This is the root entry that
is the starting point in the repository for our user and group data.
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Figure 2-39 shows the ISMRealm definition.
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Figure 2-39 ISMRealm definition

The identifier is set to ISMITDS by default.

Once user and group data has been entered into the Directory Server, they are
synchronized into the Tivoli Service Request Manager process runtime
database. The synchronization between LDAP and the process environment is
one-way. It is controlled by a cron task that is defined at Tivoli Service Request
Manager installation time. The name of the cron task is VMMSYNC.

You find the definition of cron tasks in the Cron Task Setup application inside the
Platform Configuration module, which you can find inside the System
Configuration module.

The default definition for the VMMSYNC cron task definition is shown in
Figure 2-40 on page 80.
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Figure 2-40 VMMSYNC Cron Task definition

VMM is the only supported option in Tivoli Service Request Manager V7.1 for
setting up a connection to the Directory Server. Although technically possible, it
is not supported in Version 7.1 to connect directly to LDAP without going through
the VMM interface.

Secure Token Services

In addition to what the VMM component provides, there is the need for an
authentication service that makes use of the user and group data stored in the
directory server implementation. Authentication is the process of determining if a
user is the one who he claims to be. The WebSphere Application Server security
allows you to define different authentication mechanisms like Basic
Authentication, Digest Authentication, Certificate based Authentication, or Forms
based Authentication.

Tivoli Service Request Manager V7.1 uses the Lightweight Third Party
Authentication (LTPA) mechanism of the WebSphere Application Server
security. LTPA usually is used in an interoperability context when multiple
applications need to share a common security token that identifies a user so that
the user does not have to log in into multiple applications but rather is provided a
single sign-on experience. The instance of the WebSphere Application Server
security model that generates and validates LTPA tokens is called the Secure
Token Service, sometimes also referred to as the Embedded Security Service
(ESS).

The LTPA token provides features like authenticating the user with a secure

mechanism, since it is encrypted (confidentiality) and signed (integrity), and also
provides a validity period feature. The LTPA token is very useful when
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propagating an identity, which means that you can pass along the LTPA token in
the different tiers of the architecture, and still keep the identity of the caller.

The Secure Token Service is the second major security facility that Tivoli Service
Request Manager leverages from the WebSphere Application Server security
model in order to pass a security token from the process environment into any
other environment when a user tries to launch-in-context from a Process
Manager Product.

2.5.2 Authorization model

In 2.5.1, “Authentication models” on page 77, we explained the authentication
model of the Tivoli Service Request Manager solution, which relies on
WebSphere security components and LDAP directory server implementations.
The directory server manages the users and groups, as well as their
relationships.

Authorizations to Tivoli Service Request Manager applications (for example
Incident and Problem Management applications) are managed in the Security
Groups application. In the Security Groups application, you can define what a
user, as a member of a group, can access and execute in the system. You can
provide access and set restrictions to organizations, sites, applications, and
specific data restrictions, as well as defining limits and tolerances for financial
transactions.

Users and groups are the key entities involved in determining the authorization or
security profile of a user. As mentioned, users and groups, including their
relationships, are by default created and maintained in an LDAP Directory
Server. They are synchronized into the Tivoli Service Request Manager process
runtime database using the VMM cron task.

The User application is used to maintain Tivoli Service Request Manager specific
attributes of user records that are not maintained in LDAP. That means you can

add user specification attributes in the database with additional data that has not
been synchronized through the VMM cron task from the LDAP Directory server.

A user is a member of one or more Security Groups. When a user tries to access
an application, security checks are performed in order to see what the maximum
access is based on the combining of the group memberships the user has.
Figure 2-41 on page 82 shows a calculated security profile, based on the
combination of Security Groups the user belongs to.
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Figure 2-41 Users

You define permissions in the Security Groups application. Permissions are
never defined for a user directly, but always to groups that a user needs to
belong to in order to get access to specific objects and data. A user only inherits
the permissions from the groups he belongs to, depending on the configuration
of these Security Groups.
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In Figure 2-42, you can see several tabs that allow you to define different types of
permissions. We do not explain all the possibilities in detail, but just highlight the
most important ones.
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Figure 2-42 Security Groups

The Applications tab you see allows you to specify which applications in the
process environment a user should be able to access. You see different
applications listed in Figure 2-42, which are all part of the PMPs installed.

In addition to the specification of which application a user can get access to, you
specify which type of access a user is allowed for the specific application.
Furthermore, you can select options that are usually accessible in the menu bar
or Action Menu of the appropriate application.

The Sites tab allows you to specify if a user has access to data from all Sites or a
specified Site. A Site is an entity in the database to partition the data for
organizational purposes. An organization could be the IT department of your
company while a site could be the Austin location in Texas. A Site always
belongs to one organization, while organizations consist of one or more sites.
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You can also specify which Start Center a user will see for each specific Security
Group when he logs into the system. In Figure 2-43 we defined Start Center
template number 3, which is a template for an Incident Manager role.
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Figure 2-43 Start Center

If a user is assigned to more then one Security Group and these groups all have
their own Start Center template defined, the user will see a tab for each Security
Group containing a template.

2.6 Integration technologies

IBM Tivoli Service Request Manager V7.1 provides various interface
technologies that can be used to exchange data between solutions for different
purposes. These technologies are bundled in what is called the integration
toolkit. The integration toolkit is build on a number of applications, covered in the
Integration Module.

By default, a number of integrations are supported and provided as
pre-configured installation packages. You can use these integrations to connect
Tivoli Service Request Manager to third-party tooling very easy, enabling data
exchange between the solutions. Introducing Tivoli Directory Integrator as an
integration hub enables you to connect Tivoli Service Request Manager with
many products, using a single point of configuration and intuitive User Interface.

Further information about Tivoli Service Request Manager integrations with
CCMDB will be covered in the IBM Redbooks publication Integration Guide for
IBM Tivoli Service Request Manager V7.1, SG24-7580.
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Part 2

Planning and
installation

In this part, we provide information related to the actual installation of the IBM
Tivoli Service Request Manager product components, including information
related to hardware and software requirements and other planning
considerations.

© Copyright IBM Corp. 2008. All rights reserved.
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Planning for installation

This chapter provides a guide for the planning an installation of the Tivoli Service
Request Manager along with its components. You should consider scenarios,
topologies, hardware, and software that must be analyzed before starting the
installation.

Pre-installation planning is critical for a successful installation of Tivoli Service
Request Manager.

In this chapter, the following topics are discussed and described:

>

| 2

»

“Installation overview” on page 88

“Prerequisites for installation” on page 89

“Planning to deploy Service Request Management” on page 96
“Deployment considerations” on page 99

“Reusing middleware” on page 104
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3.1 Installation overview

The installation of Tivoli Service Request Manager V7.1 consists of installing the
following items:

>

>

»

Middleware

Base Services

Service Desk

Service Catalog (optional)
Survey application (optional)
Integration Software (optional)

Note: You can find the prerequisite middleware, middieware fix packs, base
services, and the Service Request Manager on a set of DVDs that comes with
the product.

3.1.1 DVD layout

88

IBM Tivoli Service Request Manager ships on a set of DVDs that contain the
prerequisite middleware, middleware fix packs, base services, and the Service
Request Manager product code.

The following DVDs contain the files for the Service Request Manager V7.1
features:

» Service Request Manager V7.1

Contains the middleware installer, the base services installer, and the Service
Request Manager installer and launchpad, as well as other functions
including IBM Agent Controller installer, ITUPC installer, Log and Trace
Analyzer-WebSphere Process Server context tool, and the Base Services
Language Pack installation program for Windows® 2003.

Middleware Images
A middleware DVD is provided for each supported operating system:
— Middleware for Windows 2003

Contains the prerequisite middleware software for Windows 2003.
— Middleware for Red Hat Enterprise Linux® V4

Contains the prerequisite middleware software for Red Hat Enterprise
Linux Version 4.
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— Middleware for AIX® 5L™ V5.3
Contains prerequisite middleware software for AIX 5L Version 5.3.

3.2 Prerequisites for installation

This section provides information about the components required to install
Service Request Manager V7.1. We divided this section as follows:

» Components

» Hardware and software prerequisites

3.2.1 Components

The components required to run Service Request Manager consists of the
following:

» Middleware

» Tivoli’s process automation engine (also known as Base Services)

Bellow, we detail each of the components required to run a Service Request
Manager application. Once the installation of those components is complete, you
will be able to start the Service Request Manager installation.

The Service Request Manager installation, middleware installation, and base
services installation programs install and configure IBM products that make up
the Service Request Manager architecture. For some IBM products already
deployed in the enterprise, provided that they meet minimum release level
requirements, the Service Request Manager installation programs can configure
them to be part of the Service Request Manager deployment. In some cases, the
Service Request Manager installation programs can even configure previously
deployed products from other vendors to be used with Service Request Manager.
For more information about middleware configuration, refer to “Base services” on
page 92.

Middleware
Tivoli Service Request Manager requires several middleware products to be

installed in your environment prior to deployment.

Note: The installation needs to create a workspace folder for deployment; the
process will check automatically the available space on disc.
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The workspace contains the following items:
» Deployment plan

The deployment plan is a collection of installation steps, configuration
parameters for those steps, and target machine information. It is generated
through the Tivoli middleware installer and it resides in the workspace
directory.

When deployment steps are changed, the existing deployment plan is deleted
and replaced with the new deployment plan.

After you have successfully configured the plan, the middleware associated
with your deployment choices will be installed.

» Topology file

The topology file is a properties file that describes the configuration
parameters of the Tivoli Service Request Manager middleware deployment.
This file is created and then updated after every deployment or
undeployment. If you have not defined a workspace that is centrally located
and accessible to all the systems that will be receiving Tivoli Service Request
Manager middleware, this file will have to be copied to the workspace of each
machine where Tivoli Service Request Manager middleware is being
deployed. The contents of this file can be used by the Tivoli Service Request
Manager installation program to populate its panels with meaningful default
values.

» Logs

Log files that contain information about the deployment can be found in the
workspace directory. In addition, log files native to the Tivoli Service Request
Manager middleware itself are also contained in this directory.

Once you have the middleware installed, you have two options of configuring the
servers for use with Service Request Manager. You will be presented with the
option of either allowing the base services installation program to automatically
configure middleware, or, you can elect to manually configure each middleware
component, which must be done prior to running the base services installation
program.

Auto-configure

The base services installation program will automatically configure the
middleware to work together with base services. This option is recommended if
you are installing new instances of middleware components using the Tivoli
middleware installation program, or if you have existing middleware instances
that are not governed by policies that restrict programmatic configuration.
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Manual

You can manually configure middleware that either already exists in your
environment, or has been installed by the Tivoli middleware installer. This
configuration must be completed prior to running the base services installation
program. You might choose this deployment path if you have policies in place that
dictate certain procedures and guidelines when configuring systems in your
environment.

The middleware applications can be installed on Windows, AlX, and Linux
operating systems. You may consider installing new middleware instances or
reusing existing ones. The reuse of existing middleware is discussed in 3.5,
“Reusing middleware” on page 104.

The middleware consists of the following products:

» IBM Rational Agent Controller Version V7.0.3

» Database server: DB2 Enterprise Server Edition Version V9.1.2

» J2EE server: WebSphere Application Server ND Version V6.1.0.9
» Directory server: IBM Tivoli Directory Server Version V6.1

» HPPT server: IBM HTTP Server Version V6.1

IBM Rational Agent Controller Version 7.0.3

Rational Agent Controller (RAC) is a daemon process that provides the
mechanism by which client applications either launch new host processes or
attach to agents that coexist within existing host processes. WebSphere Event
Broker uses RAC to provide debugging facilities for message flows deployed to a
running broker.

Database server: DB2 Enterprise Server Edition Version 9.1.2

A database server is required to store information about configuration items and
how they relate to each other. When using the launchpad interface, DB2 is the
default database used by Tivoli Service Request Manager. You can optionally
install and use SQL Server or Oracle databases.

J2EE Server - WebSphere Application Server Network Deployment
Version 6.1.0.9

Tivoli Service Request Manager is built using Java 2 Enterprise Edition
technology, which requires a commercial application server to host and run
business applications such as Tivoli Service Request Manager. WebSphere
Application Server Network Deployment is the default J2EE application server
used by a Tivoli Service Request Manager installation. You can optionally install
and use BEA Weblogic Application Server.
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Directory server (optional)

A directory server is used to secure a Tivoli Service Request Manager
application. IBM Directory Server is the default directory server used by Tivoli
Service Request Manager installation. Optionally, you can choose to install MS
Active Directory.

Note: A directory server is required when you plan to install Service Request
Manager integrated with Tivoli Change Configuration Management Database
(CCMDB).

A directory server is not required if you decide not to integrate with CCMDB. In
this case, you can use Service Request Manager security.

Prior to deciding whether or not installing base services, refer to 3.3, “Planning to
deploy Service Request Management” on page 96.

Base services

The base services provides basic infrastructure to deploy a Tivoli Service
Request Manager application. The base services software is included with the
Service Request Manager media and can be installed only on Windows
operating systems designated as the administrative workstation.

The administrative workstation is used to complete tasks such as gathering
information about your base services deployment and configuration, copying files
to your local system, and performing configuration tasks using the values you
have specified. It is also used to install program patches, product upgrades, or
just running com‘igdb1 and similar utilities in which case you must stop the
application server from running. The Enterprise Archive (EAR) files are also built
using base services software and subsequently deployed to the application
server.

Administrative workstation is not used for daily operations, although is an
important Service Request Manager support component for administrative
activities.

3.2.2 Hardware and software prerequisites

This section describes hardware and software requirements to install Tivoli
Service Request Manager. Each product version listed reflects the minimum
requirement for use with Service Request Manager. We discuss the hardware
requirement for an IBM portfolio only. Refer to vendor specifications if you are
planning not to use an IBM portfolio.

' Configure database
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Hardware

We list hardware requirements for Service Request Manager in Table 3-1. For
hardware requirements for software not listed below, refer to the product
documentation provided with that product.

Table 3-1 Hardware requirements for an IBM portfolio

Software Hardware

IBM DB2 UDB Minimum 20 GB disk space

IBM WebSphere Network Deployment 2 GHz processor
20 GB disk space
2 GB RAM

IBM Tivoli Directory Server For AIX and Linux, 1 GB of space
available in the /opt directory

Note that if you are installing all middleware onto a single machine, the RAM
requirement increases to 3 GB.

Software
Table 3-2 through Table 3-9 on page 95 lists supported software for Service
Request Manager.

Table 3-2 Software requirements: browser

Software Operating systems

Browser: Service Request Manager Any operating system that supports IE V6
supports Internet Explorer® Version 6 and | and later.

later.
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Table 3-3 Software requirements: database

Software

Operating systems

Database: The following products can

serve as the database component of a

Service Request Manager deployment:

» DB2 UDB V9.1 FP 2 (installed by the
Tivoli middleware installer) or V8.2 FP
14

» Oracle 10g Rel2

» Microsoft SQL Server 2005, Standard
or Enterprise version.

» Windows Server® 2003 SP2

Red Hat Enterprise Linux V4 (Intel®)

» Red Hat Enterprise Linux Advanced
Server V4 (Intel)

» IBM AIX 5L V5.3 ML level
5300-06Microsoft SQL Server 2005,
only Windows is supported.

For DB2 on AIX and Linux systems,

ensure you have a minimum of 8 GB

(binary) free of space in the DB2 database

instance home directory (/home/ctginst1)

in order to meet the default table space
disk space requirements of the DB2
install. For DB2 on Windows, ensure you
have a minimum of 8 GB of free space in
the DB2 installation directory.

v

Table 3-4 Software requirements: application server

Software

Operating system

J2EE Application Server: The following
product can serve as the J2EE application
server component of a Service Request
Manager deployment:

IBM WebSphere Network Deployment
V6.1 FP 9

This is where Service Request Manager
runs.

» Windows Server 2003 SP2

» Red Hat Enterprise Linux V4 (Intel)

» Red Hat Enterprise Linux Advanced
Server V4 (Intel)

» IBM AIX 5L V5.3 ML level 5300-06

Table 3-5 Software requirements: integration options

Software

Operating system

Integration options: The following product
can serve as integration options for a
Service Request Manager deployment:
IBM Integrated Solutions Console V7.1
IBM Integrated Solutions Console V7.1 is
installed as part of IBM WebSphere
Network Deployment V6.1 FP9

IBM WebSphere Portal Server V6.0

Service Request Manager integration
components can be run on any operating
system supported by the integration
software.
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Table 3-6 Software requirements: HTTP server

Software

Operating system

HTTP server: The following product can
serve as the HTTP server component of a
Service Request Manager deployment:
IBM HTTP Server V6.1 FP9

» Windows Server 2003 SP2

» Red Hat Enterprise Linux V4 (Intel)

» Red Hat Enterprise Linux Advanced
Server V4 (Intel)

» IBM AIX 5L V5.3 ML level 5300-06

Table 3-7 Software requirements: directory server

Software

Operating system

Directory server: The following products

can serve as the directory server

component of a Service Request Manager

deployment:

» IBM Tivoli Directory Server V6.1

» Microsoft Windows Server 2003 SP2
Active Directory

Microsoft Active Directory Application

Mode (ADAM) is not supported.

» Windows Server 2003 SP2

» Red Hat Enterprise Linux V4 (Intel)

» Red Hat Enterprise Linux Advanced
Server V4 (Intel)

» IBM AIX 5L V5.3 ML level 5300-06

Table 3-8 Software requirements: administrative system

Software

Operating system

Administrative system: The following
product can serve as the administrative
system component of a Service Request
Manager deployment:

Service Request Manager administrative
system

Windows Server 2003 SP2 (32-bit)

Table 3-9 Software requirements: data migration

Software

Operating system

Data migration: The following product can
serve as the data migration component of
a Service Request Manager deployment:
IBM Tivoli Integration Composer V7.1

» Microsoft Windows 2003 Server with
Service Pack 2

» IBM AIX 5L V5.3, AIX Technology
Level 5300-06

» Red Hat Enterprise Linux V3 and V4
(Intel)

» Red Hat Enterprise Linux Advanced
Server V4 (Intel)
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3.3 Planning to deploy Service Request Management

Before installing Tivoli Service Request Manager, you need to understand the
different possible scenarios that are supported by Service Request Manager and
also the different deployment topologies for your environment and business
needs. We divided this section as follows:

» Installation scenarios

» Deployment topologies

3.3.1 Installation scenarios

Here are some of the scenarios that are supported by Service Request Manager.
You can install Service Request Management standalone or integrated with IBM
Tivoli Change and Configuration Management Database (CCMDB). Your
installation procedures may vary depending on what software you have already
installed in your environment.

Service Request Management standalone

When installing Service Request Manager without other specific software that
may have already installed software needed by Service Request Manager, follow
these steps:

» Middleware

» Base Services

» Service Desk

» Service Catalog (optional)

» Survey application (optional)

» Integration Software (optional)

Service Request Management integrated with CCMDB

Use this scenario if you are planning to integrate Service Request Manager with
Tivoli CCMDB.

Installing Service Request Manager before CCMDB is installed

Here are the steps when installing Service Request Manager before CCMDB is
installed:

» Middleware
» Base Services
» Service Desk
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» Service Catalog (optional)
» Survey application (optional)
» Integration Software (optional)

Note: Note that some of the CCMDB installation steps might not be needed
because you have already installed some software as a part of the Service
Request Manager installation.

A directory server is required if you decide to use this scenario. Refer to 3.2,
“Prerequisites for installation” on page 89 for more information.

Installing Service Request Manager after CCMDB is installed

Use this scenario when installing Service Request Manager where IBM Tivoli
Change and Configuration Management Database (CCMDB) are already
installed. Note that the middleware and base services are already installed.

» Service Desk

» Service Catalog (optional)

» Survey application (optional)
» Integration Software (optional)

A directory server is required if you decide to use this scenario. Refer to 3.2,
“Prerequisites for installation” on page 89 for more information.

3.3.2 Deployment topologies

To effectively plan an installation, you need to select a deployment topology. In
this section, we discuss the two primary deployment strategies:

» Simple
» Custom

Simple (Single-server)

The single-server topology is a configuration where all components reside on the
same machine, as shown in Figure 3-1 on page 98. In this configuration, there is
one Windows machine serving as the Service Request Manager administrative
system and a second machine hosting all other software used with Service
Request Manager. This would be done typically for proof-of-concept purposes,
as a demonstration, or as a learning environment. For managing enterprise
assets and processes, you would typically implement a custom topology.
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Single
Server Deployment

35
a
S
Administrator Machine Middleware
Base Services Service Desk & Catalog
(Windows only) (Windows, AlX, or Linux)

Figure 3-1 Single-server topology

Custom (Multiple-server)

This section details deploying Tivoli Service Request Manager across multiple
machines. Service Request Manager should be deployed on multiple machines
in order to provide load balancing, availability, reuse, and redundancy. This is the
recommended deployment topology for a production environment.

In Figure 3-2, Service Request Manager has been deployed on a collection of
systems.

Multiple
Server Deployment

Install new
orreuse [
existing |z

o

=
Database J2EE Server
DB2 WAS-ND
Oracle BEA
SQL Server
LDAP
ITDS
MS Active Dir
Middleware & Service Request Administrator Machine
Manager Components Base Services

(Windows only)

Figure 3-2 Multiple-server topology
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3.4 Deployment considerations

This section provides information to help you ensure good system performance.
We discuss basic and enterprise configuration deployments of Tivoli Service
Request Manager.

The larger and more complex the deployment of Tivoli Service Request
Manager, the more challenging it is for you to keep Tivoli Service Request
Manager performing well for users. Because some of the greatest challenges are
faced by those who deploy Tivoli Service Request Manager across large, global
enterprises, this document has a special focus on improving performance in
advanced enterprise configurations.

Considerations in system performance
Tivoli Service Request Manager system performance depends on more than the

Service Request Manager applications and the database. The network
architecture affects performance. Application server configuration can hurt or
improve performance. The way that you deploy Tivoli Service Request Manager
across servers affects the way that it performs. Many other factors come into play
in providing the user with a good experience of system performance.

The following factors can influence system performance:

» System architecture setup

» Application server configuration

» Scheduled tasks (cron tasks)

» Reporting

» Integration with other systems with the Maximo Enterprise Adapter

» Network issues

» Bandwidth

» Load balancing

» Database tuning

» SQL tuning

» Client workstation configuration
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3.4.1 Basic Service Request Manager configuration

100

A basic Service Request Manager configuration consists of Tivoli Service
Request Manager running on a single application server. The application server
connects to a single instance of the Tivoli Service Request Manager database
that is available on a database server. The application server also connects to a
report server.

If the Maximo Enterprise Adapter is also configured for deployment, then
additional messaging queues are set up. Tivoli Service Request Manager uses
the additional queues to send data to external systems and to receive data from
external systems.

Suitable for up to 50 users

Your testing and QA configuration environment (to test the development work)
should closely simulate your eventual production environment. The basic
configuration is appropriate for development configuration and for QA
configuration if your production system is expected to have a user load of 50 or
fewer users. It is suitable for a production system with an actual user load of 50 or
fewer users.

Figure 3-3 illustrates the high-level components of this configuration.

Aplication Ser\'erw

Inbound
Queus

Enterns Hntegration

Cutteound
Qusus

Figure 3-3 Basic Service Request Manager configuration
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3.4.2 Advanced Tivoli Service Request Manager configuration

If you have a small to medium-size Tivoli Service Request Manager
implementation, follow the standard Tivoli Service Request Manager installation
and setup instructions and application server configuration instructions. If your
production system must support hundreds of users, the basic configuration will
likely prove insufficient due to memory and processing limitations. A single
instance of the application server to support the Tivoli Service Request Manager
application cannot handle the load that is required in enterprise deployments.

Because Tivoli Service Request Manager is an interactive application, the user
who uses Tivoli Service Request Manager from a browser expects a response
from the server to be immediate, or nearly so.

Other processes in Tivoli Service Request Manager, such as cron tasks and
inbound messages from external systems, do not require user interaction.
Response time for these processes does not need to be immediate. These
processes can be configured to run in separate clusters or on separate
hardware.

Deploying Tivoli Service Request Manager in a multiple cluster
Use load distribution in a heavily used system that experiences unacceptable
delays in Tivoli Service Request Manager applications and overall throughput.
Load distribution separates the user-interface traffic from all other processing in
Tivoli Service Request Manager.

Deploying Tivoli Service Request Manager on more than one server (or
clustering) is an effective way to distribute user load and improve the user
experience of system performance. When you use clustering, implement the
cluster configuration so that the system can scale well. You can set up multiple
clusters, each consisting of multiple Java virtual machines (JVMs). The number
of JVMs depends in part on the overall hardware and software limitations of the
environment. You can tune the setup based on traffic and performance numbers.
A system of separate clusters with multiple JVMs as cluster members provides
advantages in system administration. In such a setup, Tivoli Service Request
Manager users are not affected by any problem in the queue cluster or the Tivoli
Service Request Manager cron task cluster that requires a cluster restart.
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Figure 3-4 shows Tivoli Service Request Manager in a multiple cluster setup.

Service Request Manager
Deployed in a Cluster
Database WebSphere Cell e
Server (ctgCell01) " SRM CLUSTER
. ctgNode3
WebSphere i
Deployment ctgNode2 [srv3
Manager
(ctgCellManager01) ."‘-. ctgNode1 [sr2
Directory || T '
server ____________________________

Figure 3-4 Tivoli Service Request Manager in a multiple cluster setup

Isolating Tivoli Service Request Manager user applications

For your system to perform well, isolate the Tivoli Service Request Manager
user-interactive applications to one cluster, and the asynchronous processes to a
separate cluster. Such a configuration also helps the system to scale well. You
can further enhance each cluster simply by adding servers, depending on your
needs. Table 3-4 on page 94 illustrates the high-level components of an
advanced configuration.

Isolating reporting

The use of Tivoli Service Request Manager application reports can also put a
large burden on the Tivoli Service Request Manager user-interactive
applications. To remove the impact of reports on the user interface performance,
run reports that require significant system resources as scheduled reports on
separate clusters. To help the overall system performance, run only simple
reports from the user interactive application.

Figure 3-5 on page 103 shows the overall Advanced Service Request Manager
configuration.
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Figure 3-5 Advanced Service Request Manager configuration

Application server hardware configuration
Providing the following minimum hardware for each 50 concurrent users on the
application server can help ensure good system performance:

» One 800 Mhz or faster processor
» 2 GB or more of memory

On a four-processor computer, dedicate one processor and 1 GB of memory to
the operating system and application server. The typical four-processor server
can support approximately 150 concurrent users. For example, to support
approximately 150 concurrent users at the minimum recommended
configuration, you should have three Java virtual machines (JVMs). Each JVM™
should have a processor and 2 GB of memory dedicated to it.
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3.5 Reusing middleware

104

You can reuse some existing middleware installations as Tivoli Service Request
Manager components. For example, you might have an instance of DB2 or
Oracle in an existing database server farm that already has established access
policies, redundancy measures, and backup plans in place. Reuse of an existing
WebSphere server is not supported. If you plan to reuse existing middleware,
ensure that they are at the level supported by Tivoli Service Request Manager.
The middleware and Tivoli Service Request Manager installation programs do
not provide a mechanism for patching back-level servers or provide remote
prerequisite checks to ensure they are at the right level.

After through middleware has been installed through the Tivoli middleware
installer, you have two options of configuring the servers for use with Service
Request Manager. You will be presented with the option of either allowing the
base services installation program to automatically configure middleware, or you
can elect to manually configure each middleware component, which must be
done prior to running the base services installation program.
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Tivoli Service Reguest
Manager installation

This chapter provides information about the steps needed to perform an
installation of the IBM Tivoli Service Request Manager V7.1.

This chapter has the following sections:

>

>

>

“Before you begin” on page 106

“Tivoli Service Request Manager installation overview” on page 107
“Uninstalling the middleware” on page 114

“Installing Tivoli Service Request Manager” on page 223

“Post installation steps” on page 278
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4.1 Before you begin

This section describes the steps that you must take before you run either the
Tivoli middleware installer or the Tivoli Service Request Manager installation

program.

Ensure that you are logged in as a user with administrator privileges.

4.1.1 Disabling the firewall

This procedure disables the firewall should one be present. For Windows, open

the Windows firewall and select Off on the General tab.

4.1.2 Hardware and software used for this IBM Redbooks publication

installation

We used the systems listed in Table 4-1 for our Windows and Linux Tivoli Service

Request Manager installation scenarios.

Table 4-1 Systems used in our lab

Platform Operating system Host name Memory CPU

Windows Microsoft Windows 2003 swat 3GB 3 GHz
Server with Service Pack
2

Linux Red Hat Enterprise Linux | tsd34 3GB 3 GHz
Advanced Server V4

The following software has been installed on both systems:

» IBM Rational Agent Controller Version 7.0.3.1

» DB2 Enterprise Server Edition Version 9.1.4

» IBM Tivoli Directory Server Version 6.1.0.5

» WebSphere Application Server Network Deployment Version 6.1.0.13
» [IBM HTTP Server Version 6.1.0.13
» Embedded Security Services Version 6.1

» Tivoli Service Request Manager Version 7.1
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Note: For details about the installation scenarios, refer to Chapter 3, “Planning
for installation” on page 87.

4.2 Tivoli Service Request Manager installation
overview

Installation and deployment of the IBM Tivoli Service Request Manager consists
of the following tasks:

1. Installation and configuration of the required Tivoli Service Request Manager
middleware software products

2. Installation and configuration of base services

3. Installation of Language Pack for base services

4. Installation and configuration of Tivoli Service Request Manager
This module is subdivided into three different sections:
a. Best Practice Content Service Desk

b. Sample Data Classification based on the United Nations Standard Product
Service codes for Service Desk

c. Sample data for Service Desk
5. Installation of Service Catalog

Note: You can choose to either select the options you deem required for your
installation or select all the options. Some of the options that you may select
will automatically entails the selection of additional options within the list.

4.2.1 Tivoli Service Request Manager middleware workspace

This middleware installer is designed to record all the information that was
gathered at the time of the installation in the workspace directory. The
information gathered from the different components is then used to deploy a
single application from the different components. There is no possibility, however,
for the middleware to be reconfigured for additional options, which would require
the middleware to be undeployed and then redeployed to include the additional,
options.
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4.2.2 Tivoli Service Request Manager launchpad

The Service Request Manager launchpad serves as a centralized interface for
launching a collection of installation programs.

This application indicates the different components to install and the order in
which they are to be installed.

4.2.3 Starting the Tivoli Service Request Manager launchpad

This section contains the information to start the Service Request Manager
launchpad.

To begin the Service Request Manager installation, run the launchpad by
completing the following:
1. Log on as an administrator.
2. Insert the Service Request Manager CD into the CD drive.
3. Start the launchpad:
— Windows

The launchpad starts automatically. If it does not launch automatically, run
the launchpad program by navigating to the root directory or the
downloaded installation image and run the following command at a
command prompt (or by double-clicking it in Windows Explorer):

launchpad.exe
— AIX and Linux

Navigate to the root directory or the downloaded installation image and
run the command Taunchpad.sh. The Welcome to IBM Tivoli Service
Request Manager V7.1 window displays.

4. Select the launchpad language by clicking the Language selection list.
5. Click Install the product in the left pane.

The IBM Tivoli Service Request Manager window displays.You can now install
the Service Request Manager component.

4.2.4 Tivoli Service Request Manager middleware installation

Several Tivoli Service Request Manager middleware products have to be
deployed before the Tivoli Service Request Manager can be installed. The Tivoli
Service Request Manager launchpad provides a convenient interface for
installing and deploying the Tivoli Service Request Manager middleware. This
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middleware will extract the information gathered from the middleware installation
when the Tivoli Service Request Manager is installed and will subsequently
deploy the Tivoli Service Request Manager based on that information.

The middleware installer installs and deploys the following software:
» Database server

Tivoli Service Request Manager uses the Maximo database to store details
about DB2 UDB V9.1, or using a preexisting instance of DB2 UDB V8.23 or
DB2 UDB V9.1. If you chose to use MS SQL Server 2005, or Oracle 10 for
your Tivoli Service Request Manager deployment, you will have to install and
configure them separately. See 4.5, “Using Oracle Database” on page 252 for
details of using Oracle with the Tivoli Service Request Manager on Oracle
Database.

» Directory server

The directory server is used to secure the J2EE application. You do have the
choice of using an existing IBM Tivoli Directory Server or installing a new
version of IBM Tivoli Directory Server. In the case of a new installation of
Directory Server, you do have to install a new DB2 UDB instance or reuse an
existing one.

» J2EE server

J2EE is the application server that serves and manages the Tivoli Service
Request Manager base services application. This a new instance of
WebSphere Network Deployment. Besides this J2EE deployment, you need
to ensure that a Directory Server is securing the J2EE application.

The J2EE application is composed of the following elements:
— IBMHTTP Server
— IBM HTTP Server Plug-in

The Tivoli Service Request Manager can deploy on a single machine or more
machines. However, you need to run the installer from every machine. Please
refer to Chapter 3, “Planning for installation” on page 87 for more details.

The Tivoli middleware installer deploys software on a single machine. To deploy
Service Request Manager middleware on multiple machines, the Tivoli
middleware installer must be invoked on each machine in the topology
configuration you have chosen. Ensure that you have a strategy for deploying the
middleware for each system you plan to use in your Service Request Manager
deployment. If you deploy a Service Request Manager component using the
Tivoli middleware installer on a system, for example, DB2, and then later decide
you would also like to add IBM Tivoli Directory Server to that same system, you
will have to undeploy DB2 before redeploying it in the same Tivoli middleware
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installer deployment plan that included IBM Tivoli Directory Server. When
installing the middleware on a system, you must install all of the middleware
intended for that system at one time.

A process ID is generated each time the Tivoli middleware installer is used to
install or uninstall a set of middleware products. The process ID will appear on
the files system in various places related to logs and generated files, such as file
names, directory names, and log messages. The process ID is used to group
logs and other generated files that are related to the same invocation of the Tivoli
middleware installer. It also separates logs and other generated files that are
related to different invocations of the Tivoli middleware installer. The process ID
is a string of the format [operation_MMdd_HH.mm], where operation is a string
indicating the operation being performed, such as __INSTALL__ or
__UNINSTALL__, MM is a two-digit number (1-12) indicating the current month,
dd is a two-digit number (1-31) indicating the current day in the month, HH is a
two-digit number (0-23) indicating the current hour, and mm is a two-digit number
(0-59) indicating the current minute. Here are some examples of process ID
values:

[INSTALL 0924 15.45] An installation started on September 24 at 3:45pm
[UNINSTALL 1216 09.59] An uninstallation started on December 16 at
9:5%am

In addition to installing and configuring Service Request Manager middleware,
the Tivoli middleware installer performs additional tasks. If you choose to not run
the middleware installer because you intend to perform the necessary
configuration on existing middleware resources manually, you will need to
perform the following tasks.

4.2.5 The Tivoli middleware installer workspace

The Tivoli middleware installer is designed to record the options you select
during install in a directory referred to as the workspace, and then configure the
components selected as a single deployed application. Once a plan has been
deployed, the Tivoli middleware installer cannot subsequently deploy additional
features and products onto the machine at a later time. The existing plan must
first be completely undeployed through the Tivoli middleware installer before a
different set of features and products can be deployed.

The composition and details of the deployment, as well as any logs generated by
the Tivoli middleware installer process, are located in the workspace.
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By default, the Tivoli middleware installer workspace is defined as follows:
» Windows: C:\ibm\tivoli\mwi\workspace
» AIX and Linux: /ibm/tivoli/mwi/workspace

The workspace can be defined on a shared resource that is made available to all
the systems that will run the Tivoli middleware installer. Locating the workspace
on a shared resource avoids the need to copy files, such as the topology file,
manually from one machine to another.

The workspace contains the following items.

Deployment plan

The deployment plan is a collection of installation steps, configuration
parameters for those steps, and target machine information. It is generated
through the Tivoli middleware installer and it resides in the workspace directory.

When deployment steps are changed, the existing deployment plan is deleted
and replaced with the new deployment plan.

The deployment plan configuration files contain information about the
deployment plan itself. Whenever a deployment plan is modified, which includes
reconfiguring existing deployment choices, the deployment plan configuration
files will be deleted and regenerated when the deployment plan is redeployed.

Topology file

The topology file is a properties file that describes the configuration parameters
of the middleware deployment. This file is created and then updated after every
deployment or undeployment. If you have not defined a workspace that is
centrally located and accessible to all the systems that will be receiving
middleware, this file will have to be copied to the workspace of each machine
where middleware is being deployed. The contents of this file can be used by the
installation programs to populate their panels with meaningful default values.

This file is saved in <workspace>/topology.xml.
Logs
Log files that contain information about the deployment can be found in the

workspace directory. In addition, log files native to the middleware itself are also
contained in this directory.
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4.2.6 Installing and configuring the middleware

This procedure explains how to use the Tivoli middleware installer to create a
deployment plan that is responsible for installing and configuring prerequisite
middleware products.

The instructions provided in this section are for a typical installation using default
values. In addition, these instructions assume you are using the Tivoli
middleware installer to install a complete set of middleware for use with Service
Request Manager on a single machine. If you intend to deploy middleware
products across an array of machines, you will have to run the Tivoli middleware
installer on each machine, choosing which piece of middleware to install on that
each particular machine. In this case, you will encounter a subset of the panels
included in these instructions that are relevant to the middleware you have
chosen to install on a machine.

The Tivoli middleware installer can also configure existing middleware products.
If you intend to reuse existing middleware products for your Service Request
Manager deployment, refer to 3.5, “Reusing middleware” on page 104. Refer to
Chapter 3, “Planning for installation” on page 87 to learn about using custom
values during a custom installation.

In some cases, fields and labels displayed within the Tivoli middleware installer
are not correctly displayed on the window when installing through remote
sessions. We recommend that you use the Tivoli middleware installer locally on
the system that will host the middleware. If you do experience this phenomenon,
first minimize and then maximize the install wizard to force it to re-display the
panel.

Avoid using localhost for host name values in the installation program. Specify
the actual fully-qualified host name of the system on which you are installing. For
Linux systems, ensure that the command hostname -f returns a fully-qualified
host name. If it does not, consult the appropriate documentation for your
operating system to ensure that the hostname command returns a fully-qualified
host name

Important: When entering LDAP values for Service Request Manager
installation window fields, entries in LDIF files, or values you enter directly into
an directory instance using the directory server’'s own tools, be aware of the
product-specific syntax rules for using special characters in an LDAP string. In
most cases, special characters must be preceded by an escape character in
order to make it readable by the directory server. Failing to escape special
characters contained in an LDAP string used with Service Request Manager
will result in errors.
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Many directory server products consider a blank space as a special character
that is part of the LDAP string. Therefore, if you mistakenly enter an LDAP string
that contains a blank, at the end of a field value, for example, and you do not
precede the blank character with an escape character, you will encounter errors
that will be difficult to troubleshoot. Refer to the product documentation for your
directory server for more information about special characters in LDAP strings.

4.2.7 The Tivoli middleware log files

The Tivoli middleware log files are located in the workspace directory. This
directory was defined during the installation.

To install the prerequisite middleware products for Service Request Manager,
complete the following steps.

If you have not started the Service Request Manager launchpad, then:

1. Log on as an administrator.

2. Insert the Service Request Manager CD into the CD drive.

3. Start the launchpad.

Windows

The launchpad starts automatically. If it does not launch automatically, run the
launchpad program by navigating to the root directory, or the downloaded
installation image, and run the following command at a command prompt (or by
double-clicking it in Windows Explorer):

launchpad.exe
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AIX and Linux

Navigate to the root directory, or the downloaded installation image, and run the
command launchpad.sh. See Figure 4-1.

& 18M Tivoli Service Request Ma
T

& Tivoli software

Language selection: | English B

Welcome Welcome to IBM Tivoli Service Request Manager 7.1

Prerequisites

Install the product

Use this launchpad to install 1BM Tivoli Service Request Manager version 7.1, reguired prerequisite software, and optional integration
Install integration modules modules
Information center Senice Request Manager has btwo tomponents: Service Desk and Service Catalog. You an install either or both components.

Exit
To get started, select a language from the dropdawn list. Then use the links at lefito reviews the product prerequisites and install the praduct

For detailed product infarmation, link to the & prormaton center

Figure 4-1 Launchpad

4.3 Uninstalling the middleware

Uninstalling the middleware for Service Request Manager consists of running the
Tivoli middleware installer and using it to undeploy the previously deployed
deployment plan.

Note: You must use the Tivoli middleware installer to uninstall any Service
Request Manager middleware installed by the Tivoli middleware installer. The
Tivoli middleware installer creates a registry when installing Tivoli Service
Request Manager middleware. If you use the native middleware uninstall
programs, this registry will be out of sync with what is deployed. This will
cause errors if you then try to reinstall Service Request Manager middleware
using the Tivoli middleware installer.
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Note: At points during the uninstall process, the Tivoli middleware installer
uninstall progress bar might appear to pause. This is normal behavior. In most
cases, the Tivoli middleware installer uninstall progress bar will resume shortly
after pausing. If you suspect your uninstall process has experienced an error,
refer to the Tivoli middleware installer log files.

To uninstall the J2EE server, ensure the directory server (IBM Tivoli Directory
Server or Active Directory) is active. Do not uninstall the directory server until
the J2EE server has been uninstalled.

4.3.1 Middleware installation on Windows

Note: For the middleware installation on Linux, please refer to 4.3.2,
“Middleware installation on Linux” on page 158.

1. Log in as administrator on Windows.

2. Navigate to the root directory, or the downloaded installation image, and run
the Taunchpad.exe command or double-click it in Windows Explorer.
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3. To launch the Tivoli middleware installer from the launchpad, start the
launchpad, as shown in Figure 4-2.

Welcome to IBM Tivoli Service Request Manager 7.1

Ugethig [aunchpad to ingtall 1BM Tivali Service Request Manager version 7.1, required prereguisite software, and optional integration
modules.

Service Request Manager has two components: Service Desk and Service Catalog. You can install either or both components.

To get started, select 2 language from the dropdown list. Then use the links at left to review the product prereguisites and install the product

For detailed product information, link ta the = information center.

& IBM Tivoli Service Request Manager 7. =100 X

Figure 4-2 Launchpad

4. Select Install the Product (Figure 4-3 on page 117).
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&) 1BM Tivoli Service Request Manager 7.1

[2 Tivoli. software

IBM Tivoli Service Request Manager 7.1 Installation

1. Install the middleware
Select Mi e for 3 new

Instal the product
- . Middleware

Install the product
ifthe mm is not already installed

2. Install the base services
Selectbase senvices for a new installation if base senices is not alteady installed

@ hase semices

Selectbase services language pack installer to install additional language support.

hase sewices languane pack installer

3. Install Service Request Manager

@ I18M Tivoli Service Request Manager 7.1

4. Install Integration Composer

1BM Tivali Integration Gomposer enables you to agoregate data collected by discovery tools and integrate itinto a target database,
creating a central repository for enterprise T asset management, reporting, and decision support.

@ 160 Tivoli Inteqration Composer 7.1.1

5. Install Agent Controller (Windows, Linux and AIX only)

The IBM Agent Controller imports log files from remote systerns to the IBM Log and Trace Analyzer application.

@ 1BM Agent Controller 7.0.3.1

Launch Service Request Manager

Figure 4-3 Launchpad

5. Select a language for the installation and click OK (Figure 4-4).

InstallShield =10l x|

Select a language ko be used far thiz wizard.

]S Cancel

Figure 4-4 Language selection
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6. From the Welcome window, click Next (Figure 4-5).

& Tivoli Middleware Installer : : Jo5 ]

Welcome to the Tivoli Middleware Installer

The Tivali Middleware Installer can install or uninstall the middleware used by Tivali
hase senices.

To install middleware, you must create a deployment plan. A deployment plan
consists of deployment choices and configuration parameters, which the Tivali
Widdleware Installer will assist you in providing. After you have successiully

configured the plan, the middleware associated with your deployment choices will be
installed.

To continug, chooge Mext.

| Met = | Cancel

Figure 4-5 Tivoli Middleware Installer
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7. The Tivoli middleware installer license agreement window is displayed. Read
the license information and select | accept both the IBM and the non-IBM
terms if you agree with the terms. Click Next (Figure 4-6).

& Tivoli Middleware Installer o o o |

Please read the following license agreement carefully.
International Program License Agreement ii

Part 1 - General Terms

BY DOWMNLOADING, INSTALLIMNG, COPYING, ACCESSING, OR LISING THE
PROGRAM YOU AGREE TO THE TERMS OF THIS AGREEMENT. IF vOU ARE
ACCEPTIMNG THESE TERMS OM EEHALF OF ANOTHER PERSOMN OR A
COMPAMNY OR OTHER LEGAL ENTITY, YOI REPRESENT AMND WARRANT
THAT YOU HAVE FULL AUTHORITY TO BIMND THAT PERSOM, COMPANY, OR
LEGAL ENTITY TO THESE TERMS. IF YOU DO NOT AGREE TO THESE TERMS,

- DO MNOT DOWNLOAD, INSTALL, COPY, ACCESS, OR USE THE PROGRAM,
AMD :j

Read non-IBM terms !

& {1 accept hoth the [BM and the nan-IBM terms

= | do not accept the terms in the license agreement

Print

Figure 4-6 Licence agreement
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8. From the Choose Workspace window, specify the workspace directory
containing the currently deployed plan, and then click Next (Figure 4-7). The
default location for the workspace will be the last workspace location
specified. The default location for the workspace is
c:\ibm\tivoli\mwi\workspace.

o ]

The Tivoli Middleware Installer stores your deployment chaices and canfiguration
parameters in a directary called a workspace. Select a workspace to use forthis
session. Ifthe selected directory does not already exist, itwill be created. A previously
created warkspace can be reused.

& Tivoli Middleware Installer %%%

Warkspace:

Chibmtivalitmwitworkspace

Browse |

instaliShisld

Ak | Mext = I Cancel

Figure 4-7 Workspace
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9. Click Next (Figure 4-8) for the IBM Autonomic Engine to proceed with the
installation.

& Tivoli Middleware Installer

The Tivali Middleware Installer will now install IBM Autonamic Deployment Engine
anthe local machine. Ta continue, choose Mesxd.

InstallShield — W N

e e Gancel

Figure 4-8 Tivoli Middleware Installer
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10.The installation proceeds and you are notified of the different stages of the
installation. Click Next (Figure 4-9)

& Tivoli Middleware Installer _J,g;_f-

CTGIN9D10I: Installing IBM Autonomic Deployment Engine

9%

InstallZhield =—

Cancel

Figure 4-9 Tivoli Middleware Installer
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11.The installation checks that all prerequisites have been met. Click Next
(Figure 4-10).

& Tivoli Middleware Installer

Performing dependency checks toverify that deployment
prerequisites have been met.

InstallShield — _ U __ 0N A

Figure 4-10 Tivoli Middleware Installer
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12.The installation then looks for any software components that are already
installed onto the machine and if these can eventually be reused for the
current installation. Click Next (Figure 4-11).

& Livoll Middieware Installer

Searching for existing software instances that can be reused.

InstallShieid

Figure 4-11 Tivoli Middleware Installer
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13.0nce this process is complete, you will be presented with the options shown

in Figure 4-12. Select all the options and press Next.
& Deployment Choices P o] |

Select the features to deploy on the local machine.

M
The Database Serveris uged to stare details about the attributes and histary of
each configuration itern and the details about the relationships amaong
configuration iterms.

¥ Diractary Server
The Directory Server is used to secure the J2EE Server. This feature should be
selected to either install a new directory server locally or reuse a local directary
Serer.

¥ JZEE Server
The J2EE Serveris the application server used to serve and manage the
application.
¥ Secure the J2EE Server uging the Directary Server

=Back 1 ext= l Zancel
Figure 4-12 Deployment Choices
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14.The installation proceeds with the generation of the deployment plan. Click
Next (Figure 4-13).

& Tivoli Middleware Installer

Generating the deployment plan

InstallShield — — P

Cancel

Figure 4-13 Generating the deployment plan
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15.0nce the deployment plan has been generated, you are then presented with
the list of applications that will be installed. Click Next (Figure 4-14).

& Tivoli Middleware Installer —e=

The following plan has been generated. To enter configuration parameters far this
plan, choose Mext.

IBM Rational Agent Controller Wersion 7.0.3.1

DB2 Enterprise Server Edition Version 9.1.4
Configuration for DB2 Enterprise Server Edition
Configuration of DB2 Enterprise Server Edition for reuse
IBM Tivoli Directory Server Version 6.1.0.5
Configuration for IBM Tivoli Directory Server
WehSphere Application Server HD Yersion 6.1.0.13
Configuration for WAS ND

IBM HTTP Server Version 6.1.0.13

Embedded Security Services version 6.1

= Back ’ Mext = l Cancel

Figure 4-14 Generating the deployment plan
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16.Click Next to continue with the installation. You are now presented with the
option of using the same password for the subsequent password options.

Should you need to use different passwords, do not select Use this
password as the value for all subsequent passwords. Click Next

(Figure 4-15).

Configuration Parameters

¥ Use this password as the value for all subseguent passwords.
This will override any previously configured values and disahle all passwaord
fields during this installation as a convenience to get started. You may change

the passwaords later.

Password:

i

Confirm passward:

= Back i Mext = l cancel

Figure 4-15 Configuration Parameters
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17.Enter the requested information (for example, the password if you have
selected not to use the same password for all subsequent options in the
previous step). The values are entered by default. Click Next (Figure 4-16).

ﬁ Configuration Parameters

Enter the configuration parameters for DB2 Enterprise Server Edition Version 9.1.4.

Install location:
Ib:IPrugram Files\BMSQLLIE

Browse |

DE2 Administration Server username:

|db2admin

DB2 Administration Semver password:

I

Confirm password:

e
fo I

InstallShield

= Back | Mewxt = I Cancel

Figure 4-16 Configuration Parameters
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18.Modify the parameters as you see fit and click Next (Figure 4-17).

ﬁ Configuration Parameters

Enter the configuration parameters for Database Instance.

Instance name:

fetginstt
Fart:

|so00s

Instance username:

fdbzadmin

Instance user password:

I

Confirm passward:

InstallShiald — _—

= Back I Mext = I Cancel

Figure 4-17 Configuration Parameters
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19.The options are again filled in by default. Click Next (Figure 4-18).

ﬁ Configuration Parameters

Enter the configuration parameters for DB2 Enterprise Server Edition.

DBZ administrators group:

|DEZADMNS

DEZ users group:

|pE2USERS

InstaliShield — —_— N

< Batk | Mest = I Cancel

Figure 4-18 Configuration Parameters
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20.The options are again filled in by default. Click Next (Figure 4-19).

ﬁ Configuration Parameters

Enter the configuration parameters for IBM Tivoli Directory Server Version 6.1.0.5.

Install lacation:

CAOProgram FilesUBMILDAPE 1

Browse |

Administrator distinguished name:

Icn=mut

Administrator password:

I

Confirm password:

I

InstallEhield - =

= Back | Mext = I Cancel

Figure 4-19 Configuration Parameters
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21.Accept the default values and click Next (Figure 4-20).

ﬁ Configuration Parameters

Enter the configuration parameters for IBM Theoli Directory Server Yersion 6.1.0.5.

Organizational unit:

fpu=gwic

Crganization and country suffix

[o=tEm=us

Directary server port:

EET

Directory server secure port:

536

Administration port:

EEEE

Administration secure port:

EEEE

InstallShield ~ =

= Back | Mewt = I Cancel

Figure 4-20 Configuration Parameters
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22.Accept the default values and click Next (Figure 4-21).

ﬁ Configuration Parameters

Enter the configuration parameters for IBM Tivoli Directory Server Database
Instance.

Database name:

|security

Instance name:

Jitscemdb
FPort:

|s0006

Instance user passward:

I

Confirm passward:

I

InstaliShield —

< Back | e | cancel

Figure 4-21 Configuration Parameters
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23.Accept the default values and click Next (Figure 4-22).

ﬁ Configuration Parameters

LOAF Hostname:

Enter the configuration parameters for WebSphere Application Server security.

Iswat

Directory server port:

S
LDAF hase entry:

|ou=5vG,0=1BM,c=U5

User suffie

I0u=users,ou:SWG,D:lBM,c:US

Group suffis

|ou=grouns ou=S1WG,0=1BM,c=US

Crganization cantainer suffix

|ou=5vic,o=1EN, = U5

InstallShield - —

< Back | Mext > |

Figure 4-22 Configuration Parameters
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24.Accept the default values and click Next (Figure 4-23).

ﬁ Configuration Parameters

Enterthe configuration parameters for WehSphere Application Server security.

Bind distinguished name:

Il:n:mot

Bind password:

I

Confitn passwaord:

I

InstallShigld - =

=Back | et = I Cancel

Figure 4-23 Configuration Parameters
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25.Accept the default values and click Next (Figure 4-24).

InstallZhield -

ﬁ Configuration Parameters

Enter the configuration parameters for WebSphere Application Server ND VYersion
6.1.0.13.

Install location:

CAProgram Files\BMWWebSphere\dppSerer

Browse |

Administrator username:

Iwasadmin

Administrator passward:

I

Canfirm password:

= Back || Mext = I Zancel

Figure 4-24 Configuration Parameters
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26.Accept the default values and click Next (Figure 4-25).

ﬁ Configuration Parameters

Enter the configuration parameters forWehSphere Application Server ND Yersion
6.1.0.13.

Deployment Manager profile name:

Icthmgrm

Application server profile name:

[rtoappsno1

InstallShield ~ =

= Back | Mewt = I Cancel

Figure 4-25 Configuration Parameters
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27.Accept the default values and click Next (Figure 4-26).

ﬁ Configuration Parameters

Enter the configuration parameters forWehSphere Application Server ND VYersion
6.1.0.13.

Cell name:

fetgceint

Ceployment Manager node name:

IctheIIManagerm

Application server node name:

[etgnodent

Lipdate Installer install location:
IC:IPrUgram FilesiBMiehSpherellpdatelnstaller

Browse |

InstallShield - D __ N A

= Back | Mewt = I Cancel

Figure 4-26 Configuration Parameters
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28.Accept the default values and click Next (Figure 4-27).

ﬁ Configuration Parameters

Enter the configuration parameters for IBM HTTP Server Version 6.1.0.13.

Install location:

Proararn FilesuBMHTTP Server

Browse |

HTTF port:

fa0

Admin Server port

|s0os

InstallShield — —

= Back || Mewxt = I Cancel

Figure 4-27 Configuration Parameters
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29.Click Next (Figure 4-28).

ﬁ Configuration Parameters

Enter the canfiguration parameters for IEM WebSphere Application Server plugin for
the IBM HTTP Server.

Profile name:

clgAppSrl

InstallShisld — N

= Back | Mext = I Cancel

Figure 4-28 Configuration Parameters
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30.Click Next (Figure 4-29).

ﬁ Configuration Parameters

Enter the configuration parameters for IBM Rational Agent Controller Yersion 7.0.3.1.

Install location:

CAProgram FilesUBmMAgentCaontraller

Browise |

InstallShield - —

= Back | Mewt = I Cancel

Figure 4-29 Configuration Parameters
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31.You must locate the directory containing all the software images to proceed
with the installation. You can either copy these files from a source, such as a
CD, or just point to an existing directory containing the images. In our case,
we specify an existing directory containing all the images. Click Next
(Figure 4-30) to continue.

& Tivoli Middleware Installer : =10

The following middleware install images are required.

S

#® DEZ-ESE_9.1.0_FPd/vifpd win ese.exe

® Rational-AgentController 7.0.3.l/iburac.win_iaiz V7.0.3
L1_Z20080214 1521.zip

® TIV-Directoryierver_6.1.0_LAOOOS/6.1.0.1-TIV-ITDS-Win3a
-LA0005. zip

® WE-E55_6.1_GA/com. ibm. security.ess, server_config.6.1.0.
jar

-
o TTE_TTAS THE & 1 N TD12/8 1 A_TTE_THIE_TH+-22_FODOOAMANT 2 walr

Select an option for the required middleware install images.

" Copythe images.

Copythe middleware install images from the source media to a specified
directary.

Specify a directary containing all the required middleware install images.

< Back i Mext = I Cancel

Figure 4-30 Location of the images
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32.Point to the directory where all these images are located and click Next
(Figure 4-31).

i Tivoli Middleware Installer

Specify the directory containing the middleware install images.

Widdleware images:

Chibrmitivoliimwilimages

Browse |

InstallShield — —

= Back | PMewt = I cancel

Figure 4-31 Location of the images

33.1n our installation the directory was C:\source\middleware. Verify that the
images are correct and then click Next (Figure 4-32 on page 145) to continue
and proceed with the installation.
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Lookin: IE& middleware LI EI _I E?ﬁl

L.DB2-ESE 910 (2 WS-WAS_IHS_B.1.0_FP13

) DB2-ESE_9.1.0_FP4 153 WSAWAS_MD_R.1.0.13_Custom_ISCAET1
|73 Rational-AgentCantroller_7.0.3.1 [ WS- WAS_MD_F.1.0_Supplemental

I3 Th-DirectoryServer_6.1.0 13 WE-YWAS_Plugins_6.1.0_FP13

173 TIv-DirectoryServer_f.1.0_FPO001 £ WS-WAS_Updatelnstaller_G.1.0_FP13

(3 TIW-DirectoryServer_B.1.0_LADOOS
I WS-ESS5_R.1_GA

File name: |C:Isuurce‘tmiddleware Open |
Files of type: IA” Files LI Cancel |

Figure 4-32 Location of the images

34.The installation program will use a temporary location for the installation.
Chose the default location or locate one of your choice. Click Next
(Figure 4-33).

i Tivoli Middleware Installer

Dwring deployment, the Tivoli Middlewsare Installer will create a number of termporary
files, and will extract the middleware install images to a temporary directary. Specify a
directory to use for termporary files and the extracted middleware install images.

Temporary files directary:
CADOCUME~TADMIMI-NLOCALS~11Tamp

Browse |

InstaliShield

= Back | et = I Cancel

Figure 4-33 Temporary files directory
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35.Click Next (Figure 4-34) to continue with deploying the plan.

& Tivoli Middleware Installer : o e

The deployment plan located at Chibmttivallmwitwarks pacelswatideplovmentPlan is
ready to he deploved. Select an operation to perfarm upon this deployment plan.

i* Deplay the plan

" Editthe configuration parameters

" Delete the deployment plan and create a new one
{0 Restartthe plan

0 Undeploy the plan

>

InstaliShield -  —— __ ¥ W A

Cancel

Figure 4-34 Deploy the plan

Note: The first time you run the installation, the default option Deploy the
plan will be selected, while during subsequent installations, you will be
allowed to select the other options, such as for deleting the plan or editing the
plan.
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36.The installation will now perform disk space checks. Click Next (Figure 4-35).

i Tivoli Middleware Installer

How performing disk space checks on your system to ensure your
system has space awvailable to deploy the software.

InstallShiald — e __ N N A

Cancel

Figure 4-35 Disk space checks
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37.0nce the installation program has verified that enough disk space is available,
you are presented with the results of the disk space checks. Click Next
(Figure 4-36).

iddleware Installer

The following plan will he deployed, and the html data will he saved to: C:
ibmitivolimwitworkspacelparameterSummeary. hitml

Middleware Dependency Checks

L |

# rootnative zipped.location
# root.native. deflated.location
CADOCUME~TADMINI~1LOCALS ~11Temp
# |ocalhostallowed
false

Middleware Disk Space Check

® diskSpaceCheckin_D02 productiD
Was_MO_6.1
# diskSpaceCheckin_Da productiD
ITDS_A.1
# diskSpaceCheckin_D7 directary _:j

AT RIS L AYA TR A Tl 2 AT e

Finish = Batk I Deploy | Cancel i

Figure 4-36 Disk space checks
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38.You are now taken through the middleware installation process and notified
about the different stages of the progress. Click Next (Figure 4-37).

& Tivoli Middleware Installer

Deploying machine plan swat on target machine swat

Elapsed time:
0 minutes

Tirne remaining:
68 minutes

Current step:
Middleware Dependency Checks

InstallShiald — —

Cancel

Figure 4-37 Progress bar
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39.The installation proceeds with the installation of the IBM Rational Agent
Controller. Click Next (Figure 4-38).

i Tivoli Middleware Installer B IEIlil

Deploying machine plan swat on target machine swat

Elapsed time:
0 minutes

Time remaining:
48 minutes

Current step:
IBM Rational Agent Controller Yersion 7.0.3.1

6%

InstallZhield —— — ___

Cancel

Figure 4-38 Installation of the IBM Rational Agent Controller

150 Implementing IBM Tivoli Service Request Manager V7.1 Service Desk




40.The installation proceeds with the installation of the IBM DB2 Enterprise
Server Edition. Click Next (Figure 4-39).

& Tivoli Middleware Installer o o] |

Deploying machine plan swat on target machine swat

Elapsed time:
2 minutes

Time remaining:
63 minutes

Current step:
DB2 Enterprise Server Edition VYersion 9.1.4

’—_ 25%

InstallEhield —— _— P

cancel

Figure 4-39 Installation of the IBM DB2 Enterprise Server Edition
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41.The installation proceeds with the installation of the IBM DB2 Enterprise
Server Edition configuration. Click Next (Figure 4-40).

& Tivoli Middleware Installer : N o 2

Deploving machine plan swat on target machine swat

Elapsed time:
10 minutes

Time remaining:
16 minutes

Current step:
Configuration for DB2 Enterprise Server Edition

’7 -~

InstallShield — _— P

Cancel

Figure 4-40 IBM DB2 Enterprise Server Edition configuration
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42.The installation proceeds with the installation of the IBM Directory Server

installation. Click Next (Figure 4-41).

& Tivoli Middleware Installer

I [ .5

InstallShield ——

Deploying machine plan swat on target machine swat

Elapsed time:
12 minutes

Titne remaining:
16 minutes

Current step:
IBM Tivoli Directory Server Version 6.1.0.5

Cancel

Figure 4-41 IBM Directory Server installation

Chapter 4. Tivoli Service Request Manager installation

153



154

43.The installation proceeds with the installation of the IBM Directory Server
configuration. Click Next (Figure 4-42).

& Tivoli Middleware Installer o=

. Deploving machine plan swat on target machine swat

Elapsed time:
20 minutes

Time remaining:
17 minutes

Current step:
Configuration for IBM Tivoli Directory Server

Zancel

Figure 4-42 IBM Directory Server configuration
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44.The installation proceeds with the installation of the IBM WebSphere
Application Server installation. Click Next (Figure 4-43).

&% Tivoli Middleware Installer

Deploying machine plan swat on target machine swat

Elapsedtime:
23 minutes

Titme remaining:
20 minutes

Current step:
WebSphere Application Server HD Version 6.1.0.13

Cancel

Figure 4-43 IBM WebSphere Application Server installation
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45.The installation proceeds with the installation of the IBM WebSphere
Application Server configuration. Click Next (Figure 4-44).

& Tivoli Middleware Installer : S ]

Deploying machine plan swat on target machine swat

Elapsedtime:
30 minutes

Time remaining:
16 minutes

Current step:
Configuration for WAS ND

Cancel I

Figure 4-44 |BM WebSphere Application Server configuration
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46.The installation proceeds with the installation of the IBM HTTP server. Click
Next (Figure 4-45).

& Tivoli Middleware Installer : N o

Deploying machine plan swat on target machine swat

Elapszed time:
50 minutes

Time remaining:
8 minutes

Current step:
IBEM HTTP Server VYersion 6.1.0.13

InstallShisld —— —

Cancel

Figure 4-45 Installation of the IBM HTTP server
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47.0nce all the middleware applications have been installed, you are presented
with a window summarizing the installation. Click Next (Figure 4-46).

& Tivoli Middleware Installer : 1o =]

Deploymentwas successiul. To exit the wizard, choose Finish.

# Middlewsare Dependency Checks

@ Middleware Disk Space Check

@ [BM Rational Agent Controller Yersion 7.0.3.1

# DB2 Enterprise Senver Edition Yersion 9.1 .4

# Configuration for DB2 Enterprise Server Edition

# Configuration of DE2 Enterprise Server Edition for reuse
# [BM Tivoli Directory Server Version 6.1.0.5

@ Configuration for IEM Tivali Directory Server

@ YWebhSphere Application Server MND Wersion §.1.0.13
# Configuration for Was MD

# |BM HTTF ServerYersion 6.1.013

#» Embedded Security Services version 6.1

Figure 4-46 Summary of installations

48.0nce all the middleware applications have been installed you are presented
with a window summarizing the installation. Click Finish to close the window.

4.3.2 Middleware installation on Linux

In this section, the middleware installation will be performed on a Linux platform.

1. To start the middleware installation on the Linux machine, navigate to the
directory where the launchpad is located and type ./Taunchpad.sh, as shown
in Figure 4-47.

{7 /datva/20080205D2/1aung

ozilla.html

Figure 4-47 Starting the launchpad
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The IBM Tivoli Service Request Manager V7.1 window will be displayed, as
shown in Figure 4-48.

‘[; Tivoli, software

Language selection: | English =
Weleome Welcome to IBM Tivoli Service Request
Frerequisies Manager 7.1
Install the product

i . Use this launchpad to install IBM Tivoli Service Request
R A Manager version 7.1, required prerequisiie software, and

Infarmalion centsr oplional integralion modules.

Exit Service Request Manager has two components: Service Desk
and Service Catalog. You can install either or both components.

To get starled, salect a language from the dropdown lisk. Then
use the links at left ko review the product prerequisites and install
the product

For detailed product information, link to the = information

center,.

Figure 4-48 IBM Tivoli Service Request Manager V7.1 window
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2. Select the Install the product option on the left and press Enter
(Figure 4-49).

[il Tivoli, software

-i-Eninsh

Language selection:
IBM Tivoli Service Request Manager
_ 7.1 Installation

Install the product
1. Install the middleware

Install integration WBR'!&S Select Middleware for a new installation if the
""""""""""" - middiewan is not already installed,

Y Mmiddieware

2. Install the base services
Select base services for a new installation if base

semvices i nol already installed.

@
base sevices

o Select base services linguage pack installer io
i M install additional language support.
a ]

Figure 4-49 Install the product option

3. Select the Install the product option on the left and press Enter. Click the
Middleware option on the right. The middleware installation is initiated.

4. Select the language for the installation and then click OK to continue
(Figure 4-50 on page 161).
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InstallShield

Select a language to be used for this wizard.

Figure 4-50 Language for the installation

5. At the Welcome window, click Next (Figure 4-51) to continue.

InstallShield

Figure 4-51 Welcome window
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6. The Tivoli middleware installer license agreement window is displayed. Read
the license information and select | accept both the IBM and the non-IBM
terms if you agree with the terms. Click Next (Figure 4-52).

%y Tivoli Middleware Installer =]k

Please read the following license agreament carefully.
International Program License Agreement

Tivoli| sotware Lei i Cenerallenn:

BY DOWNLOADING, INSTALLING, COPYIMG, ACCESSING, OR USING THE
PROGRAM YOU AGREE TO THE TERMS OF THIS AGREEMENT. IF YOU ARE
ACCEPTING THESE TERMS ON BEHALF OF ANOTHER PERSON OF A COMPANT
OF. OTHER LEGAL ENTITY, YOU REPRESENT AND WARRANT THAT YOU HAYE
FULL AUTHORITY TO BIND THAT PERSON, COMPANY, OR LEGAL ENTITY TO
THESE TERMS. IF YOU DO NOT AGREE TO THESE TERMS,

- DO NOT DOWNLOAD, INSTALL, COPY, ACCESS, OR. USE THE PROGRAM; AND
- PROMPTLY RETURN THE PROGRAM AND PROOF OF ENTITLEMENT TOTHE | —

DADTY COMM WAL Wil AT BT IT T ADT AR A DECLIRM SE TUE 1
Read non-BM terms

| accept both the 1BM and the non-iBM terms
| do not accept the terms In the license agreement

Print

InstaliGhield -

< gack—| L‘ i | Cancel

Figure 4-52 License agreement
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7. You must specify the location of the middleware installation images. Click
Next (Figure 4-53).

5%

InstaliEhield

Figure 4-563 Location of middleware installer
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8. Browse to the directory where the middleware installer is located and click

Open (Figure 4-54).

Ix

Look in: ilj Install

MEEIEIE]: S

(7 BaseServices
5 Lpinstaller
=Y

(] SenviceCatalog
|j SenviceDesk
|j Survey

File name: Idata,-'ZOOBOZ‘OSDz!Install,g'_lgﬂUﬂ—

Files of type: Al Files

|
4

Open I| Cancel ‘

Figure 4-54  Tivoli Middleware Installer

Note: The location of the middleware installer might differ from the path

described in this book.

Implementing IBM Tivoli Service Request Manager V7.1 Service Desk



9. You have now selected the directory for the middleware installer. Click Next
(Figure 4-55) to continue.

Tivoli Middleware Installer ==l E

0| EWAlE

Instalishield

Figure 4-55 Tivoli Middleware Installer
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10.The deployment choices and the configuration parameters are now stored in
the workspace directory. You can use a different directory to store these
choices and parameters. Click Next (Figure 4-56) to continue.

i’ Tivoli Middleware Installer N = [=]

The Thvoli Middleware Installer stores your deployvment choices and configuration
parameters in a directory called a workspace. Select a workspace to use for this
csession. If the selecled directory does not already exist, it will be created, A
presoushy created workspace can be reused.

Workspace:

[lrefatafibm tivolifrwi fworkspace ]

InstaliShighd — A

Lok [ heg> || Cancel

Figure 4-56 Workspace
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11.Click Next (Figure 4-57) to continue with the installation of the IBM Autonomic
Deployment Engine.

Tivoli.| sottwdre

&

InstalShield

Figure 4-57 IBM Autonomic Deployment Engine
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12.The installation program now looks for software instances that can be used for
the current installation. Click Next (Figure 4-58).

& Trwok Maddleware Instalker =100z

Searching for existing software instances that can be reused.

InstaliShizld ~ —_—

Figure 4-568 Software instances

168 Implementing IBM Tivoli Service Request Manager V7.1 Service Desk



13.Select all the options and click Next (Figure 4-59) to continue.

Y Deployment Chnices .

Select the features 1o deploy on the local machine,

Database Sarver
I he Database Server 1s used to store details about the atinbutes and nistory
of each configuration iterm and the details about the relationships among
configuration items.

Tivoli suh-.-.-;l. e

Directary Server
I he Lireclory Server 15 used 10 secure the JZek server. | his Teature should oe
selected to either install a new directory server locally or reuse a local
directory server.

J2EE Server
Ihe |JEE »ervir 15 the application server used 10 serve and manage the
application.

[ Secure the J2EE Server using the Directony Server

InstalFhield

< Back _| Mext > || Cancel

Figure 4-59 Deployment Choices
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The installation program will now generate the deployment plan, as shown in
Figure 4-60.

li Middleware Installer =13

Generating the deployment plan

InstaliShieldd -

A | LCancel

Figure 4-60 Deployment plan
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14.Click Next to proceed with the configuration parameters for this plan
(Figure 4-61).

¥ Tivoli Middleware Installer ;]ﬂ‘

The following plan has been generated. To enter configuration parameters ror this
plan, choose MNext,

Tivoli snf:w!r g

IEM Rational Agent Controller ¥ersion 7.0.3

DE2 Enterprise Server Edition Version 9.1.2
Configuration for DE2 Enterprise Server Edition
Configuration of DB2 Enterprise Server Edition for reuse
IBM Tivoli Directory Server Yersion 6.1

Configuration for IBM Tivoli Directory Server
WebSphere Application Server ND Version 6.1.0.9
Configuration for WAS ND

IEM HTTF Server Version 6.1

Embedded Security Services version 6.1

InstaliShialc _—

| < Back | Mest > | | Cancel

Figure 4-61 Plan to be generated
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15.You are now presented with the option of using the same password for the
subsequent password options. Should you need to use different passwords,
you will not select Use this password as the value for all subsequent
passwords. Click Next (Figure 4-62) to continue.

E] Use this password as the value for all subsequen passwords. This will
override amy previoushy configured values and disable all password fields

during this installation as a convenience to get stared. You may change the
passwords later,

Password:

P . .
Confirm password: N ___ W\
e __W __ S N MY |

InstalGhigid —— —

| <Back J | blext > | | Cancel

Figure 4-62 Configuration Parameters
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16.The installation program provides the parameters by default. Fill in the
requested parameters if they differs from the listed parameters. If you have
previously selected to use the password as the value for all subsequent
passwords, then this field will be already filled. Click Next (Figure 4-63).

[ Configuration Parameters =151

Enter the configuration parameters for DE2 Enterprise Server Edition Version
9.1.2.

Tivoli.|so0 f'-.'c'r'E"E

Install location:
optfibm/db2 iva.1 |

D2 Administration Server usernams:

[dasusr.'l J
DEBZ Administration Server password:

Confirm password:

Fenced user:

InstaiShield — —

Figure 4-63 Configuration Parameters
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17.Accept the default values and click Next (Figure 4-64).

Instalishiald

Figure 4-64 Configuration Parameters
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18.Accept the default values and click Next (Figure 4-65).

Configuration Paramebers

Instalishield

Figure 4-65 Configuration Parameters
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19.Accept the default values and click Next (Figure 4-66).

Configuration Parameters

.'.

g

+*

_—q

Figure 4-66 Configuration Parameters
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20.Accept the default values and click Next (Figure 4-67).

Configuration Parameters = =

Tivoli. s

]

InstaliShield

Figure 4-67 Configuration Parameters
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21.Accept the default values and click Next (Figure 4-68).

Configuration Parameters

Instaltzhield

Figure 4-68 Configuration Parameters
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22.Accept the default values and click Next (Figure 4-69).

Configura n Paramelers

o*

Figure 4-69 Configuration Parameters
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23.Accept the default values and click Next (Figure 4-70).

Configura "arameters

Figure 4-70 Configuration Parameters
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24.Accept the default values and click Next (Figure 4-71).

Configuration Parameters

InstaliShield

Figure 4-71 Configuration Parameters
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25.Accept the default values and click Next (Figure 4-72).

Configuration Parameters

Tivoli.| sottw

lnstalShield

_m—

Figure 4-72 Configuration Parameters

26.Accept the default values and click Next (Figure 4-73 on page 183).
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Configuration Parameters

InstalShielc
Figure 4-73 Configuration Parameters

27.Accept the default values and click Next (Figure 4-74).

Configuration Paramelters
e

Tivoli.| softwa

e

Instalishield

Figure 4-74 Configuration Parameters
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28.You must locate the directory containing all the software images to proceed
with the installation. You can either copy these files from a source, such as a
CD, or just point to an existing directory containing the images. In our case,
we specify an existing directory containing all the images. Click Next
(Figure 4-75).

i+ Tivoli Middleware Installer -

The following middleware install images are required.

& Th-DirectonyServer_6. 1. 0ftdsé 1-linux-ia2 2 -CD1_w_entitlement.1ar

& Rational-AgemCaontroller_-7. 0.2 fibmrac linux_ja22 VW7.0.2_20070802
-1314.zip

® W5-ES5_6.1_GAfcom.ibm. security. ess.server_config.s. 1.0.jar

@ DB2-E5E.9:1.0LFP2 /walp2 linux_nipack:tar.gz

& WE-WAS_ ND_6.1.0.9_Custom_[SCAE7 L/ WAS-ND_LinuxlAZ2 _Custom_v | —|
A100 tar az B

Select an option for the required middleware install images,

@ Copy the middleware install images from the source media to a specified
directony

L1 Specify a directory containing all the required middleware install images.

InstalShield —————

Figure 4-75 Tivoli Middleware Installer

29.Select the directory for the directory containing the middleware images. Click
Next to continue (Figure 4-76 on page 185).
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Figure 4-76 Middleware install images

30.Browse through directory containing the middieware images and locate the
middleware installation images. Click Next (Figure 4-77).

Look in: | data VI @ Iﬂ

File name:  |/data |

Files of type: |All Files v

| open || cancer |

Figure 4-77 Middleware install images
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31.Click Next to select /data/middleware (your images might be in a different
location). See Figure 4-78.

b, Tivoli Middleware Installer =i

Specify the directory containing the middleware install images.

Middieware images:
|raaafmiddieware] |

T £ L | — . . B
<Back || Nem> | cancel

Figure 4-78 Middleware install images

32.A temporary directory will be used for the installation program. You can keep
the default tmp directory or select an alternate temporary directory and then
click Next to continue with the installation (Figure 4-79 on page 187).
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Installer

InstaliShield

Figure 4-79 Temporary directory

33.Click Next to continue with deploying the plan (Figure 4-80).

Figure 4-80 Deploy the plan
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Note: The first time you run the installation, the default option Deploy the
plan will be selected, while during subsequent installations you will be allowed
to select the other options, such as for deleting the plan or editing the plan.

34.The installation program will now check that you have enough disk space for
the software installation. Click Next (Figure 4-81).

% Tivoli Middleware Installer N - I :ll_

Now performing disk space checks on your System 1o ensure
your system has space available to deploy the software.

Instalizhigld - S

(Y Cancel

Figure 4-81 Disk space checks
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35.The plan is displayed and lists the performed checks. Click Next
(Figure 4-82).

& Tivoli Middleware Installer T

The following plan will be deployed, and the html data will be saved to:
Jdatajiom fivoli frwi fworkspace fparametersummany html

Tivoli sn1tw!re

[n e

Middieware Dependency Checks

# root.native. Zipped.location
# rootnative. deflated. location

fimp
# localhost. allowed
false

Middleware Disk Space Check

# diskSpaceChack.in_ 02 productiD

WAS_ND_6.1.0.5
@ diskSpaceCheck.in 05 productiD

ITDS 6.1

4]

InstallEhiadg —

Ij j [ <Back | Debrly || Cancel

Figure 4-82 Disk space checks
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36.As the installation proceeds, you are notified about the progress and the
components being installed. Click Next (Figure 4-83).

i1 Tivoh Muddleware Instalber ;IEI-

Deploying machine plan tsd34.tiviab.austin.ibm.com on target machine
1sd3d.tivliab.austinibm.com

Elapsed time:
76 minutes

Time remaining.
1 minutes

Current step:
Embedded Security Services version 6.1

InstajShield ~—~——————————————————————————— BN -

Cancel

Figure 4-83 Deploying machine plan

Note: The indicated time for the installation might differ depending on your
system performance and configuration.

37.0nce the installation is complete, click Finish to close the window. Click Next
(Figure 4-84 on page 191).
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i*: Tivoli Middieware Instalier = =l

Deployment was successful. To exit the wizard, choose Finish.

Tivoli.| soltware

» Middleware Dependancy Checks

& Middleware Disk Space Check

& [BM Rational Agent Comtroller Wersion 7.0.3

® DBE2 Enterprise Server Edition Yersion 9.1.2

& Canfiguration for DB2 Enterprise Server Edition

@ Configuration of DB2 Enterprise Server Edition for reusa
& [BM Tivoli Directory Server Yersion 6.1

@ Configuration for IBM Tiweli Directory Server

& WebSphere Application Server ND Wersion & 1 0.9
@ Configuration for WAS ND

@ |[BEM HTTFP Server Version 6.1

& Embedded Security Services version 6. 1

Ins1alzhield —

Finish

Figure 4-84 Deploying machine plan - successful completion

38.0nce the installation is complete, click Finish to close the window.

4.3.3 Log files

The following are the installation log files.

Deployment plan log
This log is found in <Workspace Directory>/histamine/deploymentPlan.

This log file is generated each time the deployment plan is used to install or
uninstall middleware products.

Machine plan log

This log is found in <Workspace
Directory>/hostname/deploymentPlan/MachinePlan_hostname_processID.

In this log file, you will find the output after the machine plan has been ran.
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Deployment plan log

This log is found in <Workspace Directory>
/hostname/deploymentPlan/MachinePlan_hostname/stepNum_steplID.

The stepNum is the sequence number of this step in the installation process
order.

4.3.4 Base services installation and configuration considerations

The following summarizes base services installation and configuration
considerations.

Pre-installation considerations

The Service Request Manager installation program provides an interface for
installing and deploying base services. The Service Request Manager
installation program records choices you make about your base services
deployment and configuration parameters associated with those choices, and
then installs and deploys base services based upon the information you entered.

There are two installation paths available to you when installing base services.

Simple

A simple deployment consists of installing all middleware on one system. You will
not have the option of using existing middleware within your organization with
Service Request Manager. All middleware used in conjunction with Service
Request Manager must have been installed on the system using the Tivoli
middleware installer using default values. Base services will be installed using
default values provided by the Tivoli middleware and Service Request Manager
installation programs.

Custom

A custom deployment typically involves deploying Service Request Manager
across several systems, some of which might already host middleware products
that you wish to use with your Service Request Manager deployment. Deploying
through the custom installation path also allows you to modify default installation
values.

Note that this deployment option does not require you to spread the Service
Request Manager deployment across several systems. You can enter the name
of the local host as the destination for all base services components that will be
installed using the Tivoli middleware installer and the Service Request Manager
installation program.
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The Tivoli Service Request Manager installation program can automate the
configuration of middleware for use with Tivoli Service Request Manager. If you
choose not to have the Tivoli Service Request Manager installation program
automatically configure middleware, you will have to configure that piece of
middleware manually prior to the installation of base services. Note that while
you can deploy base services in a distributed environment consisting of
predominately AIX and Linux systems, the Service installation program
information that you input into the Tivoli Service Request Manager installation
program is stored in the maximo.properties file and the Maximo database. These
values will be populated into the window fields of the Tivoli Service Request
Manager installation program upon subsequent uses of the program. So, if you
cancel the installation program after entering values across several installation
panels, the installation program will recall the values the next time you start up
the Tivoli Service Request Manager installation program. (with the exception of
the Tivoli Service Request Manager install directory and the shortcut option
chosen). You can restore the default values in the Tivoli Service Request
Manager installation program by deleting
<Maximo_Home>/applications/maximo/properties/maximo.properties.

Base services install path values

The Simple install path provides you with the values listed in Table 4-2. Where
indicated, you will provide the corresponding values.

Table 4-2 Base services install path values

Category Field Value Provided by
User?

Deployment Option Deployment simple

Database Database Type DB2

Configuration

Database Host Name Yes

Configuration

Database Port 50005

Configuration

Database Database Name maxdb71

Configuration

Database Instance ctginsti

Configuration

Database User ID Yes
Configuration
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Category Field Value Provided by
User?
Database Automate Database yes
Configuration Configuration
Database Remote Access User Yes
Configuration ID
Database Database Install » Windows:
Configuration Directory C:\Program
Files\IBM\SQL
LIB
» AlX and Linux:
/opt/ibm/db2/V
9.1
Database Instance » Windows: Yes
Configuration Administrative User ID db2admin
» AlX and Linux:
ctginsti
Database Windows Service User | db2admin
Configuration ID
Database Data table space maxdata
Configuration name
Database Data table space size | medium
Configuration
Database Temporary table maxtemp
Configuration space name
Database Temporary table 1000
Configuration space size
WebSphere Host name Yes
Connectivity
WebSphere SOAP Port 8879
Connectivity
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Category Field Value Provided by
User?
WebSphere WebSphere server » Windows:
Configuration home directory C:\Program
Files\IBM\Web
Sphere\AppSe
rver
» AlX and Linux:
/opt/IBM/Web
Sphere/AppSe
rver
WebSphere User Name wasadmin Yes
Configuration
WebSphere Profile Name ctgDmgr01
Configuration
WebSphere Automate WebSphere | yes
Configuration Configuration
WebSphere Remote Access User Yes
Configuration ID
WebSphere Web server port 80
Application Server
Configuration
WebSphere Web server name webserveri
Application Server
Configuration
WebSphere Node Name ctgNode01
Application Server
Configuration
WebSphere Cluster name MAXIMOCLUSTE

Application Server
Configuration

R

WebSphere Application server MXServer (This
Application Server value cannot be
Configuration changed.)
Integration Adapter | JMS DataSource meajmsds

JMS Configuration name

Integration Adapter | Persist JMS message | no

JMS Configuration
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Category Field Value Provided by
User?
Security Use Default Schema yes
Configuration
Security Create Users yes
Configuration Automatically
Maximo Install Directory C:A\IBM\maximo Yes
Configuration
Configuration Step Run Configuration yes
Now

This procedure explains how to use the base services installation program to
install base services.

In addition to configuring new instances of middleware products installed by the
Tivoli middleware installer, the base services installation program can configure
existing instances of prerequisite products, including those from other vendors,
that you wish to use with base services.

The instructions provided are for a multiple machine installation using default
values and assume that you choose to have the installation program
automatically configure middleware across multiple machines to work with base
services. If you do not allow the installation program to automatically configure
middleware, it will still perform programmatic checks to verify that the
documented manual steps were performed properly. If any errors are
encountered, a dialog box detailing the error will appear. You will not be permitted
to continue in the base services installation task until the errors are resolved.

The base services installation program can only be run from a Windows-based
system.

Note: Avoid using localhost for host name values in the install program.
Specify the actual fully qualified host name of the system for all host name
values.
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4.3.5 Installing the base

services on Windows

To install base services, complete the following steps:

1. If you have not started the Tivoli Service Request Manager launchpad, then:

a. Log on as an administrator.

b. Insert the Tivoli Service Request Manager CD into the CD drive.

c. Start the launchpad.

2. The launchpad

Q Tivoli. software

Wwelcome

IBM

& IBM Tivoli Service Request Manager 7.1

starts automatically. Click Next (Figure 4-85).

Language selection: | English =l

Tivoli Service Request Manager 7.1 Installation

Prerequisites
Install the product
Install integration madules
Information center

Exit

1. Install the middleware

Select Tar a new ir ifthe i is not already installed

@ Middleware

2. Install the base services
Select base services for a new installation if hase senices is not already insialled.

© psse serices

Select base services language pack installer to install additional language support.

@ base services |language pack installer

3. Install Service Request Manager

(&) 18 Tivoli Service Request Manager 7.1
4. Install Integration Composer

184 Tivoli Infegration Compaser enables yau to aggrenate data collected by discovery tools and integrate it into a target database,
creating a central repasitary for enterprise IT agset management, reporting, and decision support

(2 18M Tivoli Intearation Composer 711
4. Install Agent Controller (Windows, Linux and AIX onfy)

The [BM Agent Controller imperts log files fram remote systems to the IBM Log and Trace Analyzer application,

@ 1BN Agent Controller 7.0.3.1

Launch Service Request Manager

Figure 4-85 Launchpad

If it does not launch automatically, run the launchpad program by navigating

to the root directory, or the downloaded installation image, and run the

following command at a command prompt (or by double-clicking it in Windows

Explorer):

launchpad.exe
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3. In the IBM Tivoli Service Request Manager window, click Base Services
(Figure 4-86).

& 1BM Tivoli Service Request Manager 7.1

Language selection: | English -

‘Welcome . " - ;
IBM Tivoli Service Request Manager 7.1 Installation

Prerequisites

Install the product 1. Install the middleware
Select Mi e far g new ifthe midd is not already installed
Install integration modules
Information center @ Middleware
EXit 2. Install the base services

Selecthase services for a new installation if base services is not already installed

@ base semices

Selecthase services language pack installer 1o install additional language support,

@ hase sewices lanquage pack installer

3. Install Service Request Manager
° 18M Tivoli Service Request Manager 7.1

4. Install Integration Composer

18 Tivoli Integration Composer enables you to aggregate data collected by discovery tools and integrate it inta a target database,
creating a central repositary for enterprise IT assel management, reporting, and decision support.

@ 1BM Tivoli Integration Composer 7.1.1

5. Install Agent Controller (Windows, Linux and AlX onhy)

The |BM Agent Controller imports log files from remote systems to the |BM Log and Trace Analzer application

@ 1BM Agent Controller 7.0.3.1

Launch Service Request Manager

Figure 4-86 Base Services installation

You will be seeing the following window as the option is being launched. Click
Next (Figure 4-87).

InstallAnywhere

! |nztallsmpwhere iz prepaning to install...

=R

i
o

[C] 19597-2008 Macrovizion Europe Lid, and/or Macrovizion Corporation

Figure 4-87 Base Services installation

4. In the base services (Figure 4-88 on page 199) welcome window, select the
installer language and click OK.
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1IL01[M base services ~

I English - l

Figure 4-88 Select the language
5. In the IBM Tivoli base services Introduction window, click Next (Figure 4-89).

&l 16M Tivoli base services P ] A |

InstallAnywhere will guide you through the installation of IBM Tivali base services.
Itis strongly recammended that vou guit all programs before continuing with this installation.

Click the ™ext' button to proceed to the next screen. ITyou want to change something on a
previous screen, click the Previous' button.

ou may cancel this installation at any time by clicking the ‘Cancel’ button.

Figure 4-89 IBM Tivoli base services Introduction window
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6. In the software License agreement window (Figure 4-90), select Accept.

Software License Agreement

Figure 4-90 License Agreement

7. In the Import Middleware Configuration Information window, specify that you
want to use the field values you input into the Tivoli middleware installer as
the default values for those same fields in the base services installation
program, and then click Next (Figure 4-91 on page 201).
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2 IBM Tivoli base services =[O0

Check this box to import the configuration information recorded by the Tivali middleware
installation program. Provide the infarmation far the machine where the Tioli middleware
installation workspace is located. Enter a fully qualified host name or IP address. The user D
must have remaote access privileges to the machine.

¥ Import middleware configuration information

Host name I swat.bm.com

User D IAdministrator

EEREEEEN

Fassword

EEEEEEES

Confirm passwoard

Warkspace location I C:hibmbtivalismeitworkspace

cancel Previous

Figure 4-91 Import Middleware Configuration Information window

— Import middleware configuration information

Select this check box if you want to allow the base services installation
program to reuse values entered in the Tivoli middleware installer.

Note: If you select this feature while installing base services by way of
RXA, the Workspace Location that you specify cannot be located on a
networked drive of the remote system. It must reside locally on the
remote system.

The middleware default information will not be used if you select the
Simple deployment path.

— Host name

Enter the fully-qualified host name of the system where the Tivoli
middleware installer was run.

— UserID
Enter the User ID that was used to run the Tivoli middleware installer.
— Password

Enter the password of the User ID that was used to run the Tivoli
middleware installer.
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— Confirm password

Enter the password of the User ID that was used to run the Tivoli
middleware installer again.

— Workspace Location

Enter the location of the topology file that contains the values entered for
the Tivoli middleware installer. This file is found in the workspace that was
defined during the middleware installation task, for example,
C:\ibm\tivoli\mwi\workspace.

At this stage, your input will be validated by the installation program. Click
Next (Figure 4-92).

IBM Tivoli base services x|

ﬁ Yalidating inputs
AN MY LRL LYY YAY

Figure 4-92 Validating inputs

8. From the Choose Deployment window, select the Simple deployment
topology, and then click Next (Figure 4-93 on page 203).
» Simple

Select Simple if you want to deploy all base services components on a single
system. This deployment option is typically only used for demonstration,
proof-of-concept, or training purposes.

» Custom

Select Custom if you want to deploy base services components across
several systems. This deployment option is typically used in a production
environment.

Note: Using the Simple installation will automatically select the DB2
database. Using the Custom installation will provide you with the option to
select Oracle.
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%2 1BM Tivoli base services o ] 4|

There are 2 deployment types, simple and custom.

Simple deployment means the most comman application features will be installed on a single
machine and configured with default values. This option is recommended only for users who
want to use defaults for all components, generally for a demonstration system.

Custormn deployment means the mast common application features can be installed across
multiple machines and are configurable. This option is recommended for most users.

© Custom

Cancel FPrevious

Figure 4-93 Simple installation

9. Click Next (Figure 4-94) to continue. The installation program then configures
your system with the parameters provided above.

& IBM Tivoli base seryices

Please wait, IBM Tivoli base services is being configured for your system. This may take a
moment...

capncel Previous

Figure 4-94 Configuring your system
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10.From the Choose Install Folder window, specify the directory you will use to
install base services, and then click Next (Figure 4-95). By default, this value
is CAIBM\SMP. The path you specify must not contain spaces.

B IBM Tivoli base services ] 3

Where Would You Like to Install?
|CBMSMP

Restore Default Falder | Choose.. |

Cancel Previous

Figure 4-95 Installation location

11.Click Next to continue. In Figure 4-96 on page 205, you need to enter the
middleware server information.
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51 IBM Tivoli base services N = 3

Enter the middleware server information. Enter a fully qualified host name or IP address.

Hostname |swat.ibm.com

Enter a user ID and passward for access to the middleware server. This user 1D and password
must have access ta the appropriate protocols.

Remote user ID | admiristrator

Remote passward |xrssssss

TEEEETLE

Canfirm password

Cancel Previous

Figure 4-96 Middleware server information

Use the following information to provide values in this window:

DB2 Host name

Enter the host name of the machine hosting DB2. The host name must be
fully qualified.

Remote User ID

Enter the user ID used to access the server. The default for all platforms is
maximo. This user ID will be created if it does not already exist. This user
ID cannot be the same one used as the instance administrator user ID.

Password

Enter the password for the Administrator ID.
Confirm password

Enter the password for the Administrator ID.
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12.Click Next to continue. Your input will be validated by the installation program.
The next window is the Database information, as shown in Figure 4-97.

51 I1BM Tivoli base services =] 3

Enter the Maximo DB2 database information. The database user ID will be created if it does not
exist. The database instance administrator user 10 must already exist.

Database user|D | maxima

Datahase password | #sr*sxxs

TEEEEEEL

Confirm passwoard

Database instance administrator user ID Ideadmin

TEEEEEES

Datahase instance administrator password

Confirm pagssword | Frsssary

Cancel Previous

Figure 4-97 Database information

13.Type in the DB2 database information and click Next to continue.
— Database User ID

Enter the user ID used by Maximo to access DB2. The default for all
platforms is maximo. This user ID will be created if it does not already
exist. This user ID cannot be the same one used as the instance
administrator user ID.

— Password
Enter the password for the user ID used to access DB2.
— Confirm password
Enter the password for the user ID used to access DB2 again.

14.In the WebSphere Server Information window, enter the WebSphere
Administration parameters and click Next (Figure 4-98 on page 207) to
continue.
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=10l

Gl IBM Tivoli base services

Enter the WWehSphere Application Server information

User D Iwasadmin

EEEEEELL

Passward

TEEREEEL

Confirm passwoard

o

Figure 4-98 WebSphere Administration information

The base services is now configured for your system. Next, the WebSphere
thin client is then installed, as shown in Figure 4-99.

IBM Tivoli base services x|

kS ! Installing WehSphere Thin Client
A O A A LAY YYN

Figure 4-99 WebSphere thin client installation

Note: The base services installation program automatically configures the
database for use by base services. Examples of automated tasks include
creating table spaces, creating database tables, creating database

schemas, creating users, and so on.
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The installation program will now ask for your choice of shortcut icons
(Figure 4-100).

2 IBM Tivoli base services == x|

‘Where would you like to create product icons?

% In a new Program Group: I IBM Tivoli base services

' In an existing Program Group: IAccessories j

€7 Inthe Start Menu
* On the Desktop
7 Inthe Quick Launch Bar

¢ Other: CHonse... |

¢ Dont create icons

[ Create lcons for &l Users

Cancel Previous

Figure 4-100 Choose Shortcut Folder

— Inanew Program Group

Select this option and enter the name of a new program group if you would
like to create base services shortcuts in a new program group.

— In an existing Program Group

Select this option and choose the name of an existing program group to
store base services shortcuts.

— Inthe Start Menu

Select this option to create shortcuts for base services in the Start menu.
In order to use the Start Menu shortcut in conjunction with Internet
Explorer, ensure that you have added the base services URL to the
trusted sites Web content zone and disable the option of requiring server
verification for all sites in the zone.

— On the Desktop
Select this option to create shortcuts for base services on the desktop.
— In the Quick Launch Bar

This option should not be used. Do not select this option. Selecting this
option will not create a shortcut in the Quick Launch bar.

208 Implementing IBM Tivoli Service Request Manager V7.1 Service Desk



— Other

Select this option and use the Choose... button to select another location
to create base services shortcuts.

— Don’t create icons
Select this option if you do not want any base services shortcuts created.
— Create Icons for All Users

Select this option if you would like base services desktop icons to appear
on the desktop for all system users. Click Next when you are done.

15.In the Input Summary window, review the information you have provided to
the base services installation program and then click Next (Figure 4-101).

N RE

Review the following input values. Use the Previous button to make changes if necessary.

WehSphere Application Server Configuration ;I
‘Web server port: 80
Web server name: wehserverl
Mode name: ctgMode0d
Cluster name: MAXIMOCLUSTER
Application server: MAServer

Integration Adapter JMS Configuration
JME DataSource name: intimsds
Fersist M3 messages: no

Security Server Configuration
User base entry. ou=users,qu=5WG o=IBM c=U5
Group hase entry. ou=groups,ou=SWG o=IBM,c=LIS
Create the required users: yes

Configuration Step
Run the configuration step now: ves

Cancel Previous

Figure 4-101 Summary information

Use the Previous button to return to previous windows to make any changes.
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16.In the Pre-Installation Summary window, review the installation information
presented and then click Install (Figure 4-102). The installation task will

begin. Progress can be monitored by viewing the messages displayed above
the progress bar.

&l IBM Tivoli base services

1o ]|

Please Review the Following Before Continuing:

Product Name:
IBM Tivali base services

Install Folder:
CUBMASMP

Shortcut Folder:

ChDocuments and Settingstall UsersiStart MenuProgramstiBM Tivali base
SErviCes

Disk Space Information (for Installation Target):
Reduired: 2,231,840 537 bytes
Availanle: 86,250 679,952 bytes

Cancel Frevious instail

Figure 4-102 Pre-Installation Summary

17.The installation program proceeds while notifying you of the different stages
of the installation progress. First, the Java Runtime Environment will be
installed. Click Next (Figure 4-103 on page 211).
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L IBM Tivoli base services =1

Installing... Java Runtime Erwironment

Cancel m________ |

Figure 4-103 Java Runtime Environment

18.In the next step, applications will be installed. Click Next (Figure 4-104).

& IBM Tivoli base services =l0]x=

Installing... applications

Cancel

Figure 4-104 Installing the applications
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19.Tools will be installed. Click Next (Figure 4-105).

2 IBM Tivoli base services =10 =1

Installing... tools

Cancel

Figure 4-105 Installing tools

20.Process Managers products will be installed. Click Next (Figure 4-106).

Installing... pmp

Cancel

Figure 4-106 Installing Process Managers Products

21.DB2 will be configured. Click Next (Figure 4-107 on page 213).
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Z IBM Tivoli base services

Installing... Task 5 of 12: Configuring DBZ Database.

Cancel

Figure 4-107 Configuring the DB2 database

22.The installation program will verify the DB2 database configuration. Click
Next (Figure 4-108).

%2 1BM Tivoli base services - | EI| x

cancel

Figure 4-108 Verifying the DB2 database configuration
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23.The installation program will validate the WebSphere configuration input
parameters and configuration. Click Next (Figure 4-109).

& IBM Tivoli base services . =] [

Installing... Task 7 of 12: Validating WehSphere configuration input parameters and configura...

Cancel

Figure 4-109 Validating the WebSphere configuration input parameters and configuration

24.WebSphere Application Server will be configured. Click Next (Figure 4-110
on page 215).
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& IBM Tivoli base services =[O

Installing... Task 8 of 12: Configuring WebSphere Application Server.

Cancel

Figure 4-110 Configuring the WebSphere Application Server

25.The installation program will validate the process manager input parameters
and configuration. Click Next (Figure 4-111).

2 IBM Tivoli base services . =] |

Cancel

Figure 4-111 Validating the process manager input parameters and configuration
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26.Next, the Process Managers will be configured and validated. Click Next
(Figure 4-112).

L] IBM Tivoli base services o |l

Installing... Task 11 of 12: Configuring process managers.

Cancel

Figure 4-112 Configuring the process managers

27.You are then presented with a window that will prompt you for information

about installing a new base language or additional language. Select Yes or
No and click Next (Figure 4-113) to continue.

|51 IBM Tivoli base services (=

Do vou want to set a new base language or add additional languages?
" Yes
& Mo

Figure 4-113 Language support
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28.Click Next (Figure 4-114).

Note: For the purpose of this installation, we select Yes.

=0 %

|2 IEM Tivoli base services

Davyouwantto set a new hase language or add additional languages?

ox

Figure 4-114 Language support

29.The Language installation is initiated. Click Next (Figure 4-115).

InstallAnywhere

g Inzstallsnpwhere iz preparing to ingtall...

[C] 1997-2008 M acrovizion Europe Ltd. anddor M acrovizion Corporation

Figure 4-115 Language support

30.From the Install Complete window, click Done.
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Once the base services installation program has completed the installation and
configuration tasks, it will exit. The logs can be found at <CCMDB_Home>/logs.

Note: To install the base services on Linux server, proceed as you would with
the Windows platform, with the exception that a second machine with a
Windows platform is used to perform the installation.

4.3.6 Language pack installation for Windows

218

1. To perform the service pack installation, use the launchpad command
(Launchpad.exe) and click Next.

2. Atthe Tivoli Service Request Manager V7.1 Welcome window (Figure 4-116),
select Install the product on the left hand side of the window and then
choose Base Services Language Pack Installer.

§ "2

IBM Tivoli Service Request Manager 7.1 Installation

:il_: 1BM Tivoli Service Request Manager 7.1

‘[Q Tivoli. software

Language selection: | English

Welcome

Prerequisites

Install the product 1. Install the middleware
SelectMiddleware for a new installation ifthe middleware is not already installed
Install integration modules

Infarmation center (f/‘ Middleware

Exit 2. Install the base services
Selectbase services for a new installation if hase senices is not already installed.

() pase senices

Selectbase services language pack installer to install additional language support.

(\f/‘ hase services language packinstaller

3. Install Service Request Manager

() 1BM Tivali Service Request Manager 7.1

4. Install Integration Composer

IBM Tivali Integration GComposer enables you to aggregate data collected by discovery tools and integrate it into a target d)
creating a central repository for enterprise IT asset management, reporting, and decision support.

(‘2) IBM Tivoli Infegration Composer 7.1.1

4. Install Agent Controller (Windows, Linux and AIX onh)

The BM Agent Contraller imparts log files from remote systemns to the 1IBM Log and Trace Analyzer application

(\f/“ 1B Agent Contraller 7.0.3.1

Launch Service Request Manager

Figure 4-116 Launchpad
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Note: To install additional language support for base services for Linux,
proceed as for Windows by using a second machine with a Windows platform.

3. Click Base Services Language Pack Installer and click Next (Figure 4-117).

51 IBM Tivoli base services Language Pack - | Ellll‘

Selectthe languane that will be used as the base-language
& English

" French

" Spanish

 ltalian

 German

" Brazilian-Portuguese
' Korean

7 Traditional Chinese

 Simplified Chinese

 Japanese

cancel Previous

Figure 4-117 Base services Language Pack installer
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4. Select the base language and click Next to continue (Figure 4-118).

&l IBM Tivoli base services Language Pack

Selectthe languages thatyou would like to add.

[~ Brazilian-Poruguese
[~ French

[T German

[~ italian

[T Japanese

[T Korean

[~ Spanish
[ Traditional Chinese

Cancel Previous

Figure 4-118 Base services Language Pack installer

5. Once your selection is complete, click Next to continue (Figure 4-119).

2 IBM Tivoli base services Language Pack = | EII

Review the following input values. Use the Previous button to make changes if necessary.

Language Choices
Base-language selected: English

Additional languages selected:
Simplified Chinese

cancel Previous

Figure 4-119 Base services Language Pack installer
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6. Click Install (Figure 4-120).

2 IBM Tivoli base services Language Pack

=101 ]

Please Review the Following Before Continuing:

Product Name:
IBM Tivoli base services Language Pack

Install Folder:
ChibmSMP

Disk Space Information (for Installation Target):
Required: 367 923,798 bytes
Available: 76,021,473,280 bytes

Cancel Frevious

Figure 4-120 Base services Language Pack installer

The installation program is initiated. The language is then installed
(Figure 4-121).

%21 IBM Tivoli base services Language Pack I =] S |

Installing... Languages

Cancel

Figure 4-121 Base services Language Pack installer
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The EARs (Enterprise Application Archives) are then rebuilt (Figure 4-122).

5 IBM Tivoli base services Language Pack - |EI

Installing... Rebuilding Ears

Cancel

Figure 4-122 Enterprise Application Archive built

Note: Maximo application refers to an instance of Maximo. Enterprise
Application Archive (EAR) files define what constitutes a Maximo application.
You can have multiple Maximo applications, that is, multiple deployed EAR
files on one application server.

The EARs are deployed once the built process is complete (Figure 4-123 on
page 223).
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51 IEM Tivoli base services Language Pack ol x]

[Congratulations! 1BM Tivoli base services Language Pack has been successfully installed to
CHIBMMNSMP

Press "Done’ to quit the installer.

Cancel Ereyinus

Figure 4-123 Built complete

7. Once the installation is complete, press Done to close the window.

4.4 Installing Tivoli Service Request Manager

This section contains information to install Tivoli Service Request Manager.
The Tivoli Service Request Manager installation consists of installing the
following components:
» Service Desk

— Service Desk Content - Best Practices

— Service Desk Content - Classification

— Service Desk Demo Data
» Service Catalog

— Service Catalog Content - User
» Tivoli Service Request Manager V7.1 Language Support

— Service Request Manager Search Language Support

— Service Desk Language Support
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Service Catalog Language Support
Service Desk Content - Best Practices Language Support

Service Desk Content - Classification Language Support

Manage Survey Applications Language Support
» Manage Survey Application for Service Request Manager V7.1

Note: The above options can be partially or totally deployed depending on
your installation requirements.

4.4.1 Installing Tivoli Service Request Manager Service Desk

Use this task to install the Tivoli Service Request Manager Service Desk.

The Tivoli Service Request Manager Service Desk installation consists of
installing the Service Desk plus optional best practices content and sample data.

Note: All available options will be installed in this scenario. We will first install
Tivoli Service Request Manager and then the Service Desk component (see
Figure 4-128 on page 228). Optionally, you can install these together by
selecting both the Service Request Manager V7.1 and Service Desk check
boxes at the same time in the window shown in Figure 4-128.

To install the Service Desk component, complete the following steps:

1. If you have not started the Tivoli Service Request Manager launchpad, then
log in as an administrator; otherwise, skip to step 4.

2. Insert the Service Request Manager CD into the CD drive.
3. Start the launchpad.

The launchpad (Figure 4-124 on page 225) should start automatically. If it
does not launch automatically, run the launchpad program by navigating to
the root directory, or the downloaded installation image, and run the following
command at a command prompt (or by double-clicking it in Windows
Explorer):

launchpad.exe
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IBM Tivoli Service Request Manager 7.1 Installation

1. Install the middieware
elect for anew ifthe is not already installed.

@ Middleware

2. Install the base senvices
Select hase services for a new installation if base senices is not already installed

base senioes

Eelect hase services language pack installer to install additional language support.

base senices lanquane pack installer

3. Install Service Request Manager

1BM Tivoli Service Request hananer 7.1

4. Install Integration Composer

1B Thvoll Integration Corpaser enables you to aggregate data collected by discovery taols and intedrate it into a target database,
creating a central repositary for enterprise IT asset management, reporting, and desision support

@ 1BM Tivoli Inteqration Composer7.1.1

5. Install Agent Controller (Windows, Linux and AIX only)

The IBM Agent Contraller imports log fles from remote systems to the |BM Log and Trace Analyzer application

@ 1BM Anent Contraller 7.0.3.1

Launch Service Request Manager

[ | 3 Ciredbonistsereenshot. ... |[&) 18M Tivali Service Re...
Figure 4-124 Launchpad

{23 C:Asource{SRM71

4. Click the IBM Tivoli Service Request Manager 7.1 option.

5. Select the installation language and click OK (Figure 4-125).

3 base services

IEninsh - l

Figure 4-125 Language selection
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6. In the Package Validation Results window, click Next (Figure 4-126).

Y Service Request Manager 7.1

The package yvou selected is & valid Base Install Package, There is
no instance ofthat package already installed.

Process Solution Installer will continue with a Base Install for the
specified package.

Package Infarmation

Mame: Service Regquest Manager 7.1
Package Wersion: 7.1

Solution Type:  Process Solution Aggregate
Package Type: Baze

Install Operation: Inztall

Figure 4-126 Package validation results
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7. In the Software License Agreement, click | accept both the IBM and
non-IBM terms and then click Next (Figure 4-127).

AL Service Request Manager 7.1 - |D|i|

Fleaze read the follwing license agreement carefully.

International Prograsm License Agreement ﬂ

Fart 1 - General Terms

BY DOWNLCADING, INSTALLING, COPYING,
ACCEISING, OR UIING THE PROGRAM YOU AGEEE TO
THE TERMI OF THIS AGREEMENT. IF YOU LRE
ACCEPTING THESE TEEMZ ON BEHALF OF ANOTHER
FERION OF L COMPANY OR OTHEER LEGLAL ENTITY, LI

Read non-IBM terms

= § accept both the [EM and the non-[B M terms

£ | dao niot accept the terms in the license agreement

Print |

Cancel Previous

Figure 4-127 License Agreement
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8. Select Service Request Manager 7.1 and click Next (Figure 4-128) to
continue.

1 Service Request Manager 7.1 - ||:||1|

The features supported for the packadge are displayed below.
Selectthe checkbox associated with & feature to install the featura.

|7 _| Service Request Manager 7.1 [zelect one ar mare) =
¥ ® Service Hequest M anager Search

- T ® Service De&k Contert - Best Practices

-7 # Service Desk Content - Classifications

-7 # Semvice Desk Demo Diata (English Only)

= I_ [ ] Service Catalog

: - [~ @ Service Catalog Content - Users

I_ [ ] Service Request Manager 7.1 Language Support [select one or mo
-~ [~ # Service Request Manager Search Language Support

- [~ # Semvice Desk Language Suppart ——
- [ # Semice Catalog Language Suppart
[~ # Service Desk Content - Best Practices Language Suppart

|

3

[ U Y VU PO WUPRY R o DEUNN! R CIP R, r~..___I.

d|

Figure 4-128 Add Features

9. The credentials are validated (Figure 4-129).

Process Solution Package x|

Querying Required Credentials

NN

Figure 4-129 Credentials validated
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10.Enter the password for the Maximo database as well as the WebSphere
application and then click Next (Figure 4-130).

] Service Request Manager 7.1 _ ||:||1|

The package you selected deploys arifacts to the following
middleware. Specify the required user 1Dz and passwards and
press "Mext" when you have completed.

Maxima DB | w/ebSphere Admir | ‘webSphere Remoats |

Maximo Database

Uzend  |maximo

Pazzword| s e s s wu v &

Cancel Previous

Figure 4-130 Middleware Login information
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11.The system checks that the prerequisites are being met. Click Next

(Figure 4-131).

i Service Request Manager 7.1

The systern check for the package is currently being processed.

The systermn check ensures that all requirements associated with
the operation are satisfied befare the deployment actions for the

package are initiated.

Systern Check Progress

0

Package Mame:  Service Request Manager 7.1
Package Wersion: 7.1

Tatal Checks:

Cornpleted Checks:

Last Check:

@

Statuz Meszage

Figure 4-131 Prerequisites check

Implementing IBM Tivoli Service Request Manager V7.1 Service Desk



12.Click Next (Figure 4-132) to continue the installation.

5 Service Request Manager 7.1 =1 x|

All requirements associated with the deployment aperation have
heen satisfied. Process Saolution Installer is about to deploy the
specified package.

Frocess Solution Installer will continue with the deployment
operation. Ifyouwish to change any installation settings, press
"Previaus".

r System Check Messzages

CTGINO148l: Deployment Engine is performing a system check, to ensure all
requirements are satisfied.

CTGIND471: Deployment Engine is resolving the topology.
CTGIMNODBYL: The request pazzed the spstem check,

Cancel Previous

Figure 4-132 Pre-install summary
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13.The application proceeds with the installation. Click Next (Figure 4-133).

& service Request Manager 7.1

Overall Change Request Progress

I 25

Package Mame: Service Feguest Manager 7.1
Package Yersion: 71
Total Dperations: 1

Completed Operations: 0

Action Progress for Current Component

I 5%
Current Cormponent: SRMConfiguration_CU
Current Operation:  Corfigure

Tatal Actions: 4
Completed Actions: 1
Last Action: Fiebuild Mecessary EAR Files

Status Meszage

Deployment Engine is running the actions associated with this Change
Request.

Figure 4-133 The application proceeds with the installation

14.0nce the packages are deployed, click Done (Figure 4-134 on page 233).
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] Service Request Manager 7.1

The package was successiully deploved. All deployment actions
associated with the package completed successfully.

Mote thatthe package might have additional post-install
configuration steps that need to bhe completed hefore the package
can he used. Consultthe documentation for the package thatyou
just installed for more information.

rDeployment Meszages

CTGIMO 481: Deployment Engine is perfarming a system check to ensure |
all requirements are zatisfied.

CTGIMNOT471: Deployment Engine i resolving the topology.
CTGIMNOT471: Deployment Engine i resokving the topology.
CTGIMOOBYL: The request paszsed the system check,

CTGIMO490: Deplayment Engine is running the actions associated with
thiz Channe Renisst LI

Cancel Erevious

Figure 4-134 Packages are deployed

Installing the Service Desk
Do the following to install the Service Desk component:

1. Start the launchpad.

The launchpad starts automatically. If it does not launch automatically, run the
launchpad program by navigating to the root directory, or the downloaded
installation image, and run the following command at a command prompt (or
by double-clicking it in Windows Explorer):

launchpad.exe

2. Select IBM Tivoli Service Request Manager 7.1 to install the Service Desk
along with other options listed in the installation window.

Note: You can either select a particular option or chose all the options at
once to avoid running the installation program again.
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3. Select the language and click OK (Figure 4-135).

Note: You can either select a particular option or chose all the options at
once to avoid running the installation program again.

1[\'[:][W base services

IEninsh - I

Figure 4-135 Language selection
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4. Click Next (Figure 4-136) to continue in the Package Validation window.

2 Service Request Manager 7.1

Cancel

The package you selected is a valid installation package. An
instance ofthe selected package has already been installed but
has selectable features that you may modify.

Press "Mext" to add and remave featuras from the selectad
package.

Package Information

Mame: Service Request Manager 7.1
Package YWerzion: 7.1

Solution Type:  Process Solution Aggreqate
Package Type: EBaze

Inztall Dperation: [ncremental Feature Addition
Wergion [nstalled: 7.1

Erevious

Figure 4-136 Package Validation
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5. Select the required options and click Next (Figure 4-137) to continue.

i Service Request Manager 7.1

Cancel

The features suppaorted for the package are displaved below.
Selectthe checkbox associated with a feature to install the feature.

Currently installed features are already checked and may not he
deselected using this panel.

[¥ ] Service Request Manager 7.1 [select one or more) -

[¥ # Service Request Manager Search

SRR =rvic

i [T Sewvice Desk Content - Best Practices

[T # Service Desk Content - Classifications

[~ # Service Desk Demao Data [English Only)

Bl 7 (] Service Catalog

[T # Service Catalog Contert - Users

[T ] Service Request Manager 7.1 Language Support [select one or mo

[T # Service Regquest Manager Search Language Support -
o

I s O o S SO . PN T SRR o Y
Al

Figure 4-137 Select the required options
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6. Type in the passwords and click Next (Figure 4-138) to continue.

5 Service Request Manager 7.1 = |EI|5|

The package you selected deploys artifacts to the following
rmiddleware. Specify the reguired user 1Ds and passwards and
press "Mext' when you have completed.

Magimo DB | wiehS phere Adminl WebSphere Hemntel

lMaximo Database

Uszend:  |maxima

FPazzword |+ s s+ # %+

Prewious

Figure 4-138 Login information
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7. You are presented with a Pre-Install Summary. Click Next (Figure 4-139) to
continue.

51 Service Request Manager 7.1

All requirements assaociated with the deployment operation have
heen satisfied. Process Solution Installer is ahout to deploy the
specified package.

FProcess Solution Installer will continue with the deployment
operation. Ifyou wish to change any installation settings, press
"Previous".

r System Check Messag

CTGIND 481: Deployment Enging iz perfarming a spstem check to ensure | -
all requirementz are satisfied.

CTGINOT 471: Deplayrent Enging iz rezalving the topology,
CTGEIMOT4El: Completed systern check for check 1" of "2". Check
dizplay name: "Check_Common_PMP_Installed".

CTGINOT4El: Completed spstem check for check "2 of "2", Check,
dizplay hame: "DigkSpaceCheck". LI

Previous

Figure 4-139 Pre-Installation summary
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The installation proceeds (Figure 4-140).

2 Service Request Manager 7.1 = |EI|1|

Overall Change Request Progress

FPackage Mame: Service Request Manager 7.1
Package Yersion: 71
Tatal Dperations: 1

Completed Operations:1

Action Progress far Current Camponent

Current Carmponent:SD_PRP_IL
Current Operation:  Create

Total Actions: kil
Completed Actions: 31
Lazt Action: Ewecute UpdateDEB Tool

Statuz Message

Starting initial configuration processing for package

Csouree 3 RIT 1instalt s Rilnstall Service RequestManager7 1 zip.

Figure 4-140 Installation proceeds
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8. Once the installation is complete, press Done to close the window
(Figure 4-141).

] Service Request Manager 7.1

Features for the package were successfully modified. All
deployment actions associated with the change operations
completed successfully.

rDeplovmert Mezsages

CTGIMO 481: Deplayrment Engine iz performing a system check to ensure i’
all requirements are zatisfied.

CTGIMNDM 471: Deployrment Engine is resolving the topalogy.
CTGIMD 46l Complated system check for check "1™ of "2". Check
dizplay name: '"Check_Common_PMP_Installed".

CTGIMO 46l Completed system check for check "2" of "2". Check
dizplay name: "DizkSpaceChack".

CTGIMO471: Deployment Engine iz rezalving the topology.
CTGINOD 46l Comoleted sustem check for check ™1™ of "2"". Check LI

Cancel Erevinus

Figure 4-141 Installation complete

4.4.2 Installing Service Desk best practices content and sample data

Use this task to install Service Desk best practices content and sample data.

The installation of the following sample data is optional. You can install:
» Service Desk Content - Best Practices

The Service Desk Content Best Practice will allow you to deploy, out of the
box, many of the industry best practices methodologies (for example,
escalation workflows and templates)

» Service Desk Content - Classification

The Service Desk Classification data is a set of classifications derived from
the United Nations Standard Product and Service Code (UNSPSC)
classifications that can be installed in Tivoli Service Request Manager. This
will allow you to use the Maximo Classifications application to create
classifications. You also load classifications from an external source.
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» Service Desk Demo Data

This data allows you to start your Tivoli Service Request Manager application
with all the data that one can expect for running a service desk, such as
users, templates, workflows, sample incidents, sample problems, and so on.

1. Use the launchpad menu and select Installing Best Practices Content for
Service Desk.

2. At the base services welcome window, select the installer language and then
click OK (Figure 4-142).

11\'[/][W base services

IEninsh - l

Figure 4-142 Language selection
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3. Atthe IBM Tivoli Service Request Manager window, under Service Desk, click
Service Desk Content - Best Practice (Figure 4-143).

L] service Request Manager 7.1

The features supported for the package are displayed below.
Selectthe checkbox associsted with & feature to install the feature.

Currently installed features are already checked and may not be
deselected using this panel.

[ ] Service Request Manager 7.1 [select one or mare) -
------ [F #® Service Request Manager Search
S 7 (] Service Desk
fe W @ B b
[T # Semwice Desk Content - Classifications
¢ LT @ Service Desk Dema Data [English Only)
BT[] Service Catalog

[T # Service Catalog Content - Users
[~ 1 Service Request Manager 7.1 Language Support (select one ar ma
------ [T # Service Request Manager Search Language Suppart -
- | o

ntent -

L SR ISR o YU PR R o B

Figure 4-143 Service Desk Content - Best Practice
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4. Type in the passwords and then click Next (Figure 4-144) to continue.

] Service Request Manager 7.1

The package you selected deploys artifacts to the fallowing
middlevvare. Specify the required user IDs and passwards and
press "Mext" when yvou have completed.

Maxima DB | webSphere .-’-‘n.dminl WebSphere Remote

Maximo Databasze

Uzend:  |mawimao

Pazsword|# s %+ %

Cancel Previous

Figure 4-144 Login information
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5. Click Next (Figure 4-145) to continue in the pre-install summary window.

51 Service Request Manager 7.1 _ ||:||£|

All requirements associated with the deployment operation have
heen satisfied. Process Solution Installer is about to deploy the
specified package.

Pracess Solution Installer will continue with the deployment
operation. Ifyou wish to change any installation settings, press
"Previous".

r Syztem Check Messages

CTGINOT 481: Deployment Engine iz performing a system check to ensure all
requirements are satisfied.

CTGINO1471: Deployment Enagine iz resolving the topology.

CTGINOT46l: Complated syztem check for check ™" of "1". Check display
name; "DizskSpaceCheck”.

CTGIMODE?]: The request paszed the system check.

Previous

Figure 4-145 Pre-install summary
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The installation is initiated (Figure 4-146).

L] Service Request Manager 7.1

Owerall Change Request Progress

I 2

—n" Package Mame: Service Request Manager 7.1
et Package Version: 71
Total Dperations: 1

Caompleted O perationz: 0

Action Progrezs for Current Component

I %
Current Carmponent: SREMConfiguration_CU
Current Operation:  Configure

Tokal Actions: 4
Completed Actions: 1
Last Action: Rebuild Meceszam EAR Files

Status Meszgzage

Deplayment Engine is running the actions associated with this Change
Request.

Figure 4-146 The installation is initiated
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6. Once the application is complete, click Done to close the window
(Figure 4-147).

i Service Request Manager 7.1

Features far the package were successtully modified. All
deplayment actions associated with the change operations
completed successiully,

rDeplopment Mezzages

CTGIMDT481: Deployment Engine iz performing a spatem check to ensure i’
all requirements are zatisfied.

CTGIMO1471: Deployment Engine is resalving the topology.
CTGIMO146l: Completed syztem check for check "1™ of "1". Check
digplay name; "'DigkSpaceCheck",

CTGIMD 471: Deployment Engine is rezolving the topology,
CTGIMOM 46l Completed syztem check for check 1" of "1". Check,
dizplay name: "'DiskSpaceChack"

CTGIMOOBY: The reouest nassed the svstem check. LI

Figure 4-147 Features successfully modified

Service Desk Content-Classifications installation
Perform the following steps for Service Desk Content-Classifications installation:

1. Start the launchpad to start the installation. Select the language and click OK
to continue (Figure 4-148 on page 247).
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1[\'I[M base services

I English - l

Figure 4-148 Select the language

2. Select the Service Desk Content-Classifications option and then click Next
(Figure 4-149).

] Service Request Manager 7.1

The features supported for the package are displayved below:.
Selectthe checkbox associated with a feature to install the feature.

Currently installed features are already checked and may not be
deselected using this panel.

o W @ Gervice Desk Content - Classifications ;I
[~ ® Semvice Desk Demao Data [English Orily)

=7 ] Semvice Catalog

|_ # Service Catalog Content - Uszers

[ ] Service Request Manager 7.1 Language Suppart [select one or ma
------ [F # Service Request Manager Search Language Suppoart

------ [F # Service Desk Language Support

Figure 4-149 Service Desk Content-Classifications option

Chapter 4. Tivoli Service Request Manager installation 247



3. Enter the passwords and click Next (Figure 4-150) to continue. The
installation is initiated.

] Service Request Manager 7.1

The package yau selected deplays arifacts to the fallowing
middleware. Specify the required user IDs and passwords and
press "Mewt' when you have completad.

Maxima DB | ‘webSphere Admin| ‘webS phere Remats |

Maximo Database

Uszerd:  |maxima

Pazzword|rx s xwawn

Previous

Figure 4-150 Login information
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4. Enter the passwords and click Next (Figure 4-151) to continue. The

installation is initiated.

Z Service Request Manager 7.1

The systern check for the package is currently heing processed.
The systern check ensures that all requirements associated with
the operation are satisfied hefore the deployment actions far the
package are initiated.

Syztemn Check Progress

03
Package Mame:  Service Request Manager 7.1
Package Yersion: 7.1
Total Checks:
Completed Checks:
Lazt Check:

Statuz Message

Figure 4-151 Installation is initiated
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5. You are presented with a pre-installation summary. Click Next (Figure 4-152).

2 Service Request Manager 7.1

All reguirements associated with the deployment operation have
heen satisfied. Process Solution Installer is ahout to deploy the
specified package.

Process Solution Installer will continue with the deployment
operation. Ifyou wish to change any installation settings, press
"Praviaus".

rSystem Check Meszages

CTGIMOT481: Deplayment Enging iz performing a system check to enzure all
requirements are satisfied.

CTGEIMNOT471: Deployment Enaine is resolving the topalogy.

CTGINOT46l; Completed system check for check """ of "1". Check dizplay
name. "DiskSpaceCheck".

CTGIMODBY1: The request pazsed the system check.

Cancel Previous

Figure 4-152 Pre-installation summary
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You will see the Deployment Progress window (Figure 4-153).

Y Service Request Manager 7.1

Owerall Change Request Progress

Package Mame: Service Request Manager 7.1
Package Version: 71
Total Operations: 1

Completed Operations:0

Action Progress far Current Component

Current Component: SRMConfiguration_CLU
Current Operation:  Configure

Tatal Actions: 4
Completed Actions: 3
Last Action: Deploy EAR Using WiaS Thin Client

Statuz Mezzage

Deployment Engine is running the actions associated with this Change
Request.

Figure 4-153 Deployment Progress
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6. At the Package Successfully Deployed window, click Done (Figure 4-154).
The Installing Process Solution Package window displays and then returns to
the IBM Tivoli Service Request Manager window.

g Service Request Manager 7.1 - | EI|

Features for the package were successiully modified. All
deployment actions associated with the change operations
completed successtully.

rDeployrment Messzages

all reguirements are zatisfied.

CTGINGT471: Deployment Engine is rezalving the topology.
CTGIMOT46l: Completad spstem check for check 1" of "1, Check
dizplay name: "Digk5paceCheck.

CTGIMNOT471: Deployment Engine iz rezalving the topaology.
CTGIMOT46]: Completed spstem check for check "1 of "1, Check
dizplay name: "DizkSpaceCheck".

CTGIMOORY: The reauest pazzed the svstem check. LI

CTGIMOT481: Deployment Engine is perfarming a syztem check to ensure ﬂ

Cancel Eresiaus

Figure 4-154 Features Successfully Modified

7. At the Package Successfully Deployed window, click Done.

Note: The installation of the remaining options (for example, Service Catalog
and Survey) are similar to the above installation. As previously mentioned,
these can be installed all at once or on a one by one basis.

4.5 Using Oracle Database

Tivoli Service Request Manager V7.1, by default, is shipped with the DB2
database. Oracle Relational Database is also supported. The supported version
of the Oracle Database is Oracle 10g.

To use Oracle with Tivoli Service Request Manager V7.1, you have to procure a
separate Oracle Database and install the database as per the instructions
provided in this section.
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Note: Oracle Instance must be prepared before installing Tivoli Service

Request Manager V7.1.

4.5.1 Oracle Database installation

To install Oracle on a Windows 2003 SP2 server, perform the following steps:

1. Run Setup.exe from the Oracle10g Software CD.

2. Select Installation Type Standard Edition, enter the password, and click

Next, as shown in Figure 4-155.

£ Oracle Database 10g Installation

Welcome to the Oracle Database 10g Installation

Select the installation method that you want to use.

— ® Basic Installation -
Oracle Home Location: [chorac fuch10.1.00b_1 Browse. |

Instaliation Tyoe: | Standard Edition (1 1GE)

¥ Create Staner Database (addiional 720M8)

Global Database Mame: [g_rcl ______

Database Password: |"”"’" Confirm Password: E:]

This passwoed is used for the SYS, SYSTEM, S'YSMAN, and DESNMP accounts.

C Avanced Installation B
Allows advanced selactions such as different passwords for fhe SY5, SYS’I‘EM SYSMAN, and DBSNMP
accounts, database character set, product languages, automated backups, custam insiallaﬂon and

alternative slorade options such as A Starage gement.
Help Cancel i

ORACLE’

Figure 4-155 Oracle 10 g Standard installation

Chapter 4. Tivoli Service Request Manager installation

253



254

You may get an error window due to a bug in the installation process; always click
Continue when ever you get this window, as shown in Figure 4-156.

e Error

Figure 4-156 Install error message

3. Read the Installer summary and click Install, as shown in Figure 4-157.

%# Oracle Universal Installer: Summary

Summary
Oracle Database 109 10.1.0.2.0

E-Global Settings

—Source! LIMAIMOWSETURW raclet Dglinstall. fstage/nraducts xmi
—Oracke Home: Choracleiproductil 0.1.00b_1 (OraDb1 Dg_hormet )
“Installation Type: Standard Edition

I:Prnml:t Languapes

| English
Space Requirements
L -Ch Required 1.64GE ncludes S0MB termng e ilable 52.71GB
T-New Installations (159 products)
~ASH Tool 10.1.0.2.0
aAdvanced Queueing (AG) AP110.1.0.2.0
—Advanced Replication 10,1.0.2.0
Agent Required Support Files 10.1.0.2.0

o mlndnnd Ponmnmane Pilen A0 4 070

Help ) Insnalleuﬁ'rodum...) i amnTe ] ewt cancel ||

Figure 4-157 Install summary

The installation proceeds as shown in Figure 4-158 on page 255.
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e Oracle Universal Installer: Install

Install
“ Instaliation in progress
Selup pending. .. Automatic Storaga
Configuration pending... ST
» Eliminates I/0 performance g
tuning ¥
+ Optimizes storage
utilization
101 Db &' « Provides online dynamic
% data redistribution

*ou can find a log of thiz install session at:

C-\Program FilesiD o fions2005-11-30_03-45-52-Phl Joy
Help } insteled Brodusts. 1 Btk Mewt ) i canee

Figure 4-158 Installation progress

The installation will continue and will take some time. If you are installing from
CDs, you will be asked to insert additional CDs.

4. On the Database Configuration Assistant window, click Password
Management to enable the CTXSYS account, as shown in Figure 4-159. This
is required for Text search.

atabase Configuration Assistant

abaée creation complete. Checkthe loghles at Cioraclelproductil 0.1. Madmintorclicreate
ails.

Database Inforrm ation:
Blobal Database Marme: orel
Systamm ldentifier(S10Y: arcl
Serar Pararmeter Filename: Cloraclelproducti 0.1.00Db_1idatabaesispfilecrcl.ora

Tha Entarprise Manager URL is hitp:4172.22.18.31:5500/em

ote: All database accounts except 85, SYSTEM, DESNMP, and SYEMAN are locked. Salact
the Pagsword Management button fo view a compiete list of locked accounts orto manage the
database accounts. From the Fassword Management window, uniock only the accounts you
will uge, Oracle Corporation strongly recommends changing the default passwords
immediately after unlocking the I

Figure 4-159 Password management
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5. Unlock the CTXSYS account by unchecking the Lock Account check mark.
By default, the account is locked, as shown in Figure 4-160. Enter a
password, preferably CTXSYS/CTXSYS; otherwise, make a note of the
password for later use.

£ Password Management @

Lock/ unlock database user accounts and § or change the default passwords:

 User Name LackAccount? | New Password Confirm Password T
OLAPSYS
SI_INFORMTN_SCHERA
ORDPLUGING

AERSANN
[

o

=

&
ASATATAYA

ANONYROUS

CTHEYS e ]

ORDEYS

<

Ok Cancel-) Help |

Figure 4-160 Password Management CTXSYS

6. Click OK to complete.

7. At this point the database installation and instance creation is completed.
Click Exit, as shown in Figure 4-161 on page 257.
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“# Oracle Universal Installer: End of Installation

End of Installation

The installation of Oracle Database 10g was successful.

Please remember.._

The following J2EE Applications have been deploved and are accessinie at the URLs ’q :
listed below.

our database configuration files have been installed in Choracleiproducth10.1.0
while other components selected for installation have been installed in C:
\oracletproductyt0.1.Db_1. Be cautious not to accidentalky delete these
conmouration files.
Ultra Search URL:
Nitp/F1 72 22 168 31 0p20/ultrasearch
!

Ultra Search Administration Tool URL:
hitp: /172 22 16.31:5620/ultrasearchiadmin

ESQL‘F‘EUS URL:

Help } Instalied Products. . ) i ;
Figure 4-161 End of installation

At this point in the installation, you will create the Tivoli Service Request Manager
database.

The default database (Orcl) created by Oracle may not be suitable for Tivoli
Service Request Manager. Go to the Database Configuration Assistant and
create a new database for Tivoli Service Request Manager. These are the steps
you need to follow if you need to create additional databases after installing
Oracle:

1. Select Start —» Programs — Oracle — Configuration and migration tools to
access the Database Configuration Assistant.
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2. Go to Database Configuration Assistant, shown in Figure 4-162. Click Next to
select from the options to create a database.

£ 'Database Configuration Assistant : Welcome : -0 x|

Welcome to Database Configuration istant for Oracle database.

The Database Configuration Assistant enables you to create a database, configure database
options in an existing datak ,delete a datat ,and manage datak templates

Cancel Help Back
_cancel ) Hele )

Figure 4-162 Database Configuration Assistant
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3. Select the Create a Database radio button option, as shown in Figure 4-163,
and click Next.

B 'Database Configuration Assistant, Step 1 of 12 : Operations 3|

Selectthe operation that you want to perform:
® Create a Database
O Configure Database Options
" Delete a Database
" Manage Templates

O Configure Automatic Storage Management

Cancel Help )
Figure 4-163 Step 1of 12 Operations
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4. Select the General Purpose database template radio button option, as
shown in Figure 4-164. Click Next.

§ Database Configuration Assistant, Step 2 of 12 : Database Templates =13l =l

Select a template from the following listto create a database:

Select Template Includes Datafiles
o Custom Database Mo

L Diata Warehouse s

General Purpose

[ Transaction Processing Yes

Cancel | Help | &£ Back Mext 3

Figure 4-164 Step 2 of 12 Database Templates

5. Provide a database name, for example, maximo, as shown in Figure 4-165 on
page 261.

Note: Any database name can be provided for the database. It does not
need to be Maximo.
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6. Click Next.

: Database Configuration Assistant, Step 3 of 12 : Database Identification - Ol x]|

An Oracle database s uniguely identified by a Global Database Mame, typically ofthe form "narme.
domain”.

Global Database Mame: |maximo

A database is referenced by at least one Oracle instance which is uniguely identified from any
other instance on this computer by an Oracle Systern ldentifier (5107,

SID maximo

Cancel Help | “ Back Next 2 |
Figure 4-165 Step 3 of 12 Database Identification
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7. In Figure 4-166, choose the default option (the check box Configure the
Database with Enterprise Manager is checked). Click Next.

§ Database Configuration Assistant, Step 4 of 12 : Management Dptions o =] |

Each Oracle database may be managed centrally using the Oracle Enterprise Manager Grid
Contral ar locally using the Oracle Enterprize Manager Database Control. Choose the
management option that you would like to use to manage this database.

¥ Configure the Database with Enterprise Manager

C se Grid Control for Database Management

Management Service [ Agents Found

® | Ize Database Control for Database Management

[ Enable Email Motifications

QOutooitg Mail (SWMTE) Servet: |

Ernail Address: |
[ Enable Daily Backup
Backup Start Time: [oz ]| [oo ] @ am © pw
i

05 Username:

Fassuword: |

Cancel )I Help | £ Back

Figure 4-166 Step 4 of 12 Management Options
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8. In Figure 4-167, provide a password. Please make note of the password for
future reference purposes. Click Next.

ﬁ Database Configuration Assistant, Step 5 of 12 : Database Credentials o ]

For security reasons, you must specify passwords for the following user accounts in the new
database.

® se the Same Password for All Accounts

Pagssword: |ﬂ-m*

Confitm Password: ]m—a—a—j

T Use Different Passwords

| User Mame Fassword Canfitmn Fassward
85
BYETEM
DESMMP
S EMAN
Cancel | Help | & Back Mext 3

Figure 4-167 Step 5 of 12 Database Credentials
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a. In Figure 4-168, choose the default option File System. Click Next.

: Database Configuration Assistant, Step 6 of 12 : Storage Options 2, |EI|_

Selectthe storage mechanism you would like to use for the database.

® File System
Lse the File Systemn for Database storage.

T Automatic Storage Management (RS
Automatic Storage Management simplifies database storage administration and optimizes
database layout for YO perfarmance. To use this aption you must either specify a set of disks to
create an ASM disk group or specify an existing ASM disk group.

" Raw Devices
Raw paditions or valumes can pravide the required shared storage for Real Application
Clusters (RAC) databases ifyou dao not use Automatic Storage Management and a Cluster File
System is not available. You need to have created ane raw device for each datafile, contral file,
and log file you are planning to create in the database.

I Specify Raw Devices Mapping File | Erowse...

Mext D)I Einish )I

Cancel Help
Se O HE N

Figure 4-168 Step 6 of 12 Storage Options
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9. In Figure 4-169, choose the default option (Use Database file location from
Template). Click Next.

§ Database Configuration Assistant, Step 7 of 12 : Database File Locations | 2, |EI|_

Specify locations for the Database files to be created:

® |Ise Database File Locations from Template

T se Common Location for All Database Files

Database Files Location: | Browse...

T se Oracle-Managed Files

Database Area: | Browse. .

Multiplex Fedo Logs and Control Files.

@ Ifyou want to specify different locations for any datahase files, pick either of the ahove
options and use the Storage page to specify each location.

File Location Yariahles...

Einizh )I

Cancel Help __,J
Figure 4-169 Step 7 of 12 Database File Location
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10.In Figure 4-170, choose the default option (select Specify Flash Recovery
Area and use the default values for this option). Click Next.

s Database Configuration Assistant, Step 8 of 12 : Recovery Configuration

Choose the recovery options for the database:
¥ Specify Flash Recovery Area

This iz used as the default for all backup and recavery operations, and is also required for
automatic backup using Enterprise Manager. Oracle recommends that the database files and
recavery files be located on physically different disks for data protection and performance.

Flash Recavery Area: {ORACLE_BASE}maSh_recover\f__ Browse...
Flash Recovery Area Size: |2048 = MElytes s

[ Enahle Archiving Edit Archive Mode Parameters... |

File Location Yariables...
Cancel Help _:!

Einizh )I

Figure 4-170 Step 8 of 12 Recovery Configuration
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11.Select the Custom Scripts tab, as shown in Figure 4-171.

Database Configuration Assistant, Step 9 of 12 : Database Content 2, |EI|_

Sample Schemas || Custom Scripts

Sample Schemas illustrate the use of a layered approach to complexity, and are used by
some demonstration programs. Installing this will give you the fallowing schemas in your
database: Human Resources, Order Entry, Online Catalog , Product Media, Information
Exchange, Sales History . Itwill also create a tahlespace called EXAMPLE. The tablespace
will be about 130 MB.

Specify whether or not to add the Sample Schemas to your database.

[” Sample Schemas

Cancel )I Help )I et 2>)I Einish )I

Figure 4-171 Step 9 of 12 Database Content
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12.The window shown in Figure 4-172 appears.

§ Database Configuration Assistant, Step 10 of 12 : Initialization Paramekters

Cancel )I

Help

)

Memaory l

T Typical - Allocate memaory a5 a percentage of the tatal physical memory (2047 ME)

Fercentage: W =

& Custom
Shared Memoary Management:
Shared Poal:
Eutfer Cache:
Java Pool:
Large Poal:

FGA Size:

Show Mermony Distritiution... |

T Automatic ® Manual

[150 o) [mMBytes  ~
42 [MBytes  ~
|3z [MEytes -~
B “ [MEtes  ~

|36 5 [MBytes  ~

Total Memaory for Oracle:

@ Total memory includes 40ME of Oracle Frocess Size and the defaults for the empty

parameters, if any.

314 i Bytes

All Initialization Parameters...)l

& Back

Einizh

)

Figure 4-172 Step 10 of 12 Installation Parameters
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Click the Character Set tab, as shown in Figure 4-173. Use Unicode if you want
to enable Multilanguage. Click All Initialization Parameters.

atabase Configuration nt, Step 10 of 12 : Initialization Parameters

DR DRI cracerseo |

~— Database Character Set

" Usa the default
The default characier =et for this datsbase is based an the lanouage setfing of this
operafing systemn; WEBMSYMT 252

& | =g Unicode (AL32UTFR)

Sething character satte Unicada (BL32UTFE) enaklas you fo stare mulliple language
Qroups,

© Choose Tram the list of character ssls  {WiEdME A 280 -]

National Character Sat. [ALTBUTF1E =

Default Language: [vEmican -

Default Date Formst. | AMERICH

Cancel | Heip | ¢ Back | et » ) Eimish )

Figure 4-173 Character Sets
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13.Change the open_cursors value to 1000 and change nis_length_semantics to
CHAR, as shown in Figure 4-174. Click Close.

All Initialization Parameters

Owemmide Def. (Basic Category

nls_comp MLS

nls_currency MLS
nls_date_format MLS

nls_date_language MLS
nls_dual_currency MLS
nls_iso_currency MLS

nls_language

AMERICAN

nls_length_se

nls_hchar_cany_excp
nls_nhumetic_charact...
nis_sont

nls_tarritory AMERICA
nis_time_format
nls_time_tz_format
nis_timestamp_format
nls_timestamp_z_fo...
object_cache_max_.. |10
object_cache_optim... | 102400

Ogects and LOB

olap_page_pool_size |0 Miscellaneous
Open_cursors 11000 v v Cursors and Libr
open_links 4 Distributed, Repl

Distributed, Repl

open_links_per_inst
Miscellaneous

optimizer_dynamic_

fmmb e

4

Hide Advanced Parameters }

Figure 4-174 All Installation Parameters

14.Click Next in the Initialization parameters window to proceed.
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15.Click Next in the Database Storage window on Figure 4-175.

Database Configuration Assistant, Step 11 of 12 : Database Storage 2, |EI|_
{fi] contraffile Database Storage
Datafiles ;
Fram the Database Storage page, you can specify storage parameters for the database
Redo Log Groups creation. This page displays a tree listing and summary view {multi-column lists) to allow you

to change and view the following abjects:

Control files

+ Tablespaces

+ Datafiles

+ Rollback Segments
+ RedoLog Groups

.

specific object from within the ohject type folder and click Delete.

yau ta change the following:

+ Destination ofthe datafiles
+ Control files or log groups.

Fram any ohject type folder, click Create to create a new abject. To delete an abject, selectthe

Important: Ifyvou select a database template including data files, you will not he ahle to add or
remave data files, tablespaces, or rollback segments. Selecting this type oftemplate allows

Create; Delate | File Location Yariahles. ..

Cancel | Help )I

Einish )I

Figure 4-175 Steps 11 of 12 Database Storage
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Make sure that Create Database is selected in Figure 4-176.

g Database Configuration Assistant, Step 12 of 12 : Creation Options

Selectthe datahase creation options:
W Create Database

[~ Save as a Datahase Template -

MName: maximo

Description:

— " Generate Database Creation Scripts

Dgstmatl.on IC:IoracIe‘tproducnm.z Dadminmaximoscripts
Directary: il s Lo

Cancel )I Help )I & Back [t

Browse.. |

Figure 4-176 Step 12 of 12 Creation Options

16.Click OK in the confirmation window shown in Figure 4-177 on page 273 and
the database will be created. The creation of the database proceeds, as

shown in Figure 4-178 on page 273.
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£ : Confirmation x|

The following operations will he perfarmed:
A database called "maximo” will be created.

Database Details:

-
General Purpose
LIze thiz databasze termplate to create a pre-configured dgbase optimized far general purpose | :‘
usage.
Common Options l
| Option Selected
Qracle JyWh true
COiracle Data Mining true
Oracle Text true
Qracle XML DB . true
Qracle Intermedia true
Qracle OLAP true
Oracle Spatial true
(Crracle Ultra Search false
Orracle Lahel Security fal=e =

614 cancel | Help ]

Figure 4-177 Confirmation

atabase Configuration Assistant

¥ Copying databasefiles
# Creating and starting Oracle instance
Completing Database Creation

Clong databass creation In progrees

Figure 4-178 Database creation in progress
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17.1n the Password management window, select Password Management to
enable the CTXSYS account. This is required for Text search. Unlock the
CTXSYS account (uncheck the check mark). By default, the account is
locked. Enter a password, preferably CTXSYS/CTXSYS; otherwise, make a
note of the password for later use. Click OK and then Exit.

18.Now that the new database is created, you need to create a table space to
hold maximo tables and create a maximo account. Log in to the database
using sqlplus:

Sqlplus system/<password you entered while installing> as sysdba
If you have multiple instances, then use:
sqlplus username/password@instancename

19.Use the following command to create the maximo table space. The table
space hame can be anything; we use maximo as an example table space
name:

Create tablespace maximo datafile
'C:\oracle\product\10.1.0\oradata\merlin\maximo.dbf' size 1000M
autoextend on;

Note: The directory of the data file needs to be explicitly specified as defined
above. The directory used here
(C:\oracle\product\10.1.0\oradata\merlin\maximo.dbf) is an example. You
should use the value from your installation.

Example 4-1 shows the output of this command.

Example 4-1 Table space creation

SQL*PTlus: Release 10.2.0.1.0 - Production on Tue Mar 18 16:09:34 2008
Copyright (c) 1982, 2005, Oracle. All rights reserved.

Connected to:
Oracle Database 10g Enterprise Edition Release 10.2.0.1.0 - Production
With the Partitioning, OLAP and Data Mining options

SQL> Create tablespace maximo datafile
‘c:\oracle\product\10.2.0\oradata\maximo\maximo.dbf' size 100

OM autoextend on;

Tablespace created.

SQL> create user maximo identified by maximo default tablespace maximo
temporary tablespace temp;

User created.

SQL> Grant connect, dba to maximo;

Grant succeeded.
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SQL> grant create job to maximo;
Grant succeeded.
SQL>

20.Use the following commands to create user maximo and provide access
grants:

Create user maximo identified by maximo default tablespace maximo
temporary tablespace temp;

Grant connect, dba to maximo;

Grant create job to maximo;

21.Next, you need to grant permission for text search procedures. To do this,
connect to the database as ctxsys from Oracle SQLplus and run the following
commands:

Sqlplus ctxsys/ctxsys@<db alias>
Grant all on ctx_ddl to public;

Example 4-2 shows the output of these commands.

Example 4-2 Grant permission for text search procedure

SQL*Plus: Release 10.2.0.1.0 - Production on Tue Mar 18 16:47:48 2008
Copyright (c) 1982, 2005, Oracle. All rights reserved.

Connected to:

Oracle Database 10g Enterprise Edition Release 10.2.0.1.0 - Production
With the Partitioning, OLAP and Data Mining options

SQL> connect ctxsys/ctxsys@maximo as sysdba

Connected.

SQL> Grant all on ctx_ddl to public;

Grant succeeded.

SQL>

At this point, you will need to install additional middleware components (directory
server and J2EE server) as required. In the Deployment Choices window
(Figure 4-12 on page 125), you have to unselect the Database Server option
and proceed with the installation of the other middleware components.
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Next, you proceed with installing the base services and Tivoli Service Request
Manager, as described in 4.3.5, “Installing the base services on Windows” on
page 197 and 4.4, “Installing Tivoli Service Request Manager” on page 223.
There is one additional step for Oracle Database, after installing Tivoli Service
Request Manager, which is described in the following section.

4.5.2 Tivoli Service Request Manager V7.1 configuration steps

Once you have installed Tivoli Service Request Manager, you need to configure
Tivoli Service Request Manager V7.1 to talk to the Oracle Database.

1. The first thing you should do is to set up the Maximo properties. Tivoli Service
Request Manager application server connects using one account that is
specified in the maximo.properties file. All Tivoli Service Request Manager
user accounts are stored and managed in the Maximo tables. So, after
creating this database account, update maximo.properties with the database
account name and the database URL connection information (Table 4-3), as
described in the maximo.properties file.

Table 4-3 Maximo properties

Property

Description

mxe.db.driver oracle

Maximo driver for Oracle. By default,
jdbc.driver.OracleDriver.

mxe.db.schemaowner

Maximo Database schema name.

mxe.name Maximo application server name.

mxe.db.url Database connection URL:
jdbc:oracle:thin:@<database server
name>:<port number>:<database SID>.

mxe.db.user Database user for database

authentication.

mxe.db.password

Database User password.

mxe.rmi.port

Application RMI port.

mxe.encrypted

When set to True, the Maximo user
password can be stored as an encrypted
value in the Maximo.propertie file.

mxe.registry.port

Maximo Registry port.

Example 4-3 on page 277 show the maximo.properties file.
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Example 4-3 Maximo properties

mxe

mxe

mxe

.db.driver=oracle.jdbc.driver.OracleDriver
mxe.
mxe.
mxe.
mxe.
.db.password=maximo
mxe.
.encrypted=true
mxe.
mxe.

db.schemaowner=maximo

name=MXServer
db.url=jdbc:oracle:thin:@belgrade:1521:maximo
db.user=maximo

rmi.port=0

registry.port=13400
encrypted=true

When you use the database installation and configuration wizard to create the
database, a database alias entry is created in tnsnames.ora. The alias created is
the global name you specified. As in our example, Maximo is created in
tnsnames.ora and you can use Maximo as the SID in the database URL.

At this point, you have everything you need to run maxinst and create the
Maximo merlin database.

2. Run maxinst to create the Maximo database.

a. Go to the Tivoli Service Request Manager root directory and change the

directory to <drive letter>:\..IBM\maximo\tools\maximo.

Copy maxdemo.ora or maximo.ora as appropriate to the local directory
and run maxinst. Make sure maximo.properties is set up correctly.

The maxinst command will run and create the database tables and
necessary database objects in the database instance specified in
maximo.properties. It also writes a log file under the log directory. You may
check the log files to see if there are any errors or to check the status of
Maximo database creation. The maxinst command will stop running if it
encounters any errors. If so, you need to fix the error, clean the database,
and re-run maxinst.
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4.6 Post installation steps

This section describes tasks that can be completed after the installation of
Service Request Manager.

4.6.1 Initial Data configuration

Once you have successfully installed and configured the Tivoli Service Request
Manager components, there are several data configuration tasks you must
complete prior to using Tivoli Service Request Manager.

Signing a default user ID

User management is managed though the directory server you have configured
to use with base services. When first installed, base services contain the default
user IDs shown in Table 4-4, which are members of the specified security group.

Important: Before you begin this procedure, ensure you have the following
users and groups created in your LDAP repository.

Table 4-4 Users and groups

User Groups
wasadmin

maxadmin (maxadminusr for MS Active maxadmin
Directory)

mxintadm maxadmin
maxreg

The default password for each user ID is the same as the User Name (for
example, maxadmin is both the user name and default password).

Note: User names and passwords are case sensitive. The default user names
and passwords are lowercase.

Note: The default password for each user ID is the same as the User Name
(for example, maxadmin is both the user name and default password).
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To sign in, complete the following steps:

1. Open a browser window.

2. Navigate to the base services log in URL. For example:
http://hostname:<port>/maximo

3. Enter the user name maxadmin (lower case).

4. Enter the password maxadmin (lower case) and press Enter. The software
displays an empty Start Center.

Create currency codes
You must define a currency code for an organization.

To define a currency code for an organization, complete the following steps:

1. Open the Currency Code application for Users by selecting Goto —
Financial — Currency Code.

2. Click New Row.
3. Enter a currency name, for example, USD.
4. Click Save.

Create item and company sets
You must define item and company sets for an organization.

To define a currency code for an organization, complete the following steps:

1. Open the Sets application for Users by selecting Goto — Administration —
Sets

Click New Row.

Enter a company set name, for example, IT ltems.
Enter ITEM in the Type field.

Click New Row.

Enter an item set name, for example, IT Comps.
Enter COMPANY in the Type field.

Click Save.

© N o 0o b~ 0w DN
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Create an organization
You must define at least one organization for Service Request Manager.

To define an organization, complete the following steps:

1.

Open the Organizations application by selecting Goto — Administration —
Organizations.

2. Click the New Organization icon in the toolbar.

3. Enter an organization name in the Organization field. For example,

ENGLENA.

Enter the base currency you defined in the Base Currency 1 field. For
example, USD.

5. Enter the item set you defined in the ltem Set field. For example, IT Items.

6. Enter the company set you defined in the Company Set field. For example, IT

7.
8.
9.

Comps.

Enter the default item status of PENDING in the Default Iltem Status field.
Click the Sites tab.

Click New Row.

10.Enter a site name in the Site field. For example, B901.
11.Click Save.

Create a general ledger account component

You must create a general ledger account component for Service Request
Manager.

To create a general ledger account component, complete the following steps:

1.

Open the Database Configuration application by selecting Goto — System
Configuration — Platform Configuration — Database Configuration.

2. Select GL Account Configuration from the Select Action drop-down menu.
3. Click New Row.

Enter a component name in the Component field. For example,
MYCOMPONENT.

5. Enter a numerical length for the component. For example, 5.

6. Enter a type for the component. For example, ALN.
7. Click OK.
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Create a general ledger account
You must create a general ledger account for Service Request Manager.

To create a general ledger account, complete the following steps:

1.

Open the Chart of Accounts application by selecting Goto — Financials —
Chart of Accounts.

2. Click the name of your organization to select it. For example, click ENGLENA.

3. Select GL Component Maintenance from the Select Action drop-down

© © N o o &

menu.
Click New Row.

Add a GL Component value and then click OK. For example, 1234.
Click New Row.

Select your General Ledger Account.

Click Save.

Open the Organizations application by selecting Goto — Administration —
Organizations.

10.Click the organization name you created. For example, ENGLENA.

11.From the Clearing Account field, select the General Ledger Account you just

created.

12.Select Active.
13.Click Save.

Create default insert site

You must create a default insert site for Service Request Manager. To create a
default insert site, complete the following steps:

1.

Open the Users application by selecting Goto — Security — Users.

2. Search for maxadmin and then select it to open the record for maxadmin.

3. Enter the site you created earlier in the Default Insert Site field. For example,
B901.

4. Enter the site you created earlier in the Storeroom Site for Self-Service
Requisitions field. For example, B901.

5. Click Save.

6. Open the WebSphere Admin Console and restart the MXServer application

server. Note that if you encounter an error message that indicates that the
record is being updated by another user, log out as MAXADMIN and then log
back in.
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Create a worktype
You must create a worktype for Service Request Manager.

To create a worktype, complete the following steps:

1. Open the Organizations application by selecting Goto — Administration —
Organizations.

2. Search for the organization you created, for example, ENGLENA.
3. Click the name of the organization to open the record for that organization.

4. Select Work Order Options — Work Type from the Select Action drop-down
menu.

5. Click New Row.
6. Select WORKORDER as the Work Order class.

Note: If you have CCMDB installed as well, you can also select
PMCFGWO instead of WORKORDER.

7. Set the Work Type as AR.

8. Set Start Status as INPRG

9. Set Complete Status as COMP.

10.Click New Row.

11.Select WORKORDER as the Work Order class.
12.Set the Work Type as UR.

13.Set Start Status as INPRG

14.Set Complete Status as COMP.

15.Click OK.

16.Click Save.

Signing out and signing in

When you make changes to a security group that your user ID is a member of,
you must sign out and sign in again in order to see the changes. For example,
even though you have granted the MAXADMIN group permission to create start
center templates, the actions are not visible until you sign in again.

1. Sign out as MAXADMIN.
2. Sign in as MAXADMIN.
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Part 3

Demonstration
scenarios and best
practices

In this part, we focus on demonstration scenarios using some of the new features
of Tivoli Service Request Manager, such as reporting, survey, and search
functions. We also provide best practices for fine tuning and high availability of
Tivoli Service Request Manager components.
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Reporting, survey, and
search functions

This chapter provides an overview of some of the new functions available with
Tivoli Service Request Manager V7.1. We cover the following topics:

» “Reporting” on page 286
» “Survey” on page 311
» “Search” on page 322
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5.1 Reporting

This section will describe how to use the new reporting tool called Business
Intelligence and Reporting Tools (BIRT), introduced in Tivoli Service Request
Manager V7.1. BIRT is a open source flexible tool, that enables you to execute
existing out of box reports, or create custom reports to fit your individual business
need.

5.1.1 Business Intelligence and Reporting Tools

Business Intelligence and Reporting Tools (BIRT) is an Eclipse-based open
source reporting system for Web applications, especially those based on Java
and J2EE. BIRT has two main components: a report designer based on Eclipse,
and a runtime component that has been embedded within the V7 application.
BIRT also offers a charting engine that lets you add charts to your own
application.

5.1.2 BIRT Report Designer

In this section, we discuss the BIRT terminology used with the BIRT Designer
Tools:

» Data Explorer

Data Explorer organizes your data sources (connections) and data sets
(queries). The data set editor allows you to test your data set to ensure the
report receives the correct data. This view also is used to design report
parameters.

» Layout View

The Layout View is a WYSIWYG editor that provides drag and drop creation
of the presentation portion of your report.

» Palette

The Palette contains the standard BIRT report elements, such as labels,
tables, and charts. It is used in conjunction with the Layout View to design
reports.

» Property Editor

The Property Editor presents the most commonly used properties in a
convenient format that makes editing quick and easy. BIRT also integrates
with the standard Eclipse property view to provide a detailed listing of all
properties for an item.

286 Implementing IBM Tivoli Service Request Manager V7.1 Service Desk



» Report Preview

Using Report Preview, you can test your report at any time with real data. The
preview is a window directly within Eclipse.

» Script Editor

Scripting adds business logic to reports during data access, during report
generation, or during viewing. The code editor provides standard Eclipse
features for editing your scripts: syntax coloring, auto-complete, and more.

» Outline

BIRT reports are organized as a tree structure with the overall report as the
root, and separate categories for styles, report content, data sources, data
sets, report parameters, and more. The Outline view provides a compact
overview of your entire report structure.

» Cheat Sheets

Learning a new tool is always a challenge, but Eclipse offers an innovative
solution: Cheat Sheets. These are brief bits of documentation that walk you
through new tasks.

» Library Explorer

BIRT allows the reuse of report objects, such as tables, data sources, and
styles. Objects created for reuse are stored in a library file. BIRT supplies the
Library Explorer view to allow you to browse the contents of report libraries.

» Chart Builder

Adding Charts to BIRT designs is expedited with the Chart Builder. Chart
creation is separated into three phases: Select Chart Type, Select Data, and
Format Chart.

» Expression® Builder

BIRT expressions are basically simple scripts that return a value. Expressions
are used for assigning data values to report elements, building image
locations, hyperlinks, parameter default values, and many other places.
Expressions are constructed within BIRT using the Expression Builder.

For more information, refer to the following Web site:

http://www.eclipse.org/birt/phoenix/
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5.1.3 BIRT Report Engine

The BIRT Report Engine is a Java based engine that enables you to run
predefined reports and create custom ones inside Tivoli Service Release
Manager.

The BIRT Report engine consists of several parts.

Design API
» Enables you to create a report on the fly

» Opens an existing report and identifies various design elements
» Modifies an existing report

Runtime API
» Used to run the report

» Provides various report output formats
» Analyzes the report output

Report Engine use

The Tivoli Service Request Manager report engine overview is shown in
Figure 5-1.

Tivoli Service Request Manager

Figure 5-1 Report Engine use
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Design and import process

In order to design reports for Tivoli Service Request Manager, you should use
BIRT Report Designer.

All reports must be designed using the Scripted Data Source at this time to fully
utilize the Tivoli Service Request Manager specific funcionality. You have the
following functions available to you:

» Runtime Data Translation
» Time Zone Conversions

You can use the BIRT Report designer to test your reports. When reports are
ready, import the report and all dependent files into Tivoli Service Request
Manager. You have the following functions available to you:

» Report Library Files
» Report Lables (.properties files)
» Report resources (images and so on)

BIRT Report engine initialization

BIRT Report Engine is developed based on the OSGi platform (Eclipse 3.2 is
also based on this) and is distributed as a set of OSGi bundles The OSGi
platform is configured to initialize all the Report Engine services. The current
implementation of the OSGi platform (Equinox) used by BIRT depends on a file
system to load and initialize the platform classes.

The Platform classes are copied to a temporary location provided by the
Application Server and that location is used to initialize the platform. The platform
copy and initialization happens through a servlet.

Using BIRT Engine

BIRT Engine code is completely isolated and the BIRT Engine APl is not
accessible to the Tivoli Service Request Manager code. This isolation is required
to run the BIRT Engine within a J2EE application.

The BIRT Engine functionality needed by Tivoli Service Request Manager is
exposed through Tivoli Service Request Manager API interfaces and this API
uses special mechanisms internally to access the BIRT Engine API. For
example:

» Get Libraries used by the report.
» Get Parameters used by the report.
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5.1.4 BIRT reporting process

In order to create or generate predefined BIRT reports on Tivoli Service Request
Manager, you might consider three important tasks:

» Developing: Using BIRT Report Designer. This is recommended if you need
to create another full report that is not available by default. Remember that
BIRT Report Designer has to be downloaded and installed separately.

» Administration: Tivoli Service Request Manager V7.1 Report Administration
Application.

» Executing: Tivoli Service Request Manager - Reports menu

5.1.5 BIRT Report Designer

The BIRT Report Designer is a visual tool provided by Eclipse, as a Rich Client
Platform (RPT) application. The RCP is available as a set of plug-ins installed on
an existing Eclipse server or as an all in one package including Eclipse. This tool
makes it easier for developers to design reports. It has to be downloaded and
installed separately. It is not part of the Tivoli Service Request Manager V7.1.1
installation.

You can find the tool at the following Web site:

http://download.eclipse.org/birt/downloads/

Design Engine

The Design Engine is responsible for creating and modifying report designs. The
created report design is stored in the .rptdesign and .rptlibrary files. The Design
Engine API (DEAPI) performs a wide range of low-level tasks:

» Reads and writes design files.

» Maintains the command history for undo/redo.

» Provides a rich semantic representation of the report design.

» Provides meta-data about the Report Object Model.

» Performs property value validation.

» Notifies the application when the model changes

BIRT Report Design files are XML files, noted by the extension .rptdesign. BIRT

Reports can contain single or multiple files. The files are categorized as either
library files or resource files.
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BIRT library files are also XML files and have the extension.rptlibrary. BIRT
library files can contain code that is used multiple times for items such as font
type, size, page numbers, and time stamp.

Resource Files contain items such as images or external files. Resource files can
be used by either report design files or library files.

The XML of the BIRT Report details which library files and resource files the
report requires. In the XML file, a flag indicates whether the file is a library file.

5.1.6 Tivoli Service Request Manager V7.1 Report Administration

The Report Administration is integrated into the Tivoli Service Request Manager
V7.1 interface. As the Report Administrator, you can specify:

» User reports availability and how they open, run, and print.

» Define parameters and Set Record Limits as Performance Enabler.

» Report security settings.

As an integrated application, the report application “look and feel” is like all other
applications launched from Start Center. There are two ways to start Reporting

Administration. The first is for initial administration, and the second can be used
when reports are already defined:

Chapter 5. Reporting, survey, and search functions 291



Start the Report Administration application from the Start Center by selecting Go
To — Administration — Reporting —» Report Administration, as shown in
Figure 5-2.

= ([ oo Epo ente O P

&5 Adminiztration ¥ Sets

‘- Assets K Organizations

Lﬂ Change [ Calendarzs

E= Financial L Resources [

Sy M Infrastructure [ Bulletin Board
= < Integration [ Communication Templates

& Invento KPl Manager Reporting [3 ]
E':‘ E=  Plannin Report Adminiztration Deploved Azzets (3
:v : izl Purchasing i‘ Reconciliation [3

GE‘J Releaze [ Conditiocnal Exprez=ion Manager

e Security Classifications

‘H Self Service Cl Types :

<& Service Desk L Work View

& Service Level i| View Documents

Service Reguest Manager Catalog k

== System Configuration 3

L:g Task Managemsnt [3

Zl Work Orders 3

Figure 5-2 Report menu

Start the Report Administration application from the Start Center by selecting
Reports —» Administration — Reporting —» Report Administration, as shown
in Figure 5-3 on page 293.

From the Report Administration window, you can see the following tabs:

» List: List of all existing reports (Figure 5-4 on page 294)

» Reports: Details of a selected report (Figure 5-5 on page 295)

» Security: Set and view Report and Application Security (Figure 5-6 on
page 295)
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GoTo s Beportz=  # Start Center & Profile Sign Out  ? Help
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E=

T Infrastructure 2
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B Purchasing k
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= Security 3

- Service Desk 2

& Service Level g | Generate Request Pages |

4+
i

Sy=tem Configuration &

Work Orders [3

I.'; Ta=zk Management 2
g

Figure 5-3 Entering the Report Administration

After selecting Go To —» Administration — Reporting —» Report
Administration, you will see the Report Administration window, which has three
tabs: List, Report, and Security.
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294

In order to list only BIRT Service Request reports, enter “tsd” into the Report File
Name field to filter this view for the desired reports, as shown in Figure 5-4.

Report Administration
~ | Fing: | | ity [Select Action [+ I
T lst | Report Security
{ Filter - |20 % | %1-200f30
Report File Name Description
TSD
totals tsd.rptdesion Total Number of Incidents
avg close time tsd rptdesign Awverage Time to Close Incidents
avg cost tsd.rptdesign Awverage Cost Per Incident
incident volume tsd.rptdesign Volume Report for Incidents
inc_sla compliance noncompliance tsd.rpt SLA Compliance for Incident Managemd
incident disposition tsd.rptdesign Disposition Report for Incident Manager
inc_survev tsd rptdesign Incident Survey
iotals tsd.rotdesion Total Number of Problems.
avg close time tsd.rptdesign Awverage Time to Close Problems
avg cost tsd.rptdesign Average Cost Per Problem
totals tsd.rptdesign Total Number of Reguests
avg close time tsd rptdesign Awverage Time to Close Service Requey
avg cost tsd.rptdesign Average Cost Per Service Reguest
glapsed time to close problems tsd.rptde Elapsed Time to Close Problems
problem resolution tsd.rptdesign Problem Resolution
problem volume tsd.rptdesign Volume Report for Problem Managemer
pro_sla _compliance noncompliance tsd.rpt SLA Compliance for Problem
problem digposition tsd.rptde=ign Dizposition Report for Problem Manags
pro inc gen known error tsd rptdesign Incident Generation for Problem Manags
pro inc gen unknown error tsd.rptdesign Incident Generation for Problem Managt
[] Select Records

Figure 5-4 Report list for Service Request Manager

The middle tab shows the Report options described in Figure 5-5 on page 295,
while Figure 5-6 on page 295 shows the Report Security.
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* Bulletins:{0) » GoTo Ui Reports # Start Centsr £ Profie

Report Administration

[ [P | #h [sekect Action >0 a2 @@
List Report Securiy
Report File Name  [inc Sla_compliance_t fance_tsd.rpides [SLA Complance for incident ] Price  NCIDENT. 2
= . -
Report Type™ [T 2 Report Folder [neEnT ]

Settings =

Limit Records? [] Browser View? [] Browser View Location re)

Mex Recorg L[| Direct Print? ] Direct Print Location 2

Use Where Clause? [ ] Direct Print with Attachments? 7] Direct Print with Attachments Location Fel

Ho Request Page? [ ] Toolbar Sequence :l

Priority l:l

Generate RequestPage | [ Preview

Parameter Name Adfribute Name Sequence * Display Hame Required?
b | |subGroup by (m] i
) startdate 2 Start Date: [m] i ]
} enddate T 3 End Date: (m} In ]

Figure 5-5 Report details

erter & Profile

Report Adminisiration

[ [+lma] | # [select Action MO a2 ¢ v

List Report Security ]

Report File Mame  ftotals_tselrptdesign | [Total Mumber of Incidents Application  [NCIDENT

Report Level Security  * Fili=
Group Die=cription
Morows to display...

Application Level Security  * Fili=r 0% 0

Group Description

Figure 5-6 Report Security

The Select Action only offers general administration tasks for the List tab, such
as:

» View Scheduled Reports
» Set Application Security
» View Group Security

» View Library Files

» Run Reports
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Once a specific report is selected, additional Select Action items are available:
» Import Report

» Import Library File

» View Report Dependencies

» Add to Bookmark

» Duplicate Report

» Delete Report

The following sections cover the more complex Select Actions in more detail.

View Scheduled Reports

The View Scheduled Reports dialog box lets you manage scheduled report jobs,
as shown in Figure 5-7. You can view the report load and delete scheduled report
jobs as necessary.

Note: This functionality applies to BIRT reports only.

This functionalty applies to BIRT Reports only

| oFilter s IZ1i g 41 e 0% Devmiped) G0 T
Repart Mame Application Type et Run Time = Scheduled By Priarity
Fovys to display ..
OK | Cancel

Figure 5-7 View Scheduled Reports
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Set application security

Application security settings let you set group security for all reports in a selected
application (Figure 5-8). The MAXADMIN group has access to all “out of the box”
reports. You must set up group or report access to each individual application for
new or customized reports.

& Report Af
: . Filtar = izl if pidel1-50f33 _ . Dawnlaad
Application Description
ACTHITY Activities and Tasks
ACTUALC Actual Configuration tems
ASEET Assets
ASEETCAT Classifications
CHAMGE Changes
. Filter - il s i #1-20f2 - Download i
Group S Description
b A ADNIN yel i |
PIINC ADM o | N i
Details
Al BIRT Reports? |+
Crystal?
Custom? [
Hew Row |
OK | Cancel |

Figure 5-8 Set application security
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The two different ways of setting security for all reports for an application and for
individual reports are shown in Figure 5-9.

i +F Download = |
Application
ACTIWITY
ACTUALC | oFilter oy (20 0% 0 ed-40fd % ) Download |
ASZET [] Group Description
ASSETCAT
CHAMGE
[ bl A Dbl
[ PRIk C AT Downlead | 0 f T
Group © [ PMPRBADN
b MAKADMN [ PMUSRADM &
Pl CADR N 1} y _I ﬁ
O | Cancell
&I
N
Crystal? [+

Custom? |+

Hew Row |
OK | Cancell

Figure 5-9 Report application security

The second way to set security is through the Security tab. In the Report Level
Security window, click a new row and then click the magnifying glass (lookup) to
select the security group, as shown in Figure 5-10.

Ve gy beectadon V] () W 2 @ o
Ut et [ s |

ReportFils Name - [actuscl_deal.rptdesian (actual Gl Detals

s i + ¢ WAt 5

" Dounlead |

Details) yayapmn R
Er—" MEGES ol Risiaion ososs Access
Buncaois
PMPRBADM MHew Row
surcauESTe -
ity R i et S BT FTTRTNEIE]
Group © Description
wesecnn [

Figure 5-10 Individual security settings
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View Group Security

You can manage report security for a group through the Report Administration
application. The MAXADMIN group has access to registered “out of the box”
reports. To access Group security select Select Action — View Group
Security. Click the lookup symbol, and select the desired group. You must set up
application access for other groups individually, as shown in Figure 5-11.

Group  [MaxADMM | F Description |

i oFilter > {2 i4 ,i41-100f50 . Download
Application Mame = Description Al BIRT Reports? Crystal? Custom?
ACTIITY Activities and Tasks vl [ | |
ACTUSLECI Actusl Configuration Rerms v [ | |
LSSET Azsets B | i}
ASSETCAT Classifications F | &
il Configuration kems ¥ = | |
COLLECTION Callections F = | =
COMPANY Companies F ] =
CONFIGUR Datsbaze Configuration ¥ & | |
CONTLABOR F | |
COMTLEASE E M | &

Cancell

Figure 5-11 View Group Security

Import report

You perform this action to add a new report to your database or bring an updated
version of an existing report into your database (Figure 5-12 on page 300).

Before you import the report design file, you must import any associated library
files. This action is available from only the Report tab for the following reasons:

» If the report is new, you use the Report tab to add the report to the Report
Administration application and then import the report to the database.

» If the report already exists, you import the report from the Report tab to be
certain you choose a correct combination of Report Design file and
Application name.

To add multiple design files, use the importreport.cmd command.
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& Import Library File

8 Import Rep

Thiz Functionalty applies to BIRT Reports Only.

Report Design File  [actualci_detail rpteesion | ACTUALC

Repart Descrigtion ™ [£ctual CI Details |

Repart Design File ™ | | Browse :  +

Report Rezource File | | Browse : ¥

Cancel |

Figure 5-12 Import Report

Import Library File

Library files contain components that you can use in one or more report designs
to provide consistent behavior and performance. Library files are useful when
many reports use the same component multiple times. Use the Report
Administration application to import a report library file into the database, as
shown in Figure 5-13. You import a library file before you import the
corresponding reports. In the Report Resources File field, enter the location of
any resource files. Resource files contain items such as images or external files.
This field is optional.

This Functionalty applies to BIRT Reports Orly.

Figure 5-13 Import resources
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View Report Dependencies

Use the View Report Dependencies action to view the libraries that a report
design file requires. For each report library, you also can view dependent library
files and check for any resource files. You can view report dependencies for BIRT
reports, as shown in Figure 5-14.

eport Dependencies

(Sl N ctusici_detail rptoesion Apphlame  [aCTUSLCI |
{ - Filter = N ig % w110t Download § =
Library File Dezcription Does Resource File Exizt?
3 |Maxim08ystemLibrary.rptlibrary |MA}{IMO System Repoart Library gl

Cancel |

Figure 5-14  View report dependencies

Duplicate report
Among the reasons for duplicating a report are:

» You create a cloned application. You duplicate the report and save the
duplicate to the cloned application.

» You want to register a report to multiple related applications. You duplicate the
report and save it to the related applications.

Delete report

When you delete a report, you remove the report and its associated files from the
database. You also remove any scheduled activities for the report.
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5.1.7 Configure reports

There are several options to configure a report in the Report tab. Those with an
(*) asterisk are required parameters (Figure 5-15).

Figure 5-15 Report configuration

» Report Type

BIRT, Crystal, or Custom. By determining the report type and settings, you
register that report in the Tivoli Service Request Manager database.

» Limit Records

This action limits the number of records against which a user can run a report.
It prevents users from executing large queries, which can cause negative
performance impacts. Use the Report Administration application to set record
restrictions on reports. This feature applies to only reports without
parameters. This parameter works in conjunction with Max Record Limit.

» Use Where Clause?
Enables Current/Selected plus User Inputted parameters.
» No RequestPage

Disables Request Page. Can be used for Reports Only available through
hyperlinks, for reports updating the database, or accessible only through Self
Service Applications.

» Priority
A numeric field used in the report queuing process.

» Browser View and Browser View Location

The Browser View feature lets you create a shortcut. With the shortcut, the
user can click an icon once in the application toolbar to open a report directly
in the browser. When Browser View is checked, you then enter a value other
than None in the Browser View Location field. This field determines the
application tabs that have an active Browser View icon.
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The following options are available:

— All: The Browser View icon is available on all tabs for the selected
application.

— List: The Browser View icon is only available on the List tab for the
selected application.

— Main: The Browser View icon is available on all tabs, except the list tab.

— None: The Browser View icon does not appear in the selected application.
None is the default.

Click Save Report to apply the changes.
Direct Print and Direct Print Location

The Direct Print feature lets you create a shortcut so a user can click an icon
once in the application toolbar to print the report. The configuration is the

same as for Browser View Location. The report will print to the user's default
printer. The Direct Print Locations contain the same values as Browser View.

Direct Print with Attachments and Direct Print with Attachments Location

The Direct Print with Attached Documents feature lets you create a shortcut
so that a user clicks an application icon once (and selects Yes in the Message
dialog box) to print the report and any associated attached documents. The
configuration is the same as for Browser View Location.

Generate Request Page

If you have added a report, or made any modifications to the settings or
parameters of an existing report, you must generate the request page so that
the report can be viewed. This option is available for all reports or at an
individual report level.

Preview Report:

Enables the administrator to confirm the following items for a report:
— The Request Page opens.

— The correct parameters, if any, display on the request page.

— The required fields are noted with an orange asterisk (*).

— After entering the parameter values, the report executes with the correct
data and format.
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Figure 5-16 gives an overview of the report parameters window.

[ Fing | | dh [select Action MOD) a2 @ @
List [ Feport | Securty
Report Fils Name  [actusici_detail rpteiesion | [Actuel C1Detaits Application  [acTuslcl |2

Report Type * [BIRT |#

Report Folder * [4CTUALCT

Limit Records? Broveser View? [ | Browser Wigw Lacation” [MONE Fl

Max Recorel Limit * Direct Print? Direct Print Location ® [ALL 2

Use Where Clause? || Direct Print with Attachments? [ ] Direct Print with Attachments Location * [MONE 2

Mo Request Page? [ ] Toalbar Seauence *
priorty [ |
Generale Request Page Freview
PoFiter > [Di4 #ies el L2
Parameler Name Attribute Name Sequence * Display Name Renuired?

s P to clsplay.

Hew Row

Figure 5-16 Report parameters

5.1.8 Run reports

Follow these instructions to run a report. After you run a report, you have the
options to print, export data, and toggle the table of contents.

1. Open the Reports dialog box through one of the following methods:

— From the Reports Menu in the application toolbar, select an application, for
example, Service Desk — Incidents, as shown in Figure 5-17.

®

Start Center

Jmf GoTo UsReporis # Start Center

3 Administration
U Change ContentiLayout & Display Settings '8 Creat{ * Assets
Quick Insert 25 Inbox & change
5 5 M hnfrastructure
&/ New Process Request Description DESCRPPTION ol & Inventory
_\ | No Assignments found for .
Favorite Applicati =g @ Purchasing
ol
&) * Bulletin Board + ot Release
s ) Process Requests
e Subject Message - i d
4i. View Documents ] . Service Desk
& Service Level
e — & System Configuration
[TUP Documents | Fite +dh i {02 ) There are currenty 1o et board % Sy g
(& TaskManagement
Description
‘ ] My Active Process R ts | v Filer o @ 1D ek @ work Orders
— | Process Request Description Class Structure Process Manager Type Request State
Ho Data Found

2Profie * Sign Out 7 Help

L3

* |Existing Template %3 Update Start Center

' £ 0w

L Refresh

» RIORTY Route:

v

»

v

* liDate Expiration Date  Viewed?
Incidents
Problems:

Activities and Tasks
Process Requests
Service Requests

Solutions

No Data Found.

Figure 5-17 Report menu
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— From the Select Action menu, select Run Reports. The On Demand
Reports tab opens. The Reports to Run table window lists the available
reports for the application that the users has security rights to. Click the
report that you want to run, as shown in Figure 5-18.

On Demand Reports ] Scheduling Status

| oFiter -@h i {4 ;i®1-50012 . - pownlgad | ¢}

Description

Average Cost Per Incident

Average Time to Close Incidents

Dizposgition Report for Incident Manageme
Incident Details

Incident Lizt

SIS HSHS=E

Cancel

Figure 5-18 Selecting a report to run
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2. Select the report you want to execute, for example, Total Number of Incidents.
Enter the required parameters in the Request Page dialog box, as shown in
Figure 5-19.

%9 Fillin the fields in the Parameters section belovw and click Submit to run the report. 1f no
parameters are displayed, the report will execute against the current’zelected record set.
Optionally, fill out the Schedule and Email Sections to schedule report run times and receive the
scheduled report via email.

Parameters Y-
S —
T —

Service: I:I
Service Group: I:I
scheayte =

{* Immediate

i E—
N

et =
Ta | |,D
Subject | |

Comments

Submit Cancel

Figure 5-19 Run request

3. Click Submit to run the report. The report opens in your browser, as shown in
Figure 5-20 on page 307.
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Reporting

Page | | of1 10 @ B %1 FH @ G

Total Number of Incidents

Start Date: 2/10/02
End Date: 2/22/08

Status: NEW

Internal Priority Impact Urgency Service Service Group

oioioioioioio
oioioioioioio
Dioioioioioio

Number of Records: 7

Number of Records: 7
February 22, 2008 5:40:57 AM PST

Figure 5-20 Total Number of Incidents Report

4. On the Reporting toolbar, as shown in Figure 5-21, perform any of the
following actions:

— Click the Print Report as PDF icon to print the report.

— Click the Export Data icon to export the data in .CSV format.

— Click the Toggle table of contents icon to see the table of contents for
your report. The report you select determines the table of contents.

To improve performance and to reduce load on the database server during
working hours, it is possible to schedule report runs. Scheduled reports are then
e-mailed when completed. The e-mail can be sent to a single user or a group
including subject and comments. The report is e-mailed in PDF format.

Select  date interval and hen Preview to see the dtes

Dete Preview [2/2308 1200 Al 2

o] 27251051200 2w
27251051200 A
Coery [ ] weets) oncey Sundey || attme [ e e
Coevey [ ] monthis), 2129108 1200 AM

P e 31061200 A |
day o0 awme [ ] 372061200 A
© onthe ey Jotthe morth, attne 31351200 At
& 5 = Sama 1200t
315061200 At

35061200 At .

ok | cancal

Figure 5-21 Report Scheduler
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5.1.9 Built-in reports for Service Request Manager

Tivoli Service Request Manager comes with approximately 30 out of the box
reports. This section shows some examples.

Total Number of Incidents
Total Number Of Incidents is shown in Figure 5-22.

Page 1 | of 1 | @ P B 3 & o

Total Number of Incidents

Start Date: 1/23/08
End Date: 2/22/08

Intermnal Priority Ticket ID Impact Urgency Service Service Group
o 1003 0
[ 1004 0
[ 1005 0
o 1006 0
o] At g .
[ 1008 0
[ 1003 0

Number of Records: 7

Figure 5-22 Total Number Of Incidents

Incident Details

Incident Details is a drill down from the Total Number Of Incidents, where you are
able to understand what was reported on the incident, as shown inFigure 5-23.

el w7 8 ¢ v 1 OB o
Tivoli
Incident Details
1003: Laptop display does not work
Thinkpad 6 1p has no display on startup.
Asset:
Locaton:
CI:
Target Contact: Status:|NEW
Actual Contact:| User Priority:| Is Global Issue?|N
Target Start:) Internal Prority: Related to Global|N
Is5ue?
Actual Start:) Reported By:|RICHARD Owner:
Target Finish:| Affected User:|RICHARD Owmer Group:
Actual Finish: Reported Date:| 2/22/08 4:05:53 AM Classification:
A A —
Activity Description Owner Owner Group classification
1002 Check BIOS settings MARC
February 22, 2008 10:42:55 PM PST 14 7

Figure 5-23 Incident Details

Total Number of Problems

This report summarizes the total number of reported problems, as shown in
Figure 5-24 on page 309.
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Total Number of Problems

Start Date: 1/23/08

End Date: 2/22/08
Status: CLOSED
Internal Priority Ticket ID Impact Urgency Service Service Group Report Date
o 1002 [ 0 2/23/08

Number of Records: 1

Status: NEW

Internal Priority Ticket ID Impact Urgency Service Service Group Report Date
[ 1010 ] [ 22308

Mumber of Records: 1

Number of Records: 2

Figure 5-24 Total Number Of Problems

Problem Details
This report shows detailed problem information, including the related tickets for
this problem, as shown in Figure 5-25.

Problem Details

1002
Problem detect at router 10.0.0.0
Asset:
Location:
CL:
Target Contact: Status:| CLOSED Is Known Ervor?[N
Actual Contact: User Priority: 15 Global Issue?[n
Target Start: Internal Priority: Related to Global[N
ssue?
Actual Start: Reported By:|NonNAME Owner:
Target Finish: Affected User:|NONAME Dwner Group:
Actual Finish: Reported Date:| 2/23/081:18:11 AM Classification:
\_________-.- v |
Ticket Class Description Status Relationship
1004 INCIDENT HEW ORIGINATOR
1005 INCIDENT HEW RELATED
LB IHSBENT BEW. ] RELATED,

Figure 5-25 Problem Details

5.1.10 Report management

Tivoli Service Request Manager V7.1 also provides the ability to monitor the
usage and execution of BIRT reports. It shows what reports are used, how much
time the execution took, whether the report was scheduled, and if it ran

successfully.

Start the Report Administration application from the Start Center by selecting
Reports — Administration — Reporting —» Report Usage.
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The report should be similar to the one shown in Figure 5-26.

Reporting

Page 1 | of 1 14 @ P A & o

Report Usage

Report Name: Activity Details
Application: ACTIVITY File Name: woptint.rptdesign

Run Time
Start Date End Date (HH:MM:55) User Application Scheduled? Success?

2/22/08 11:17:16 PM 2/22/08 11:17:19 PM 00:00:03 MARADMIN ACTIVITY 3] hd

Report Name: Average Cost Per Incident

Application: INCIDENT File Name: avg_cost_tsd.rptdesign
Run Time
Start Date End Date (HH:MM:55) User Application Scheduled? Success?
2/22/08  7:22:18 AM 2/22/08  7:22:23 AM 00100105 MARKADMIN INCIDENT 1 ka

Report Name: Disposition Report for Incident Management

Application: INCIDENT File Name: incident_disposition_tsd.rptdesign
Run Time

Start Date End Date (HH:MM:55) User Application scheduled? Success?

2/22/08 11113138 PM 2/22/08 11113140 PM 00:00:02 MARADMIN INCIDENT 1 K

Figure 5-26 Report Usage

5.1.11 Report queue

The report queuing functionality limits the number of jobs that can be executed at
any given time. Reports Jobs concurrently processed is configurable by the
client. This helps distribute load on the server due to reports, and reduces the
amount of wait time for report users who benefit from better performance.

5.1.12 Report Locale

In order to set up a report language other than English, you must enable reports
for localization.

Two specific actions are required for Tivoli Service Request Manager V7.1 BIRT
Reports: Both the language and the locale for the user must be set.

This can be set in the User's Default Profile Information, or in the Users
Application. The request pages for each of the languages required by a client
need to be generated in the report admin app for each of these different
languages.

Client needs to generate a report for English, Spanish, and
Portuguese

The report administrator's locale is set to English, as shown in Figure 5-27 on
page 311.
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Use Default Insert Site as a Display Fiter?
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Language  |Eh #  |English
Locale  |en_UIS #  |English (United States)
Time Zone  [americaCancul )  [(GMT - 6 DSTM) Certral America

Figure 5-27 Default user information

First, access Report Admin, and generate the request pages’ XML in English.
Sign out, sign back in, and change the locale to Spanish.
Access Report Admin and generate the report request pages in Spanish.

A 0D~

Sign out again, sign back in, change the locale to Portuguese, and generate
the report request pages in Portuguese.

The request pages would then be available in all three languages: English,
Spanish, and Portuguese.

5.2 Survey

Survey functionality addresses the Service Desk organizations necessity to
gather ratings for the quality of service provided by the Service Desk and have a
better understanding of how customers perceive the Service Desk’s customer
service. Customer Satisfaction Surveys are used to gather these qualitative
evaluations and, in conjunction with a Service Desk’s performance metrics,
enhance management’s ability to have an overall idea of Service Desk
performance.
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Survey application is built seamlessly using IBM Flexible Internet Evaluation
Report Architecture (FIERA), which allows rapid creation of online surveys in a
streamlined and efficient manner. A survey using FIERA enables a highly flexible
presentation through a J2EE application, which makes use of a relational
database back end to allow for the creation, display, and reporting of survey
results for a user. The software provides the ability to generate online surveys
and reporting of survey results for SR, Incident, and Problem processes in the
Tivoli Service Request Manager V 7.1 Service Desk option.

5.2.1 Features

312

A Survey application provides feature rich Survey functionality for receiving
innovative, independent, and flexible user feedback.

Distinctive Survey features that are now available in Tivoli Service Request
Manager include:

| 2

Survey provides the ability to prepare a survey questionnaire with multiple
options, including check box options, radio buttons options, and free flowing
comments space.

There is a provision to archive Survey questions and their responses for
reuse or research in the future.

Automatic distribution of a Survey through e-mail to all users in the system
over a cyclical time period using Survey along with Tivoli Service Request
Manager Escalation triggered communication (for example, all users in the
system are broadcast a Survey every six months).

Automatic distribution of a Survey through e-mail to a specific user when a
configured threshold has been reached across all Service Desk Tickets (for
example, once the 50th Incident Ticket with a status of RESOLVED or
CLOSED is generated in the system, an e-mail is sent to the user who
created that Ticket).

Agent access to a Survey from the Service Desk applications, allowing the
Agent to conduct a telephone Survey with the user and record Survey
responses.

A Survey Administrator can make the survey results public or restrict them to
be viewed only by the Survey Administrator.

An Agent’s ability to manually send an e-mail to a user that contains a link to a
Survey form that allows the e-mail recipient to answer Survey questions.
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5.2.2 Survey usage scenarios

The following section discusses several Survey usage scenarios.

Survey administrator

Survey functionality in Tivoli Service Request Manager provides an administrator
with the ability to easily compose, view, edit, and delete free form questions that
become part of simple Customer Satisfaction Surveys. Survey questions can
have both a short and long description. The administrator also has the ability to
define and edit a response “scale” for each question (for example, admin
designates that “1” = “poor” on a scale of 1-5).

Self service users and service desk agent

Both agents and self-service users can potentially have access to the Survey
and can fill in Survey responses. In addition to the questions that include
scale-based responses, Survey also includes a free-form comments box. Survey
is easy to construct and easy to answer.

Self-service users can access the Survey at any time from the self-service
application to provide comments/feedback on the Service Desk.

Self service user in workflow

In a workflow scenario, a Survey questionnaire can be published as a link in a
communication template with predefined text. This communication template,
when attached to a ticket workflow, sends out an e-mail to a user or a self-service
user for gathering the feedback on the ticket. A self service user can provide the
survey response by clicking the survey link from an e-mail.

5.2.3 Window flow

To access the Survey Manager application, clicking Help at the right top corner. If
you have a pop-up blocker enabled for your browser, disable the pop-up blocker
temporarily, as the Survey Manager application opens in a different window.

In the future, when the product will be generally available (GA version), the
Survey Manager application will be available under the Administration Module,
and in the Service Request, Incident Management, Problem Management, and
Communication Template application Select Action menus.

Chapter 5. Reporting, survey, and search functions 313



In the Administration Module, Manage Survey can be accessed by selecting Go
to —» System configuration — Platform configuration - Communication
Templates — Select Action — Manage Survey, as shown in Figure 5-28 and

Figure 5-29.
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Figure 5-28 Communication Templates

[ s

[ Sselect Records

To find records, use the fiter fields above and then press Enter.
For more search options, use the Advanced Search button above.
To enter a new record, select the Insert icon in the toolbar.

| [v|Fna # | 1 &
'y - o -
e e T D o= SHE
Attachment Library/Felders
i Advanced Search + @ Save Query + 4 Book Manage Survey
Gt «Fie SEREETEING | «v
Template Description Applies To Accessible From

yel

Figure 5-29 Communication Template Select Action menu

Manage Survey can also be accessed from within Incident Application, as shown
in Figure 5-30 on page 315. Manage Survey can be accessed from Service
Request and the Problem application Select Action menus.

314
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Figure 5-30 Incident Select Action menu

In the Accessing the Survey manager application, Survey supports the default
tab List, which appears with three Modules (SR, Incident, and Problem), as
shown in Figure 5-31. Currently, Survey permits publishing survey questions only
for SR, Incident, and Problem tickets only.

(2 oo survey -prcrosorememet porer S B
Ele Edt Wew Favortes Tods telp | &
Qe - ) - |x] 2] ’MJD Seach ' Favarites @‘ 3 e LB

Address [&] betpijo | B e |unke |y -

Maximo Survey N Close Survey Appl

List | [ Question | [ Survey Section | [ Survey | [HTML Template | [ Link Management | [ Results

Summary: Surveys, Survey Section and HTML

Manage Surveys Manage Survey Section Manage Questions Manage HTHL
ey  survey Section. | Hl Link Survey Applieation ] o

Problem Problem-Sect HTML-Templat Default PROBLEM Published

Incident Incident-Sec HTML-Templat Default INCIDENT Published

SR SR-Section HTML-Templat Default SR Published

Page: 1 Find Page [ =] Go open Survey | = e

Total Surveys Managedi ... 3
Total Survey-Section Objects: ... 3 Default Survey Section is: ... 41 (Incident-Sec)
Total HTTIL Objects 1 Default HTMLis 1 (HTML-Templat)
Total Return Links: .0 Default Return Linkisi ... System Default
Show Surveyi [ ~|_ showrrmi: [ -

Figure 5-31 Survey List window
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On the List tab, click the desired process for which you would like to enable
Survey. The Result tab is displayed, as shown in Figure 5-32. This tab displays
the current survey section that has been published. If a question is not published
yet, pick a relevant Survey section for publishing.

The Results tab allows the
survey.

B Manimo : Survey - Microsoft Internet Explorer

Fle Edt View Favorites Tools Help

Survey Administrator to publish and unpublish a

(Do - () - ElENe ‘ ) search ¢ Favarites @‘ 53 ; - JE

aciess [&] rezprypo

(] Maximo Survey

idertid | B ks | & -

Close Survey Application and|
return to Maximol

Tist | [Question | [Survey section | [Survey | [t Tompiate

| [Link Management | | results

Manage Incident Question

Survey:
Survey Shortname :
Survey ID:

Survey Application: ...
Survey Status:

Results Status:

. Incident
. Incident
... maxadmin-incidentid

. published  Unpublish
. Public Readable Make

Manage Survey 41 Create newlncident Question
Survey Management: for Incident

Display live survey.

Incident

survey url: . http:/49.3.5.52/maximo fwebclient/survey /survey.isp in-incidentid
Total Active Published Questions: ]
Total Inactive Published Questions: ... 0
Total Draft Questions 0

Change 1 (HTMLTermplat) =
Change [[41 (ncident-Sec) =1

Figure 5-32 Survey results

The Questions tab allows the Survey Administrator role to prepare new questions
for Survey. Click the Questions tab to add, modify, or archive the questions, as

shown in Figure 5-33.
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Total Published General Questions : ... 11 Total Unused Survey Questions : .... 0

Total Draft General Questions Tatal Draft Survey Questions 0

Total In-Use Survey Questions 0 Total Archived Questions 0

Figure 5-33 Survey questions
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To create a new Question for Survey, click Create new Standard Question. A
new window appears, as shown in Figure 5-34. Input the desired question text
into the Question Text Box. Input the possible multiple answers for the question in
the Answers section. A maximum of 15 answers can be provided for a single

question. Configure the question style of the answers by selecting the style
pattern from the Question Style drop-down menu, which includes standard

styles like radio button, check box, single drop-down, multi drop-down menu, free
form, statement, and header rule. The answers to the question appear to the

user in the configured style.

Help
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Question Management: Add a new Service Request question
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&
&
&
&
&
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Question Style:[Radio -

[T - [ [ [ memet
Figure 5-34 Survey create new questions
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To modify the existing standard, click Work with HTML on the Questions tab,
which appears as shown in Figure 5-35. This window provides the functionality to
change the display style of the answer and to change the order of the answers.
This window can also be used to make a clone of the standard question.
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o
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Figure 5-35 Survey work with HTML

The Survey Section tab is used for associating a survey section with supported
process (like SR, Incident, and Problem), as shown in Figure 5-36. Click the Edit
button in the Survey section to edit individual surveys that are associated with the

process.
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Figure 5-36 Survey section
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The Survey tab is used for associating a survey section with the supported
process (such as SR, Incident, and Problem), as shown in Figure 5-37. Click the

Edit button in the Survey section to edit individual surveys that are associated
with the process.
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Figure 5-37 Survey tab
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The HTML Template tab is used for creating or uploading a new HTML template
for the survey. Once the HTML template is ready, the HTML tab can be used for
associating a HTML template with the processes, as shown in Figure 5-38.
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Figure 5-38 HTML Templates

The Link Management tab is used for capturing the return links for the survey, as
shown in Figure 5-39.
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Figure 5-39 Link Management

Once the setup of Survey is done, the survey link from the Results tab is ready to
be used in communication templates, as shown in Figure 5-41 on page 321, and

in workflows when required.
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Figure 5-41 Survey link usage on Communication Template

Once a survey is sent to a customer through e-mail, a customer or user can
access the Survey form from the link in the e-mail and provide survey inputs.
Once the user submits the survey form, the response is collected.

In the scenario in which the help desk personnel calls the user randomly to
obtain a survey, the help desk personnel can access the Survey link on behalf of
the user and capture the details obtained during the call.
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Once survey inputs are captured using the Survey forms, the cumulative
performance report can be viewed from the Reports menu. For example, an
Incident Survey report can be found by selecting Go To — Reports — Service
Desk — Incident Survey. In a similar fashion, Problem reports can be found
under its respective report section by selecting Go To — Reports — Service
Desk

The reports that are available out of the box for analysis of Survey results are:

» The questions for SR/Incident/Problem report, with a percentage of the
answers chosen

» The report on the number of surveys sent and surveys received from users

5.3 Search

Tivoli Service Request Manager search provides application wide indexing and
searching capability. It uses the Lucene search engine, which has been
recognized for its utility in the implementation of search engines and local,
single-site searching. Lucene is an indexing and search library that can search
throughout Service Desk and Service Catalog objects data, including
attachments. The contents of each page are then analyzed to determine how it
should be indexed (for example, words are extracted from the titles, headings, or
special fields called meta tags). These index records include Tivoli Service
Request Manager Application Module data and can search within the
attachments (these are specific, compatible attachments, such as text or
document files).

5.3.1 Features

322

The global search is based on a configurable, indexed search that differentiates it
from the traditional resource consuming query based search. The indexed
search can be accessed from three application windows, and the enhanced
Tivoli Service Request Manager search capability permits three different
searches scenarios:

1. Global Search — Service Desk

The Global Search application is available to the Service Desk analyst for
searching for Service Desk and Service Catalog objects in Tivoli Service
Request Manager. Global Search allows a system administrator to perform a
faster, wider search within the Tivoli Service Request Manager Service Desk
and catalog. This search helps an analyst perform faster searches on Service
Desk and Service Catalog objects from a single window to find past requests,
incidents, problems, and solutions along with the attachments. On finding the
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result, the analyst can quickly refer to a solution from older tickets. On the
Service Catalog side, the Global search can perform searches for Service
Catalog objects like Offer, Catalog, Catalog Requests, and so on. The search
also be used to intelligently identify dependencies between tickets and link
tickets to a global ticket.

2. Service Request Manager Search

The Service Request Manager Search application is available for the
Self-Service Users to search for Service Desk and Service Catalog objects in
Tivoli Service Request Manager. Service Request Manager allows the Self
Service user to search only for records created by the Self Service user within
Service Desk and Service Catalog and permits search for data that is
exposed to the Self Service user in the Tivoli Service Request Manager, for
example, Self Service Solutions.

This search helps a Self Service User to perform faster searches on Self
Service solutions, Service Desk, and Service Catalog objects from a single
window. After finding the result, a Self Service User can quickly refer to the
Self Service solution from the solutions application and refer to older tickets
that were reported that resolved the issues reported earlier.

3. Attachment Search — Solution, SR, Incident, and Problem

The Global search not only indexes data from the database, but it can also
search within different file types that will be indexed as part of the attachment
content index. By default, Lucene search supports .doc, .txt, .html, and .xml
file types. All attachments with the specified file types will be indexed, but note
that the search will only work on text based files. It will not work on any
audio/video, .ppt, or .xls files.

5.3.2 Prerequisite configuration for Global Search

For Global search to function properly, certain setup activities have to be
performed to enable the indexing mechanism.

The setup verification activities are:

1. Cron task setup.

Pmobsearchcronj is the cron task responsible for creating and updating index
files for Lucene. By default, PmObjSearchCron is active out of box and is set
to a 24 hours schedule. This setup does not need to normally be altered or
rescheduled.
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If the cron task needs to be set up from scratch or for a different schedule,
perform the following steps:

a. Select Go To — System Configuration — Platform Configuration —
Cron Task Setup, as shown in Figure 5-42.
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Figure 5-42 Cron Task on Go To Menu

b. Search for “Pmobsearchcronj” under the Cron Task column, as shown in
Figure 5-43 on page 325.
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Figure 5-43 Cron Task Setup List Tab

c. Click the link and check the Active check box to make the cron task active
and set the schedule time. Save the record, as shown in Figure 5-44. The
time will determine how frequently the cron task will execute.

[ lFime | | [Select action M a2 a w

CronTash |
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Figure 5-44 Cron Task Detail Tab

d. Wait for some time for the Lucene index to be created. By default, the
index will be created under the following folders in the WebSphere
environment:

<driveletter>:\.. \BM\WebSphere\AppServer\profiles\ctgAppSrv01\objsear
chindex_<baselanguage>

<driveletter>:\..\IBM\WebSphere\AppServer\profiles\ctgAppSrv01\objsear
chindex_<additional_lang1>

<driveletter>:\.. \BM\WebSphere\AppServer\profiles\ctgAppSrv01\objsear
chindex_<additional_lang2>
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[ '\ tdw001',c3Program Files'\ IBM', W,

For example:

<driveletter>:\..\IBM\WebSphere\AppServer\profiles\ctgAppSrv01\objsear

chindex_EN

e. The drive (c: or d:) will change based on the installation directory. The
“objsearchindex” is the default folder under which the index file will be

created. In this case, as the base language is English, the

Objsearchindex_EN folder is created as shown in Figure 5-45. Once this
set of files has been created, you can start testing the search functionality.
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Figure 5-45 Qbjsearchindex_EN folder

2. Verify System Properties: LWDICT, LUCENEOBJINDEX, and ATTEXT.

The user has the option to set the following three properties to enable the
search. However, these are preset to the default values out of the box.
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a. LWDICT: This property holds the folder path where the LanguageWare®
dictionary files are stored. This property does not require frequent
changes; however, Maximo Administrator can use the following
information to change the location of the dictionary (.dic) files. Verify the
property and proceed to the next property.

i. To set this property, select Go To — System Configuration —
Platform Configuration — System Properties, as shown in
Figure 5-46.
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Figure 5-46 Go to System Properties
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ii. Search for LWDICT in the Global Properties Table, as shown in

Figure 5-47.

7 System Properties - Microsoft Internet Explorer
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Figure 5-47 LWDICT GLobal properties

ii. By default the dictionary files will be under the <maximo
install>/applications/maximo/lib folder. Check if you see any .dic files
under this directory structure. Verify the folder name and look for .dic
files, as shown in Figure 5-48.
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Figure 5-48 Folder location for .dic files

iv. Enter the above folder path into the Global value of the system property
and save the record. Then check the check box next to the LWDICT
property and select Live Refresh under the Select Action drop-down

menu.

v. Click OK. You will see that the folder path will be set to both the Global
and Current value fields, as shown in Figure 5-49 on page 329.
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Figure 5-49 Live Refresh LWDICT properties

The LWDICT property has been set.

b. LUCENEOBJINDEX: This property determines where the Lucene index
file has to be stored. Verify the property by checking the following:

i. To set this property, select Go To — System Configuration —
Platform Configuration — System Properties.

ii. Search for LUCENEOBJINDEX in the Global Properties Table. By
default, it is stored under the WebSphere installation directory structure
under the objsearchindex folder, as shown in Figure 5-45 on page 326.

ii. To set up the property, enter the above folder path into the Global value
of the system property and save the record. Then check the check box
next to the LWDICT property and select Live Refresh under the Select
Action menu.

c. ATTEXT: This system property is used to specify the file types that will be
indexed as part of the attachment content index. This is used for the
Attachment Search functionality. By default, the .doc, .txt, .html, and .xml
file types are supported, and the .pdf file type has to be added to the
non-supported list, as it is not supported by Lucene search. This is an
optional setting only and any change to this property will override the
default settings for .htms, .doc, .ixt, .xml, and .html.

i. To set this property, select Go To — System Configuration —
Platform Configuration — System Properties.

ii. Search for ATTEXT in the Global Properties Table.

iii. The value for this property must be specified as a string of file types
separated by a comma, for example, “.properties,.txt,.html”. This
means that all attachments with the specified file types will be indexed,
but the search will only work on text based files. It will not work on any
audio/video, .ppt, or .xs files.
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5.3.3 Screen flow

330

In this section, we will provide examples of different search options.

Global Search

This search is meant for Service Desk objects only. It is available for the SD

analyst. This is available under Go To — Service Desk — Global Search, as

shown in Figure 5-50.
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Figure 5-50 Go To Global search
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The application is a Self Service application and looks like the window shown in
Figure 5-51.
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Figure 5-51 Global Search
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Enter a search string and select the classes from the left side and the attributes
from the right side for which the search will be performed. Click the Find button
to start the search, as shown in Figure 5-51 on page 331. The results will be
displayed section wise in the tables. To launch an individual record from the list,
click the corresponding record ID, as shown in Figure 5-52.
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Figure 5-52 Global Search Results

Global SRM search

This search supports both Service Desk and Service Catalog objects. It is
available for the Self Service user. It can be accessed by selecting Go To — Self
Service — Global SRM Search, as shown in Figure 5-53.
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Figure 5-53 Go To Global SRM Search
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When you click the link, you will be taken to the SRM Search window, as shown
in Figure 5-54, which is similar to the Global Search window.
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Figure 5-54 Global SRM Search

The rest of Global SRM Search’s functionality is just like the functionality of
Global Search.

Attachment Search: .doc, .txt, .html, and .xml file types

This search will search for contents in files attached to a Solution, SR, Problem,
or Incident.
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In this example, we will use the Solution application:

1. A document has to be attached to the Solution. Select Go To — Service
Desk — Solutions, as shown in Figure 5-55.
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Figure 5-55 Go To Solutions

2. Search for a solution, for example, type 1005 on the Solution List tab and click
the 1005 link to open the main application, as shown in Figure 5-56.
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Figure 5-56 Solution List tab
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Figure 5-57 1005 link

3. Click the Add New File link, attach a file, and then add a new file to the
solution by clicking the Attachment Clip icon, as shown in Figure 5-58.
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Figure 5-58 Solution tab
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4. Click the OK button and the solution will now have the attachment, as shown
in Figure 5-59 and Figure 5-60.
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Figure 5-59 Attachment document to solution
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Figure 5-60 Attached document confirmation

5. To perform the search, go to the List tab of the Solutions application and
select Advanced Search — Attachment Search, as shown in Figure 5-61
on page 337.
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6. When you click Find, the result will contain all the solutions that have the term

“deduction”

inside their attached files, as shown in Figure 5-62.
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Figure 5-62 Attachment search string
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7. This search result means that solution “1004” has an attachment containing
the word “deduction”. In this case, the document under “Tax” contains the

word, as shown in Figure 5-63.
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Figure 5-63 Attachment search result

8. When you point the mouse at the “TAX” link, you can see the actual file
displayed on the bottom of the browser window. When you open the file, you
can find the word, as shown in Figure 5-64.

" i -:.-"' ¥ m
i u
[ e #h [seiect 2eton [ @ @ 21 @ % |81
Lt | scwton | Specificatiens §

Soluien  [1004 [\Visio Taxt b Seif-Service Access? [v]

Classification

Seluton Author |

Class Des.
Lagl View

Ene
12207

B vew attachimers.
Type

Status |ACTVE

Atachments &

P E0 RN (TR
Symptom  [The text within my Srawing d0es net print Document] ument FolderDocument Vers
TAX  testiax  MGeneric SOLUTION @ 3¢

Cause [Vou may have an unsupported printer driver

Figure 5-64 Solution detail from the attachment search result
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9. In order to clear the results of the search, do the following:

a. Go to the List tab and select Advanced Search — Where Clause, as
shown in Figure 5-65.

b. Clear the query and click Find. It will reset the search results, as shown in
Figure 5-66.
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Figure 5-66 Clear search where clause
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Best practices

This chapter will highlight best practices for high availability and system fine
tuning for Tivoli Service Request Manager.

Availability and performance are the most important topics in today’s IT
environment. They are the basic requirements for any IT system in order for it
support business in a smooth fashion. In order to meet the business
requirements for availability and performance, IT administrators must have
management processes to follow to ensure availability and performance. This
requires the IT professional to adopt a strategy that is both proactive and reactive
to conditions and events that would tend to adversely impact IT systems.

The proactive effort involves a number of tasks, including the following:

» Choosing the most effective IT architecture for the current and anticipated
workload

» Adopting best practices in application design, development, and deployment

» Performing rigorous regression testing prior to deployment in a production
environment

» Performing routine monitoring of key performance indicators to forestall
potential performance problems, as well as gather information for capacity
planning

The reactive effort involves having a well-defined methodology for identifying the
root cause of a problem and resolving the problem by applying best practices.
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ITIL provides the best practices for IT service management and the most relevant
ITIL processes for availability and performance are Availability Management and

Capacity Management.

In this chapter, we will focus on the following:

» “Availability Management” on page 343

» “Tivoli Service Request Manager availability considerations” on page 349
» “Fine tuning for Tivoli Service Request Manager components” on page 353
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6.1 Availability Management

Before discussing Tivoli Service Request Manager availability considerations, we
would like to introduce the ITIL Availability Management process. If you are
familiar with ITIL processes, you can sKip this section and proceed to 6.2, “Tivoli
Service Request Manager availability considerations” on page 349.

Availability Management is a process inside ITIL service delivery processes. The
goal of Availability Management is to ensure a cost effective operation for
delivering a defined level of availability of IT services to meet the business
requirements.

In today’s environment, business requires IT to provide the services for its
operation in a timely way. Any service interruption causes loss of business and
impacts customer satisfaction. Availability is normally the first priority
consideration for IT services operation.

Availability Management understands the IT service requirements of the
business. It plans, measures, monitors, and continuously strives to improve the
availability of the IT infrastructure to ensure the agreed requirements are
consistently met.

There are several indications that are important in Availability Management.
These are the key items we will need to consider and manage in Availability
Management processes. They are:

» Availability

An IT service is able to perform the expected functionality over a specified
time period.

» Reliability

An IT service is able to perform the expected functionality, over a certain
period of time, under prescribed circumstances.

» Maintainability
An IT service can be easily maintained.
» Serviceability

An IT service has all the relevant contract conditions of external suppliers to
maintain it.

» Resilience

The ability of an IT service to function correctly in spite of the incorrect
operation of one or more subsystems.
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6.1.1 Foundation of availability

The foundation of availability is to minimize downtime, maximize uptime, and
generally provide a high level of service. It is different from recovery and is
geared towards keeping systems running rather than recovering from them after
an outage. The result of a unscheduled outage will directly impact your
organization in terms:

» Enterprise demise
» Legal

» Business strategy
» Image

» Personnel morale

» Penalties

The following costs could be generate after a unscheduled outage:
» Lost revenue

» Lost user productivity

» Lost IT productivity

» Overtime payments

» Wasted goods

» Fines

6.1.2 Availability Management framework

When we understand what Availability Management is, it is time to define and
establish the Availability Management framework.

This activity requires you to develop guidelines and the framework for Availability
Management.

Establish the Availability Management framework
This activity develops guidelines and a framework for Availability Management.
The following tasks are part of this activity:

1. Understanding the requirements and specifications for Availability
Management.

2. Defining the strategy for Availability Management tools and capabilities, and
how they should be sourced, should they be developed in-house or rely more
on vendor capabilities.
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3. Defining evaluation criteria for Availability Management solutions and
services.

4. Establishing the framework for Availability Management by defining and
implementing practices and systems that support process activities.

5. Based on these systems, determining skill requirements for the staff and
assigning staff.

6. Finally, the structure and process of Availability Management, including
escalation responsibilities, have to be communicated to the process users.

7. The establishment of the process framework also includes the continuous
improvement of Availability Management, that is, the consideration of the
Availability Management process evaluation and the implementation of
recommended improvement actions.

These task are shown in Figure 6-1.

Availability assessment framework

y
Reguirement

and
i \ specifications

T —
{ Continues
imgrovement

Availability
Framework

Ezcalation '3 i
o Criteria
Mmanageme evaluation

4

5 Define
Skills and
requirements implement

Process

Figure 6-1 Availability assessment framework
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Tools requirements for Availability Management

In order to effectively support the Availability Management process, a range of
monitoring and management tools are required to support the activities in
Availability Management. We need automation tools to help with activities like
measurement, monitoring, analyzing, and reporting in Availability Management.

The required tools depend on the availability and automation requirements for
daily Availability Management operations.

The tools should provide the following functions:

» Monitoring for the specified target of the IT resource or service

» Alerts for errors or threshold violations

» A reporting facility for generating the required management reports

» A centralized system management for reducing man made errors and
enhance the quality of system management

6.1.3 Levels of availability

Different levels of availability have been defined within IBM to help customers
address their business needs.

Based on the assessment for the Availability Management framework and your
business objectives, you will have the ability to choose the level of availability
defined in this section.

More than one consideration has to be taken before choosing the level of
availability required to ensure that you will provide to your environment the added
value expected for the level chosen.

Important: Implementing a level of high availability that is not required by the
business can require an investment that will not give you a Return of
Investment (ROI).

Each level of availability defines the percentage of uptime, what the service level
should be, and the business hours for the support.

Economy
This level of availability is primarily for business hours:

» There is 98.5% uptime.
» There is low availability.
» The service level could be at 98.5%.
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» There is no guaranteed minimum service level.
» This is an “office hours” systems with no support commitments.
» There is no guaranteed data recovery.

Critical
This level is the standard availability model:

» The typical service level is 99.0%.

» The minimum service level is about 98.5%.

» This is typically an “office hours” environment.
» There is a potential for data loss.

High available
This level is the high availability model:

» The typical service level is 99.5%.
» The minimum service level is about 99.0%.

» This can be a 24x7 environment, but is normally an extended “office hours”
system.

» There is limited data loss.

Mission critical
This level is the very high availability model:

» The typical service level is 99.7%.
» The minimum service level is about 99.5%.
» This is typically a 24x7 environment.

» The recovery point objective is as close to zero as possible.

6.1.4 Key performance indicators

Once you have chosen your level of availability, you will have to make sure your
infrastructure will be able to support and maintain it. The keys to successfully
maintaining your availability level are the key performance indicators (KPIs).

Key performance indicators (KPIs) are the detailed specifications used to track
business objectives. They are evaluated by management.
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A KPl is associated with a specific process and is generally represented by a
numeric value. A KPI may have a target and allowable margins, or lower and
upper limits, forming a range of performance that the process should achieve. A
KPI can be thought of as a metric with limits, and is itself made up of one or more
metrics.

KPIs are created based on business objectives. A business objective is an
executive statement of direction in support of a corporate strategy. The business
objective is a high-level goal that is quantifiable, measurable, and
results-oriented. For business measures modeling, the business objective is
translated into a KPI that enables the organization to measure some aspect of
the process against a target that they define.

The way to keep your management updated on the actual situation of your IT
infrastructure are: report, on a daily or weekly basis, through a dashboard
system or any other accessible tools.

What you will need to support the availability of your systems

The most important ITIL processes that will help your organization maintain your
level of availability are listed and defined here:

» Service Management Processes

— Incident management

— Problem management

— Change management
But, in order to effectively support the Availability Management process, a range
of monitoring and management tools are needed to support the activities in
Availability Management. We need automation tools to help with activities like
measurement, monitoring, analyzing, and reporting in Availability Management.
Your tools requirement depends on the availability and automation requirements
for daily Availability Management operations.
The tools should provide the following functions:
» Monitoring for the specified target of the IT resource or service
» Alerts for errors or threshold violations
» A reporting facility for generating the required management reports

» A centralized system management for reducing man made errors and
enhancing the quality of system management
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As for the monitoring, we can consider several different views when setting a
monitoring target. We could have three monitoring views: individual IT
component view, application view, and IT service view. The reason to have the
different views is because we have different measurement foci for the different
aspects. From the IT services view, the concern is about service availability.
From the application view, the concern is about application availability. And from
the IT component view, the concern is about IT component availability. The three
views have a layered relationship: the service view is on top, the application view
is in the middle, and the IT component view is at the bottom. With the three
different monitoring views, we have better control over service management for
availability.

The focus for IT component view focuses on the resources monitoring for IT
components. We want to know the status for each IT component, and if there is
any existing errors for the IT component.

The focus for application view focuses on the composite application monitoring.
We want to know the running status of the middleware and applications. The
applications transaction may traverse multiple servers and its correctness
depends on all the underlying IT components.

The focus for service view focuses on the IT services. We want to know the
required IT services availability for a business operation.

6.2 Tivoli Service Request Manager availability
considerations

Having discussed the Availability Management process defined by ITIL, we can
move on to Tivoli Service Request Manager Availability Management
considerations. You can install Tivoli Service Request Manager in two different
ways:

» Basic configuration
» Advanced (or clustered) configuration

Each configuration is suitable for certain kinds of environments.
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6.2.1 Basic Tivoli Service Request Manager configuration

A basic Tivoli Service Request Manager configuration consists of Tivoli Service
Request Manager running on a single application server. The application server
connects to a single instance of the Tivoli Service Request Manager database
that is available on a database server. If the Maximo Enterprise Adapter is also
configured for deployment, then additional messaging queues are set up.
Maximo uses the additional queues to send data to external systems, and to
receive data from external systems.

This configuration is suitable for up to 50 users. Even with fewer than 50 users,
the basic Tivoli Service Request Manager configuration can become overloaded
if a great deal of processing is being done. For example, running scheduled jobs
(cron tasks) requires considerable memory and processing power.

When processing power and memory are overtaxed, the user who is using the
application from a browser can experience unacceptable performance. If the
basic configuration is performing poorly, you might need to deploy the advanced
enterprise configuration.

Note: In the basic configuration, even if the application server process runs on
a 64-bit computer, performance can be slow. Although a 64-bit computer
allows greater memory utilization, the server process suffers from Java
garbage collection pauses due to large heap space, and performance slows.

If your production system must support hundreds of users, the basic
configuration will likely prove insufficient due to memory and processing
limitations. A single instance of the application server to support the Maximo
application cannot handle the load that is required in enterprise deployments.

Note: Because Tivoli Service Request Manager is an interactive application,
the user who uses Tivoli Service Request Manager from a browser expects a
response from the server to be immediate, or nearly so.

Other processes such as cron tasks and inbound messages from external
systems do not require user interaction. The response time for these
processes does not need to be immediate. These processes can be
configured to run in separate clusters or on separate hardware.
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6.2.2 Advanced Tivoli Service Request Manager configuration

You can use load distribution in a heavily used system that experiences
unacceptable delays in Tivoli Service Request Manager and overall throughput.
Load distribution separates the user-interface traffic from all other processing in
Tivoli Service Request Manager.

Deploying Tivoli Service Request Manager on more than one server (or cluster)
is an effective way to distribute user load and improve the user experience of
system performance.

When you use clustering, implement the cluster configuration so that the system
can scale well. You can set up multiple clusters, each consisting of multiple Java
virtual machines (JVMs). The number of JVMs depends in part on the overall
hardware and software limitations of the environment. You can tune the setup
based on traffic and performance numbers.

A system of separate clusters with multiple JVMs as cluster members provides
advantages in system administration. In such a setup, Tivoli Service Request
Manager users are not affected by any problems in the queue cluster.

For your system to perform well, isolate the Tivoli Service Request Manager
user-interactive applications to one cluster, and the asynchronous processes to a
separate cluster. Such a configuration also helps the system to scale well.

The use of Tivoli Service Request Manager application reports can also put a
large burden on the Tivoli Service Request Manager user interface performance.
To remove the impact of reports on the user interface performance, run reports
that require significant system resources as scheduled reports on separate
clusters. To help the overall system performance, run only simple reports from
the user interactive application.
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You can further enhance each cluster simply by adding servers, depending on
your needs. Figure 6-2 illustrates the high-level components of an advanced
configuration
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Figure 6-2 Advanced (clustered) Tivoli Service Request Manager configuration

Multiple cluster setup is also good idea when Tivoli Service Request Manager
integration with external systems is implemented. The purpose of clustering is to
separate the inbound queue by placing it in a separate cluster from the
interactive users. Separating the queue this way prevents inbound traffic from
affecting the user interface performance.

Every external system that Tivoli Service Request Manager needs to
communicate with should be set up with its own sequential inbound and
sequential outbound queues. If you also set up each sequential queue with its
own cron task, administering the queues is easier. For example, you might set up
a system with three clusters, and call them Ul, Q, and Cron.

» Ul cluster: Provides a connection for Tivoli Service Request Manager
application users. Hosts the Web application and sequential outbound
queues.

» Q cluster: Principally for hosting continuous and sequential inbound queues.
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» Cron cluster: Where other Tivoli Service Request Manager cron tasks are
configured.

The Ul cluster is where users generate transactions when they save work in
Tivoli Service Request Manager. The Ul cluster should therefore host sequential
outbound queues to send out user-generated Tivoli Service Request Manager
transactions to external systems.

The Q cluster is intended for incoming data for Tivoli Service Request Manager.

The optional Cron cluster is set up for other Tivoli Service Request Manager cron
tasks. Setting up a third cluster for cron tasks is helpful and should bring the
system configuration close to its ideally segregated potential. If cron tasks might
generate outbound Tivoli Service Request Manager transactions, then the Cron
cluster needs its own set of sequential outbound queues. Outbound queue setup
on the Cron cluster would be similar to outbound queue setup on the Ul cluster
and the Q cluster.

6.3 Fine tuning for Tivoli Service Request Manager
components

In this section, we will delve into the details of tuning Tivoli Service Request
Manager for best performance. We have broken down this topic into several
categories:

» Application Server performance testing and fine tuning
» Database Server and SQL fine tuning

» Network and bandwidth fine running

» Client workstation configuration

» Reporting configuration

6.3.1 Application server fine tuning
An application server is basically a software platform or framework to host and
run applications, such as Tivoli Service Request Manager. IBM WebSphere

Application Server and BEA WebLogic are the two standard application servers
that Service Request Manager uses.

Note: BEA WebLogic Server support for Tivoli Service Request Manager is
planned to be available after the product is generally available.
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The Service Request Manager Application Server maintains Tivoli Service
Request Manager business application objects and configuration files. This
section describes the benefits of tuning for optimal performance, highlights the
tunable parameters of the major WebSphere Application Server components,
and provides insight about how these parameters affect performance.

WebSphere Application Server provides tunable settings for its major
components to enable you to make adjustments to better match the runtime
environment to the characteristics of your application. Many applications can run
successfully without any changes to the default values of these tuning
parameters. Other applications might need changes, for example, a larger heap
size, to achieve optimal performance.

Performance tuning can yield significant gains in performance even if an
application is not optimized for performance. However, correcting shortcomings
of an application typically results in larger performance gains than are possible
with just altering tuning parameters. Many factors contribute to a high performing
application.

Recommended hardware configuration for Tivoli Service
Request Manager

In Tivoli Service Request Manager, every JVM must have a minimum of 1 CPU
(one 800 Mhz or faster processor) and 1 GB of memory, but for better
performance, each JVM should have a processor and 2 GB of memory dedicated
to it. WebSphere itself should have one CPU and 1 GB of memory assigned to it.
The OS should also have 1 CPU and 1 GB of memory assigned to it. That means
to support 50 concurrent connections with no MEA installed you need a minimum
of three CPUs and 4 GB of memory. For every 50 concurrent connections
needed, another JVM and its requirements will be needed. If the MEA is involved
with moderate to small activity, then one more JVM should be added and the
MEA and cron task transactions should be separated from the user JVMs. If a
high level of activity is expected, then the MEA should have its own JVM and cron
tasks should have its own JVM.

Application performance testing

Application performance testing is an important component of the software
deployment cycle. It becomes even more important with respect to Web
applications, since a user’s tolerance for slow applications is generally much
lower than that of a captive internal audience. Performance testing has been a
subject of many products and white papers recently, and has spawned a new IT
industry dedicated to Web application testing.

In this section, we are going to talk about application server parameters that may
affect system performances. When performance testing a Web application,
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several requirements must be determined either through interpretation of data
from an existing application that performs similar work, or from best-guess
estimates. Those requirements are:

» Average request rate

What is the expected number of users who will access this application? This
is generally expressed in hits per month, day, hour, or minute, depending on
volumes. This should be re-evaluated regularly.

» Peak request rate

How many pages will need to be served per second? This also should be
re-evaluated regularly.

» Average concurrent users

What is the average number of users accessing the application at the same
time during regular usage hours? This should be planned for, expected, and
re-evaluated on a regular basis.

» Peak concurrent users

This is the maximum number of concurrent users that will visit your site during
peak time.

» Regular usage hours

This value defines your off-peak hours. This is required to simulate a realistic
workload.

» Peak usage hours

During this time, most of your traffic will happen and a performance
degradation would impact most of your users.

» Site abandonment rate

How long will a user stay on your page before he leaves the site or closes the
browser?

The user base, especially for Web applications, is a difficult number to determine,
especially if this is an application that is performing a new function on a Web site.
Use existing Web server measurements to provide a “best-guess” number based
on current traffic patterns for the site. If capturing these numbers is not possible,
then the best option is to determine the breaking point for the application within
the intended deployment infrastructure. This provides the ability to monitor once
the application is live and to provide increased capacity prior to a negative user
response due to load.

When dealing specifically with applications running in WebSphere Application
Server, there are performance testing protocols that can be followed.
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Refer to the following for more details on WebSphere Application Server
Performance testing protocol tools:

http://www.software.ibm.com/wsdd/techjournal/0211 polozoff/polozoff.htm
1

One important point to remember is that performance tuning is more of an “art”
than a science. Do not worry if you get the impression that you will not be able to
achieve your tuning goals if you believe you lack the “talent” for that art, because,
on the other hand, performance tuning should also be seen as an art that strictly
follows the recurring, monotonous trifold process of testing, evaluating, and
tuning. This process requires that you know your system, your environment, and
application very well, that you know what you want to test, what goal(s) you want
to achieve, and also that you are familiar with the tools you are going to use for
load testing, all of which implies more of a solid handicraft than an artist’s
creative work. But having a bit of intuition and developing a feeling for your work
will most certainly help you in finding the best configuration. Finally, experience
will be your most valuable friend, so get to know different load testing tools on
various environments to gain comprehensive, in-depth knowledge.

It is important to keep in mind that it is impossible to make up for poor application
design or application code by tuning WebSphere. It is also important to
remember that performance tuning is an ongoing process. Continual reviews of
performance should be done to ensure that changes in load, application
behavior, and site behavior have not adversely impacted application
performance. Also, there are no hard rules for performance tuning. What may be
appropriate tuning for one application may not be appropriate for another. It is
more important to understand the concepts associated with tuning, and make
adjustments based on the understanding gained from those concepts.

Using the appropriate tools

Deploying applications that perform and scale in an acceptable manner is not an
accidental occurrence. Producing high performance software requires that you
include several rounds of stress testing during the development cycle. You can
use one or more of the many open source or commercial stress testing tools to
automate the execution of your stress tests.

The primary purpose of stress testing tools is to discover under what conditions
your application's performance becomes unacceptable. You do this by changing
the application inputs to place a heavier and heavier load on the application and
measuring how performance changes with the variation in those inputs. This
activity is also called load testing. However, load testing usually describes a very
specific type of stress testing: increasing the number of users to stress test your
application.
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The simplest way to stress test an application is to manually vary the inputs (for
example, the number of clients, size of requests, frequency of requests, and mix
of requests) and then chart how the performance varies. If you have many inputs,
or a large range of values over which to vary those inputs, you probably need an
automated stress testing tool. Moreover, you will want test automation to repeat
test runs following environmental or application-specific changes once you
uncover an issue.

Note: We recommend making only one change at a time in between test runs
so the results are measurable.

If you are testing manually, it can be difficult to accurately reproduce an identical
set of tests across multiple test executions. When it comes to having multiple
users testing your application, it is almost impossible to run manual tests
consistently and it can be very difficult to scale up the number of users testing the
application.

Today, there is no generic, one-size-fits-all stress testing tool. Every application
differs in what inputs it takes and how it executes them. Java and
WebSphere-based Web applications generally receive requests from clients
through the HTTP protocol. There are many stress testing tools that can simulate
user activity over HTTP in a controlled and reproducible manner.

With so many stress testing tools available today, how can you choose the one
that is most appropriate for your application? Some of the points to consider
when evaluating stress testing tools are discussed in “Client interaction”.

Client interaction

The stress testing tool must be able to handle the features and protocols that
your application uses.

Simulation of multiple clients

This is the most basic functionality of a stress testing tool, that is, scripted
execution with the ability to edit scripts. If you cannot script the interaction
between the client and the server, then you cannot handle anything except the
most simple client requests. The ability to edit the scripts is essential; minor
changes should not require you to go through the process of re-generating a
script. This task includes:

» Session support

If a stress testing tool does not support sessions or cookies, it is not very
useful and may not be able to stress test Java and WebSphere applications.
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» Configurable numbers of users

The stress testing tool should let you specify how many simulated users are
running each script or set of tasks, including allowing you to vary the number
of simulated users over time. Many stress testing tools enable you to start
with a small number of users and ramp up slowly to higher numbers of users.

» Reporting: success, errors, and failures

The tool you choose must have a defined way to identify a successful
interaction, as well as failure and error conditions. An error might be getting
no Web page back at all, while a failure might be getting the wrong data back
on the page.

» Page display and playback

A useful feature in many stress testing tools is the capability to inspect some
of the pages that are being sent to the simulated users or to replay entire test
scripts. You can then be confident that the stress test is functioning as you
expect.

» Exporting test results

After running a stress test, you may want to be able to analyze the test results
using various tools that are external to the stress testing tool, including
spreadsheets and custom analysis scripts. Most stress testing tools include
extensive built-in analysis functions, but being able to export the data gives
you more flexibility to analyze and catalog the data in arbitrary ways.

» Think Time

Real-world users do not request one Web page immediately after another.
There are generally delays between viewing one Web page and the next. The
term think time is the standard way of expressing the addition of a delay into a
test script to more realistically simulate user behavior. Many stress testing
tools support randomly generated think times based on a statistical
distribution.

» Variable data

Live users do not work with the same set of data on each interaction with your
application. During a stress test, this should also be true of your simulated
users. It is easier to make your simulated users appear to be working with
varied data if the stress testing tool supports data input from lists, files, or a
database.

» Script recording

Rather than writing scripts, it is much easier to manually run through a
session with your browser and have that session recorded for later editing.
Most stress testing tools include provisions for capturing manual interaction
with your application.
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» Analysis tools

Measuring performance is only half the story. The other, and perhaps more
important, half of stress testing is analyzing the performance data. The type
of analysis tools and degree of detailed analysis you can perform depends
directly on what analysis tools are supported by the tool you select. Therefore,
evaluate this support in the tools you are considering carefully.

» Load distribution

Your deployed application may well need to support hundreds of concurrent
users once in production. How can you simulate this level of traffic in a stress
testing environment? A typical workstation running a stress testing tool will
likely to begin to bottleneck, once approximately 200 virtual users are running.
To simulate a greater number of users, you can distribute the stress testing
load across multiple workstations. Many of the available stress testing tools
support distribution of load and you will certainly want this feature for large
scale stress testing.

» Measuring server-side statistics

The basic stress testing tool measurement is client-based response times
from client/server interactions. However, you may also want to gather other
statistics, such as the CPU utilization or page fault rates. With this server-side
data, you can then do useful things like view client response times in the
context of server load and throughput statistics.

Application performance tuning guidelines

Tuning is about utilizing resources to their fullest potential, resulting in the fastest
request processing possible. Many components in WebSphere Application
Server have an impact on performance and tuning is highly
application-dependent. This section discusses how to identify bottlenecks, gives
a practical introduction to analyzing them, and finally gives recommendations on
settings for major WebSphere environment properties.

It is important to stress once again that performance tuning is not an exact
science. Factors that influence testing vary from application to application, and
also from platform to platform. This section is designed to provide a primer for the
reader in a way that describes areas that can be tuned to increase performance.

Adjusting WebSphere Application Server system queues
WebSphere Application Server establishes a queuing network, which is a group
of interconnected queues that represent various components. There are queues
established for the network, Web server, Web container, EJB™ container, Object
Request Broker (ORB), data source, and possibly a connection manager to a
custom back-end system. Each of these resources represents a queue of
requests waiting to use that resource. Queues are load-dependent resources.
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As such, the average response time of a request depends on the number of
concurrent clients.

As an example, think of an application, consisting of servlets and EJBs, that
accesses a back-end database. Each of these application elements reside in the
appropriate WebSphere component (for example, servlets in the Web container)
and each component can handle a certain number of requests in a given time
frame.

Queuing before WebSphere

The first rule of tuning is to minimize the number of requests in WebSphere
Application Server queues. In general, requests should wait in the network (in
front of the Web server) rather than waiting in the WebSphere Application Server.
This configuration allows only those requests that are ready to be processed to
enter the queuing network. To accomplish this task, specify that the queues
furthest upstream (closest to the client) are slightly larger, and that the queues
further downstream (furthest from the client) are progressively smaller.

Note: The queuing network becomes progressively smaller as work flows
downstream. When 200 client requests arrive at the Web server, 125 requests
remain queued in the network because the Web server is set to handle 75
concurrent clients. As the 75 requests pass from the Web server to the Web
container, 25 remain queued in the Web server and the remaining 50 are
handled by the Web container. This process progresses through the data
source until 25 user requests arrive at the final destination, the database
server. Because there is work waiting to enter a component at each point
upstream, no component in this system must wait for work to arrive. The bulk
of the requests wait in the network, outside of WebSphere Application Server.
This type of configuration adds stability, because no component is overloaded.
The Edge Server Components can be used to direct waiting users to other
servers in a WebSphere Application Server cluster.

If resources are more readily available on the application server or database
server, it may be appropriate to tune so that each request from the Web server
has an available application server thread, and every application server thread
has an available database connection. The need for this type of configuration
depends on the application and overall site design.

Determining optimum queue sizes

A simple way to determine the right queue size for any component is to perform a
number of load runs against the application server environment at a time when
the queues are very large, ensuring maximum concurrency through the system.
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One approach would be as follows:

» Set the queue sizes for the Web server, Web container, and data source to an
initial value, for example, 100.

» Simulate a large number of typical user interactions entered by concurrent
users in an attempt to fully load the WebSphere environment. In this context,
“concurrent users” means simultaneously active users that send a request,
wait for the response, and immediately resend a new request upon response
reception without think time.

» Measure overall throughput and determine at what point the system
capabilities are fully stressed (the saturation point).

» Repeat the process, each time increasing the user load. After each run,
record the throughput (requests per second) and response times (seconds
per request) and plot the throughput curve.

The throughput of WebSphere Application Server is a function of the number of
concurrent requests present in the total system. At some load point, congestion
will start to develop due to a bottleneck and throughput will increase at a much
lower rate until reaching a saturation point (maximum throughput value). The
throughput curve should help you identify this load point.

It is desirable to reach the saturation point by driving CPU utilization close to
100%, since this gives an indication that a bottleneck is not caused by something
in the application. If the saturation point occurs before system utilization reaches
100%, there is likely another bottleneck that is being aggravated by the
application. For example, the application might be creating Java objects causing
excessive garbage collection mark phase bottlenecks in Java that you may notice
as only one processor being utilized at a time on multi-processor systems. On
uniprocessor systems, you will not be able to see the symptom, but only the
problems it is causing.

The most manageable type of bottleneck occurs when the CPUs of the servers
become fully utilized. This type of bottleneck can be fixed by adding additional or
more powerful CPUs.

Determining the maximum concurrency point

The number of concurrent users at the throughput saturation point represents the
maximum concurrency of the application. For example, if the application
saturated the application server at 50 users, 48 users might give the best
combination of throughput and response time. This value is called the Max
Application Concurrency value. Max Application Concurrency becomes the
preferred value for adjusting the WebSphere Application Server system queues.
Remember, it is desirable for most users to wait in the network; therefore, queue
sizes should decrease when moving downstream farther from the client.
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For example, given a Max Application Concurrency value of 48, start with system
queues at the following values: Web server 75, Web container 50, and data
source 45. Perform a set of additional experiments by adjusting these values
slightly higher and lower to find the best settings

Adjusting queue settings for access patterns

In many cases, only a fraction of the requests passing through one queue enters
the next queue downstream. In a site with many static pages, many requests are
fulfilled at the Web server and are not passed to the Web container. In this
circumstance, the Web server queue can be significantly larger than the Web
container queue. In the previous section, the Web server queue was set to 75
rather than closer to the value of Max Application Concurrency. Similar
adjustments need to be made when different components have different
execution times. As the percentage of static content decreases, however, a
significant gap in the Web server queue and the application server queue can
create poorly performing sites overall. Remember that tuning is an art, not a
science, and different Web sites have different requirements.

For example, in an application that spends 90% of its time in a complex servlet
and only 10% making a short JDBC™ query, on average 10% of the servlets are
using database connections at any time, so the database connection queue can
be significantly smaller than the Web container queue. Conversely, if much of a
servlet execution time is spent making a complex query to a database, consider
increasing the queue values at both the Web container and the data source.
Always monitor the CPU and memory utilization for both the WebSphere
Application Server and the database servers to ensure the CPU or memory are
not being overutilized.

Configuring the queues

Within WebSphere Application Server, the queues are represented as pooled
resources, for example, thread pools or database connection pools. Pool settings
determine the maximum concurrency level of a resource. This section describes
how the different queues are represented in WebSphere and their settings.

Data source
There are two settings to be concerned with for determining data source queues:

» Connection pool size

» Prepared statement cache size

Connection pool size

When accessing any database, the initial database connection is an expensive
operation. WebSphere Application Server supports JDBC 2.0 Standard
Extension APlIs to provide support for connection pooling and connection reuse.
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The connection pool is used for direct JDBC calls within the application, as well
as for enterprise beans using the database.

Tivoli Performance Viewer can help find the optimal size for the connection pool.
Use a standard workload that represents a typical number of incoming client
requests, use a fixed number of iterations, and use a standard set of
configuration settings. Watch the Pool Size, Percent Used, and Concurrent
Waiters counters of the data source entry under the JDBC Connection Pools
module. The optimal value for the pool size is that which reduces the values for
these monitored counters. If Percent Used is consistently low, consider
decreasing the number of connections in the pool.

Better performance is generally achieved if the value for the connection pool size
is set lower than the value for the Max Connections in the Web container. Lower
settings for the connection pool size (10-30 connections) typically perform better
than higher (more than 100) settings. On UNIX® platforms, a separate DB2
process is created for each connection. These processes quickly affect
performance on systems with low memory, causing errors.

Each entity bean transaction requires an additional connection to the database
specifically to handle the transaction. Be sure to take this into account when
calculating the number of data source connections.

The connection pool size is set from the Administrative Console using these
steps:
1. Select Resources — JDBC Providers in the console navigation tree.

2. Select the appropriate scope (cell, node or server), depending on your
configuration.

Open the JDBC provider configuration by clicking the name of the provider.
Select the Data Sources entry under Additional Properties.

Open the data source configuration by clicking the data source name.
Select Connection pool properties.
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Use the Minimum connections and Maximum connections fields to configure
the pool size. The default values are 1 for min connections and 10 for max
connections.

8. Save the configuration and restart the affected application servers for the
changes to take effect.
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Deadlock can occur if the application requires more than one concurrent
connection per thread, and the database connection pool is not large enough for
the number of threads. Suppose each of the application threads requires two
concurrent database connections and the number of threads is equal to the
maximum connection pool size. Deadlock can occur when both of the following
are true:

» Each thread has its first database connection, and all are in use.

» Each thread is waiting for a second database connection, and none would
become available, since all threads are blocked.

To prevent deadlock in this case, the value set for the database connection pool
must be at least one higher than the number of waiting threads in order to have at
least one thread complete its second database connection.

To avoid deadlock, code the application to use, at most, one connection per
thread. If the application is coded to require C concurrent database connections
per thread, the connection pool must support at least the following number of
connections, where T is the maximum number of threads:

T*(C-1)+1

The connection pool settings are directly related to the number of connections
that the database server is configured to support. If the maximum number of
connections in the pool is raised, and the corresponding settings in the database
are not raised, the application fails and SQL exception errors are displayed in the
SystemErr.log file.

Prepared statement cache size

The data source optimizes the processing of prepared statements to help make
SQL statements process faster. It is important to configure the cache size of the
data source to gain optimal statement execution efficiency. A prepared statement
is a precompiled SQL statement that is stored in a prepared statement object.
This object is used to efficiently execute the given SQL statement multiple times.
If the JDBC driver specified in the data source supports precompilation, the
creation of the prepared statement will send the statement to the database for
precompilation. Some drivers might not support precompilation and the prepared
statement might not be sent until the prepared statement is executed.

If the cache is not large enough, useful entries will be discarded to make room for
new entries. In general, the more prepared statements your application has, the
larger the cache should be. For example, if the application has five SQL
statements, set the prepared statement cache size to 5, so that each connection
has five statements.

364 Implementing IBM Tivoli Service Request Manager V7.1 Service Desk



Tivoli Performance Viewer can help tune this setting to minimize cache discards.
Use a standard workload that represents a typical number of incoming client
requests, use a fixed number of iterations, and use a standard set of
configuration settings. Watch the PrepStmtCacheDiscardCount counter of the
JDBC Connection Pools module. The optimal value for the statement cache size
is the setting used to get either a value of zero or the lowest value for
PrepStmtCacheDiscardCount.

As with the connection pool size, the statement cache size setting requires
resources at the database server. Specifying too large a cache could have an
impact on database server performance. We highly recommend that you consult
your database administrator to determine the best setting for the prepared
statement cache size.

Note: The statement cache size setting defines the maximum number of
prepared statements cached per connection.

The cache size is set from the Administrative Console using these steps:
1. Select Resources — JDBC Provider in the console navigation tree.

2. Select the appropriate scope (cell, node, or server), depending on your
configuration.

Open the JDBC provider configuration by clicking the name of the provider.
Select the Data Sources entry in the Additional Properties window.

Open the data source configuration by clicking the data source name.
Select WebSphere Application Server data source properties.

Use the Statement cache size field to configure the total cache size.
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Save the configuration and restart the affected application servers for the
change to take effect.

EJB container

You can use the following parameters to make adjustments that improve
performance for the EJB container.

Cache settings (cache size and cleanup interval)

To determine the cache absolute limit, multiply the number of enterprise beans
active in any given transaction by the total number of concurrent transactions
expected. Then, add the number of active session bean instances. Use the Tivoli
Performance Viewer to view bean performance information. The cache settings
consist of two parameters: the cache size and the cleanup interval.
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The cleanup interval specifies the interval at which the container attempts to
remove unused items from the cache in order to reduce the total number of items
to the value of the cache size.

The cache size specifies the number of buckets in the active instance list within
the EJB container.

To change these settings, click Servers — Application servers —
<AppServer_Name> — EJB Container Settings — EJB container —» EJB
cache settings.

The default values are Cache size=2053 buckets and Cache cleanup
interval=3000 milliseconds.

ORB thread pool size

Method invocations to enterprise beans are only queued for requests coming
from remote clients going through the RMI activity service. An example of such a
client is an EJB client running in a separate Java Virtual Machine (another
address space) from the enterprise bean. In contrast, no queuing occurs if the
EJB client (either a servlet or another enterprise bean) is installed in the same
JVM that the EJB method runs on and the same thread of execution as the EJB
client.

Remote enterprise beans communicate by using the RMI/IIOP protocol. Method
invocations initiated over RMI/IIOP are processed by a server-side ORB. The
thread pool acts as a queue for incoming requests. However, if a remote method
request is issued and there are no more available threads in the thread pool, a
new thread is created. After the method request completes, the thread is
destroyed. Therefore, when the ORB is used to process remote method
requests, the EJB container is an open queue, due to the use of unbounded
threads.

The degree to which the ORB thread pool value needs to be increased is a
function of the number of simultaneous servlets (that is, clients) calling enterprise
beans and the duration of each method call. If the method calls are longer or the
applications spend a lot of time in the ORB, consider making the ORB thread
pool size equal to the Web container size. If the servliet makes only short-lived or
quick calls to the ORB, servlets can potentially reuse the same ORB thread. In
this case, the ORB thread pool can be small, perhaps even one-half of the thread
pool size setting of the Web container.

The ORB thread pool size is configured from the Administrative Console using
these steps:

1. To change these settings, click EJB cache settings.
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2. Select Servers — Application servers —» <AppServer_Name> —
Container Services.

3. Select ORB Service — Thread Pool.

4. Use the Maximum Size field to configure the maximum pool size. Note that
this only affects the number of threads held in the pool (the actual number of
ORB threads can be higher).

5. Save the configuration and restart the affected application server for the
change to take effect.

Web container

To route servlet requests from the Web server to the Web containers, a transport
connection between the Web server plug-in and each Web container is
established. The Web container manages these connections through transport
channels and assigns each request to a thread from the Web container thread
pool.

Thread pool

The Web container maintains a thread pool to process inbound requests for
resources in the container (that is, servlets and JSPs).

Tivoli Performance Viewer can help tune the Web container thread pool size
settings. Use a standard workload that represents a typical number of incoming
client requests, use a fixed number of iterations, and use a standard set of
configuration settings. Watch the PercentMaxed and ActiveCount counters of the
Thread Pools module. If the value of the PercentMaxed counter is consistently in
the double digits, then the Web container could be a bottleneck and the number
of threads should be increased. On the other hand, if the number of active
threads are significantly lower than the number of threads in the pool, consider
lowering the thread pool size for a performance gain.

The Web container thread pool size is configured from the Administrative
Console using these steps:

1. Select Servers — Application servers —» <AppServer_Name>.

2. Select the Thread Pools entry under Additional Properties.

3. Select the WebContainer entry in the thread pools list of the workspace.
4

. Use the Maximum Size field to configure the maximum pool size. Note that in
contrast to the ORB, the Web container only uses threads from the pool,
hence a closed queue. The default value is 50.

5. Save the configuration and restart the affected application server for the
change to take effect.
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Important: Checking the Allow thread allocation beyond maximum thread
size box on the Thread Pool Configuration page allows for an automatic
increase of the number of threads beyond the maximum size configured for
the thread pool. As a result of this, the system can become overloaded
because too many threads are allocated.

HTTP transport channel maximum persistent requests

The maximum persistent requests is the maximum number of requests allowed
on a single keep-alive connection. This parameter can help prevent denial of
service attacks when a client tries to hold on to a keep-alive connection. The
Web server plug-in keeps connections open to the application server as long as it
can, providing optimum performance.

A good starting value for the maximum number of requests allowed is 100 (which
is the default value). If the application server requests are received from the Web
server plug-in only, increase this parameter's value.

The maximum number of requests allowed is configured from the Administrative
Console using these steps:
1. Select Servers — Application servers — <AppServer_Name>.

2. Select Web Container Settings — Web container transport chains under
Container Settings.

3. Select the transport chain you want to modify, for example,
WClInboundDefault.

4. Select HTTP Inbound Channel (HTTP #) in the Transport Channels window.
5. Enter a value in the Maximum persistent requests field. Click OK.

6. Save the configuration and restart the affected application server for the
change to take effect.

HTTP transport channel read timeout

Specifies the amount of time, in seconds, the HTTP transport channel waits for a
read request to complete on a socket after the first read request occurs. The read
being waited for could be an HTTP body (such as a POST) or part of the headers
if they were not all read as part of the first read request on the socket.

The read timeout is configured from the Administrative Console using these
steps:
1. Select Servers — Application servers —» <AppServer_Name>.

2. Select Web Container Settings — Web container transport chains under
Container Settings.
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3. Select the transport chain you want to modify.
4. Select HTTP Inbound Channel (HTTP #) in the Transport Channels pane.

5. Enter a value in the Read timeout field (the default starting value is 60). Click
OK.

6. Save the configuration and restart the affected application server for the
change to take effect.

HTTP request threads

Application servers use threads to listen for and process requests from the
browser. A thread represents a work item or task. Application servers
(WebSphere Application Server and BEA WebLogic) have default settings for
number of threads.

WebSphere Application Server has a default minimum thread size of 5.
WebLogic has a default thread count of 25 (when started in production mode).

You can, and often should, revise these values to improve system performance.
To optimize performance, you want to try to determine the right number of
threads.

The correct number of threads

If the thread count is too high, you can have too many simultaneous requests to
the CPU. Servicing the requests becomes inefficient If the thread count is too
low, because the processor is not fully utilized.

The queue grows and work backs up. The correct number of threads varies from
site to site. The number depends on the volume of front-end transactions (user
load) and back-end transactions (nonuser load).

Use the WebSphere and WebLogic application server monitoring features to set
and monitor thread usage and queue times for your application servers. An
optimal number of threads can often be found in the 40 to 55 range.

Managing integration loads

If you are using the Service Request Manager Enterprise Adapter, your system
has front-end users plus potentially heavy resource use from integration.

Integration volume can affect the user experience of system performance. One
way to address potential performance degradation is to control resources used
by integration. To do this, you can limit the number of message-driven beans
(MDBs) on the continuous queue of the integration framework. (Another way to
address performance is to separate inbound integration traffic to another server
or cluster.)
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A default installation of Service Request Manager does not have a specific
number of MDBs in the deployment descriptor file. The number of MDBs that
gets created is managed by the container. Depending on the load on your
system, you might need to reset this number. It is generally best to start off with a
small number, such as two MDBs. For a small or medium-sized implementation,
two or three MDBs usually yields acceptable performance. As the system load
increases, you might need to gradually increase the number of MDBs. You
generally should not exceed ten MDBs. More than ten MDBs does not
necessarily yield higher throughput and it can significantly increase resource
usage (CPU cycles in particular).

Test different numbers of MDBs in a development setting to determine an
appropriate number before you establish the number of MDBs for your production
system.

Load balancing

Load balancing is the distribution of the task load across multiple instances of an
application. User load comes from logged-in Service Request Manager users.
Nonuser load comes from such things as scheduled jobs (cron tasks) and
Service Request Manager Enterprise Adapter incoming transactions. Distribute
user load and nonuser load to different application servers or clusters. For user
load, software load balancers and hardware load balancers are available. A
software load balancer is included with the Tivoli Service Request Manager
system.You can use a commercially available hardware device for hardware load
balancing.

For more details and information about WebSphere Application Performance fine
tuning, please refer to the following Web site:

http://publib.boulder.ibm.com/infocenter/wasinfo/vérl/index.jsp?topic=/
com.ibm.websphere.nd.doc/info/ae/ae/welc6toptuning.html

6.3.2 Database Server and SQL fine tuning

370

Universal Database environments range from stand-alone systems to complex
combinations of database servers and clients running on multiple platforms.
Critical to all these environments is the achievement of adequate performance to
meet business requirements. Performance is typically measured in terms of
response time, throughput, and availability.

The performance of any system is dependent upon many factors, including
system hardware and software configuration, number of concurrent users, types
of users, and the application workload. Performance management is a complex
issue, and can be defined as modifying the system and application environment
in order to satisfy previously defined performance objectives. These objectives
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must be quantitative, measurable, and realistic. Units of measurement include
response time for a given workload, transactions per second, 1/O operations,
CPU use, or a combination of the above. Without well defined performance
objectives, performance is a hit or miss exercise, with no way of delivering on any
service level agreements that may be negotiated with users.

Performance management is an iterative process, that involves constant
monitoring to determine whether performance objectives are being met even as
environments and workloads change over time. When performance objectives
are not being met, then appropriate changes must be made to the hardware or
software environments, as well as the performance objectives themselves, in
order to ensure that they will be met.

From a database perspective, performance problems can arise out of a
combination of poor application and system design, inadequate CPU, memory
disk, and network resources, and suboptimal tuning of these resources. In this
chapter, we will talk about information for improving system performance by
focusing on two major areas:

» Database tuning
» User queries and SQL tuning

Database performance tuning can dramatically affect the throughput of your
application. For example, if your application requires high concurrency (multiple,
simultaneous interactions with back-end data), an improperly tuned database
can result in a bottleneck. Database access threads accumulate in a backlog
when the database is not configured to accept a sufficient number of incoming
requests.

Tivoli Service Request Manager database tuning

The database is central to Service Request Manager functionality. The database
stores all data that is collected and calculated by the Service Request Manager

application. The database also stores metadata for configuring and maintaining

the environment.

The database server processes all transactions from the Service Request
Manager application. The integrated reporting function accesses the data in the
database to generate documents, such as work orders and purchase orders.
Reporting also generates resource-intensive management reports.

Because all functionality is based on database performance, the database
should be a key focus for performance tuning.
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You can apply standard database-tuning techniques to Service Request
Manager. Periodically monitor a production Service Request Manager database
during peak load. You can use any appropriate monitoring tools or techniques. If
necessary, adjust parameters to resolve bottlenecks that are reported by the
monitoring tools.

Here we will talk about the default database for IBM Service Request Manager,
which is DB2. DB2 has many parameters that can be configured to optimize
database performance.

The rest of this section shows the various DB2 fine tuning configuration that
would improve the overall performance of the Tivoli Service Request Manager
system.

DB2 logging

DB2 has corresponding log files for each database. Performance improvements
can be gained by setting the log files on a different hard drive from the database
files.

DB2 Configuration Advisor

Located in the DB2 Control Center, this advisor calculates and displays
recommended values for the DB2 buffer pool size, the database, and database
manager configuration parameters, with the option of applying these values.
Refer to the online help facility within the Control Center for more information
about the advisor.

Use TCP sockets for DB2 on Linux

On Linux platforms, whether the DB2 server resides on a local machine with
WebSphere Application Server or on a remote machine, configure the DB2
application databases to use TCP sockets for communication with the database.

The directions for configuring DB2 on Linux can be found in the WebSphere
Application Server installation documentation for the various operating systems.
This document specifies setting DB2COMM for TCP/IP and the corresponding
changes required in the /etc/services file.

The default is to use shared memory for local databases, but we recommend that
you change the specification for the DB2 application databases and for any
session databases from shared memory to TCP sockets.

DB2 MaxAppls and DB2 MaxAgents

When configuring the data source settings for the databases, confirm the DB2
MaxAppls setting is greater than the maximum number of connections for the
data source. If you are planning to use multiple cluster members, set the
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MaxAppls value as the maximum number of connections multiplied by the
number of cluster members.

The same relationship applies to the session manager number of connections.
The MaxAppls setting must be equal to or greater than the number of
connections. If you are using the same database for session and data sources,
set the MaxAppls value as the sum of the number of connection settings for the
session manager and the data sources.

DB2 buffpage

Buffpage is a database configuration parameter. A buffer pool is a memory
storage area where database pages containing table rows or index entries are
temporarily read and changed. The purpose of the buffer pool is to improve
database system performance. Data can be accessed much faster from memory
than from disk.

The goal of buffer pool tuning is to help DB2 make the best possible use of the
memory available for buffers. The overall buffer size has a great effect on DB2
performance, since a large number of pages can significantly reduce 1/0, which
is the most time consuming operation. However, if the total buffer size is too
large, and there is not enough storage to allocate them, then a minimum buffer
pool for each page size will be allocated, and performance will be sharply
reduced. To calculate the maximum buffer size, all other storage utilization must
be considered by DB2 as well as the operating system and any other
applications. Once the total available size is determined, this area can be divided
into different buffer pools to improve utilization. If there are table spaces with
different page sizes, then there must be at least one buffer pool per page size.

DB2 query optimization level

When a database query is executed in DB2, various methods are used to
calculate the most efficient access plan. The query optimization level parameter
sets the amount of work and resources that DB2 puts into optimizing the access
plan. The range is from zero to 9. An optimization level of 9 causes DB2 to
devote a lot of time and all of its available statistics to optimizing the access plan.

The optimization level is set on individual databases and can be set with either
the command line or with the DB2 Control Center. Static SQL statements use the
optimization level specified by the prep and bind commands. If the optimization
level is not specified, DB2 uses the default optimization, as specified by the
dft_queryopt parameter. Dynamic SQL statements use the optimization class
specified by the current query optimization special register, which is set using the
SQL Set statement. For example, the following statement sets the optimization
class to 1:

Set current query optimization =1
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If the current query optimization register has not been set, dynamic statements
will be bound using the default query optimization class.

The default value is 5. We recommend that you set the optimization level for the
needs of the application. High levels should only be used when there are very
complicated queries.

DB2 reorgchk

The performance of the SQL statements can be impaired after many updates,
deletes, or inserts have been made. Performance can be improved by obtaining
the current statistics for the data and rebinding.

Use the following DB2 command to issue runstats on all user and system tables
for the database you are currently connected to:

reorgchk update statistics on table all
You should then rebind packages using the bind command.

In order to see if runstats has been done, issue the following command on DB2
CLP:

db2 -v "select tbname, nleaf, nlevels, stats time from
sysibm.sysindexes"

If no runstats has been done, nleaf and nlevels will be filled with -1 and
stats_time will have an empty entry “-”. If runstats was done already, the real-time
stamp when the runstats was completed will also be displayed under stats_time.
If you think the time shown for the previous runstats is too old, execute runstats
again.

DB2 MinCommit

This parameter allows delayed writing of log records to a disk until a minimum
number of commits have been performed, reducing the database manager
impact associated with writing log records. For example, if MinCommit is set to 2,
a second commit would cause output to the transaction log for the first and
second commits. The exception occurs when a one-second timeout forces the
first commit to be output if a second commit does not come along within one
second. In test applications, up to 90% of the disk input and output was related to
the DB2 transaction log. Changing MinCommit from 1 to 2 reduced the results to
45%.

Try to adjust this parameter if the disk input/output wait is more than 5% and
there is DB2 transaction log activity from multiple sources. When a lot of activity
occurs from multiple sources, it is less likely that a single commit will have to wait
for another commit (or the one-second timeout).
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Do not adjust this parameter if you have an application with a single thread
performing a series of commits (each commit could hit the one-second delay).

To view the current value for a particular database, follow these steps:

1. Issue the DB2 command get db cfg for <dbname> (where <dbname> is the
name of the application database) to list the database configuration
parameters.

2. Look for “Group commit count (MINCOMMIT)”.

3. Set a new value by issuing the DB2 command update db cfg for <dbname>
using mincommit n (where nis a value between 1 and 25 inclusive). The new
setting takes effect immediately.

The following are several metrics that are related to DB2 MinCommit:

» The disk input/output wait can be observed on AlX or any other UNIX based
operating system with the command vmstat 5.

This shows statistics every 5 seconds. Look for the wa column under the CPU
area.

» The percentage of time a disk is active can be observed on AlX with the
command iostat 5.

This shows statistics every 5 seconds. Look for the %tm_act column.

» The DB2 command get snapshot for db on <dbname> (where <dbname> is
the name of the application database) shows counters for log pages read and
log pages written. The default value is 1. We recommend that you set
MinCommit to 1 or 2 (if the circumstance permits).

Indexing

Indexing a database requires a good understanding of the data, user functions,
and how databases use indexes. Indexes use key parts of data from a table in a
binary structure to enhance searching capability. Each record of data in the table
must have associated data in the index.

Indexing can greatly increase search speeds. However, a drawback of indexes is
that for each insert, update, or delete, the index must also be updated. Database
administrators often apply many indexes to a table to enhance searching, and
then find that other activities have slowed. You should review indexes to ensure
that you have the right balance for searching and updating tables.
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Some special index types are available on each database platform that are not
available in the Service Request Manager Database Configuration application.
These index types can be created and maintained from the back end, and they
can improve performance in specific cases. For example, on Oracle you might
create a bitmap index or a function-based index if you determine that these
indexes would improve certain queries.

If you use special index types, the Service Request Manager system
administrator must remember to remove any special indexes before configuring
database changes. After the database is configured, the special indexes must be
replaced.

Statistics

Keep index statistics up-to-date. In the Service Request Manager Database
Configure application, you can use a Select Action menu action that does this.
You can also update index statistics from the back end.

With Service Request Manager Release 6, the Update Statistics action is
enhanced to function on Oracle by running the Service Request
Manager_ GATHER_TABLE_STATS procedure.

Customization

Customizing Service Request Manager can change the way information is
selected from the database. Some customizations include additional tables and
columns. If you have customized Service Request Manager, you should carefully
compare indexes to the user functions that use them. Ensure that you
implemented the right balance of indexes.

Load testing

If possible, do load testing during the implementation phase to expose
performance problems before you put Service Request Manager into production.
If you have the equipment to perform load testing, you can use load testing after
Service Request Manager is in production to determine if there is any
performance impact from patches or from data growth over time.

For more details on performance fine tuning with the DB2 UDB database, please
refer to DB2 UDB/WebSphere Performance Tuning Guide, SG24-6417, which
can be found at http://www.redbooks.ibm.com/redbooks/pdfs/sg246417.pdf.
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Oracle database note:

On Oracle, you should specify the following two initialization parameters:

» Set the Cursor_sharing parameter to SIMILAR or FORCE so that the user
entered literal values are converted to bind variables.

» Set the NIs_length_semantics parameter to CHAR when the database
character set is a double-byte or unicode character set.

SQL server database note:

Microsoft SQL Server poses some challenges in environments like Service
Request Manager that have multiple concurrent-user transactions. When
records are selected, SQL Server escalates locks from “record” to “page” to
“table,” based on an internal algorithm. If user queries are not efficient,
database locks can impede other users who are accessing the system.

Some customers running Service Request Manager on SQL Server have
improved database performance by turning on the SQL Server row-level
locking that is supported by Microsoft. Turning on row-level locking reduces
the locked areas of the database. But note that row-level locking also can
result in a higher number of locks, because locks are based on record instead
of memory page.

User queries and SQL tuning

SQL is a high-level language that provides considerable flexibility in writing
queries to deliver the same answer set. However, not all forms of the SQL
statement deliver the same performance for a given query. It is therefore vital to
ensure that the SQL statement is written in a fashion to provide optimal
performance.

DB2 UDB, Oracle, and Microsoft SQL provides the SQL compiler that creates the
compiled form of SQL statements. When the SQL compiler compiles SQL
statements, it rewrites them into a form that can be optimized more easily. This is
known as query rewrite. The SQL compiler then generates many alternative
execution plans for satisfying the user’s request. It estimates the execution cost
of each alternative plan using the statistics for tables, indexes, columns, and
functions, and chooses the plan with the smallest execution cost. This is known
as query optimization.

Chapter 6. Best practices 377



378

It is important to note that the SQL compiler must choose an access plan that will
produce the result set for a given query. We recommend the following guidelines
to ensure that the SQL compiler chooses the optimal access plan for a given

query:

Most of the WHERE clauses in Service Request Manager queries are generated
by individual users on the List tabs of Service Request Manager applications.
This powerful feature of Service Request Manager can produce a lot of inefficient
SQL. You can improve the ease of use and convenience for users by setting the
appropriate search types for database columns.

Using appropriate search types also reduces the load on the database
Appropriate Search Type options. You can change the default search type of
WILDCARD to TEXT or EXACT. TEXT and EXACT searches can use indexes.
You specify the search type for a database column in the Database Configuration
application. You also can change the search type for groups of columns.

EXACT search types

When a user does a search, the default method of searching on many Service
Request Manager database fields is to use wildcards (SEARCHTYPE =
WILDCARD). The WILDCARD search type causes Service Request Manager to
construct a condition of the form column, such as 'Y%value%', when the user
enters “value” in a field on the List tab. In wildcard searching, the database
engine cannot use indexes. Searching without indexes can result in slower
search times, especially on tables with a large number of rows. You can specify a
search type of EXACT when word searching is not needed.

For example, key fields (such as Work Order and Purchase Order) and value list
fields (such as Work Order Status) can benefit from the indexing that is used in
EXACT searches. EXACT searches use wildcarding only if a user explicitly
enters wildcard characters on the List tab or in the WHERE clause.

TEXT search types

Most Service Request Manager tables have one or more longer character
columns for descriptions, memos, or remarks. You can provide a search type of
TEXT, and a corresponding Oracle Text index or SQL Server full text catalog, for
columns that have a lot of text. (Full text indexing is not available with Service
Request Manager on IBM DB2.) Text indexing puts some load on the database
because of the constant need for background processing to keep the indexes
synchronized. However, text indexing produces efficient word searching of
description fields.

Specify a search type of TEXT on description fields that word searching is
required for. Use TEXT on description fields of tables with large numbers of rows
(tens of thousands, for example).
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The text search engine takes some time to refresh the indexes, so new records
might not be found until the text search index refreshes itself. On Oracle, you can
modify the procedure Service Request Manager_ts_job_call to change the
schedule of the synchronization process to any interval that you want.

On SQL Server, you can set and modify the population schedule for the Full Text
Catalog. Use SQL Server 2000 Enterprise Manager or SQL Server 2005
Management Studio.

Wildcard search type

Tables with fewer than 2000 of an Oracle Text index or SQL Server full text
catalog, or for columns that have a lot of text (full text indexing is not available
with Service Request Manager on IBM DB2) puts load on the database because
of the constant need for background processing to keep the indexes
synchronized. However, text indexing produces efficient word searching of
description fields.

Specify a search type of TEXT on description fields that word searching is
required for. Use TEXT on description fields of tables with large numbers of rows
(tens of thousands, for example).

The text search engine takes some time to refresh the indexes, so new records
might not be found until the text search index refreshes itself.

On Oracle, you can modify the procedure Service Request Manager_ts_job_call
to change the schedule of the synchronization process to any interval that you
want.

On SQL Server, you can set and modify the population schedule for the Full Text
Catalog. Use SQL Server 2000 Enterprise Manager or SQL Server 2005
Management Studio.

You can use the default search type wildcard on description fields of tables that
have relatively small number of rows. You can use Oracle Text index or SQL
Server full text catalog for columns that have a lot of text. (Full text indexing is not
available with Service Request Manager on IBM DB2.) Text indexing puts some
load on the database because of the constant need for background processing to
keep the indexes synchronized. However, text indexing produces efficient word
searching of description fields.

Specify a search type of TEXT on description fields that word searching is
required for. Use TEXT on description fields of tables with large numbers of rows
(tens of thousands, for example).

The text search engine takes some time to refresh the indexes, so new records
might not be found until the text search index refreshes itself.
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On Oracle, you can modify the procedure Service Request Manager_ts_job_call
to change the schedule of the synchronization process to any interval that you
want. On SQL Server, you can set and modify the population schedule for the
Full Text Catalog. Use SQL Server 2000 Enterprise Manager or SQL Server
2005 Management Studio.

NONE search type

The NONE search type prevents a column from being used in a WHERE clause,
and still allows the display of the returned values on the List tab under “Finding
what users would query”.

Service Request Manager users usually have a well-defined set of columns that
they want to query in each application. You can identify these columns in user
team interviews during implementation, or later, by examining reports of
slow-running SELECT statements. You can then index these columns to improve
system performance.

Users can create and save their own queries, and can also share queries with
other users. Saved queries are stored in a table named QUERY. You should
periodically review these saved queries for inefficient conditions and use of
unindexed columns.

Someone with SQL expertise can help create special-purpose queries (for
example, return all PM work orders created since Monday of this week). Doing so
can save users the effort of querying larger sets and sorting and scrolling through
them. You also can set up users with an efficient default query for their most-used
applications so that they see their preferred record set when they enter the
application. For example, in Work Order Tracking, you might specify a default
query for supervisor Mike so that he would initially see only work orders with
Mike in the Supervisor field.

Restrict querying in application
You can control or restrict user access to query features and user ability to query
on specific columns by using a combination of methods:

» Application Designer
» Application cloning

» Security groups

Application Designer

You can use the Application Designer to customize an application by adding or
removing columns from the List tab. You can then ensure that the columns to be
queried are all indexed.
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Application cloning

You can clone an application and then use the Application Designer to create an
alternate version of an application that has a restricted number of columns that
can be queried.

Security groups

After you clone applications, you can use security groups to assign users to
specific application clones. You can also use security groups to prohibit access to
the More Search Fields and Where Clause advanced query options. By
prohibiting access to those options, you limit users to querying on the List tab of
the application.

Key performance indicators

Key performance indicators (KPIs) display the state of systems and processes in
Service Request Manager. Because KPIs can be user-defined, you should
monitor them for efficiency.

Live KPI on start centers

When a KPI is defined on a Start Center, you have a choice of how to retrieve
information. You can run an immediate query to get the information, or you can
retrieve the information from a table that is updated by a cron task.

The immediate query runs every time the Start Center opens. This approach can
cause a long delay in opening the Start Center, and it puts a load on the
database.

KPI query

You should periodically review queries that are written for KPIs. Check for SQL
efficiency and index usage.

KPI cron task frequency

How up-to-date does your KPI information need to be? Five minute intervals
might sound like a good idea initially, but 60 minute or 120 minute intervals might
be as useful to the people who want to see the information. Longer KPI cron task
intervals reduce the load on the database from KPIs and can improve system
performance. In general, use longer rather than shorter KPI cron task frequency
intervals when the value of the data to the user is essentially the same at longer
intervals.

KPI best practices

Set all KPlIs to retrieve their data from the KPI table. Use cron tasks to run KPI
queries at reasonable intervals.
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Escalations

Escalations are, in effect, batch users that do not have the impact of a user
interface. But escalations are very resource intensive whenever they do
something.

Efficiency and frequency

An escalation selects a set of records and a list of one or more actions in the
result set. The column in the WHERE clause of the selection should be efficiently
indexed. Set the frequency or schedule of escalation accordance to its
importance:

» An escalation that dispatches emergency work orders for critical safety issues
might warrant a frequency of five minutes.

» An escalation that ensures that service requests from executives that must be
dealt with promptly might need to run every fifteen minutes.

» An escalation that closes work orders that were completed 90 or more days
ago might need to run only once a week at an off-peak time.

Report

Review custom reports for efficient SQL and use of indexes. Most reports receive
a WHERE clause from Service Request Manager. For all these cases, improving
the efficiency of user queries also improves the efficiency of reports.

6.3.3 Network and bandwidth fine tuning

In this section, we discuss the approaches to improve system performance by
focusing on various network and bandwidth issues.

Service Request Manager in a network

Clients connect to the Service Request Manager application over the network.
The application also communicates with its various parts (application server,
database, and report server) over the network. If any segment of the network
performs poorly, the user experiences a system that is slow and hard to navigate.

Service Request Manager is a Web-based product that operates on a request
and response basis. If the requests and responses are delivered slowly, Service
Request Manager itself has no control over response time.

Optimum network configurations for Service Request Manager should include
the ability to produce 50 ms or faster round-trip packet response between the
client and the server. The system needs enough bandwidth to support 6 KBps
per user. Users might begin to experience performance degradation if the
network does not operate within these parameters.
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Windows terminal server or Citrix

You can use network caching, acceleration, and compression utilities to improve
network performance.

Other options for resolving low bandwidth or high-latency network performance
issues include services such as Windows Terminal Server and Citrix. These
services can help provide maximum performance between the Windows
Terminal Server or Citrix client and the Tivoli Service Request Manager server
with a minimum of traffic between the Windows Terminal Server or Citrix server
and the user.

A benefit of running Tivoli Service Request Manager through Citrix is that Citrix
traffic is treated as business traffic. In some customer environments, business
traffic can take priority over non-business traffic.

Some Tivoli Service Request Manager customers have found considerable
improvements in network performance when they use Citrix or Windows Terminal
Server.

Image and JavaScript browser caching

You can enable a browser file caching filter on the application server. This lets the
browser store images, CSS files, and JavaScript™ files locally. Storing images
and files locally benefits performance in two ways:

» Images and files do not need to be constantly requested from the server.
» Because images are not downloaded as often, less bandwidth is required.

Browser file caching is not enabled by default. We recommend that you enable
browser file caching. For information about how to enable this feature, see the
following Tivoli Service Request Manager Support Web page:

http://www-1.ibm.com/support/docview.wss?rs=3214&context=SSLKT6&ql=cach
e&uid=swg21262009&1oc=en US&cs=utf-8&lang=en

For Microsoft Internet Explorer 7, set the number of days until refresh is enabled
to 32 days or longer.

Use QoS guarantees for Tivoli Service Request Manager traffic

You can prioritize Tivoli Service Request Manager traffic over standard Web
traffic. Contact your network administrator for details about prioritizing Tivoli
Service Request Manager traffic.

Network appliances

Many customers use network appliances, such as those provided by Juniper®
Networks, RiverBed, and Expand Networks, among other vendors.
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Network appliances can help compress data and optimize bandwidth. Customers
report that network appliances can prove very beneficial to system performance,
especially in a high-latency environment.

6.3.4 Client workstation configuration

Some Tivoli Service Request Manager customers report that client workstation
configuration is initially the most important area to focus on when users report
performance issues.

If you provide users with adequate workstations that have sufficient memory, you
will notice performance improvement.

Configuration recommendations
Consider using the following configuration for client workstations:

» Processor: Intel Pentium® or Xeon processor.
» Memory: At least 1 to 2 GB of RAM.

Although 512 MB of RAM is a published recommendation, many customer
sites find that this is insufficient for robust performance in an enterprise
setting. Some customers report that users who had performance issues with
512 MB or 1 GB of RAM have fewer or no issues after increasing RAM.

» Monitor screen resolution for mobile computer: 1024 x 768.
» Desktop screen resolution: 1280 x 1024.
» Operating system: Microsoft Windows XP.

» Browser: Microsoft Internet Explorer 6 or 7. Use Internet Explorer 7 if the
Tivoli Service Request Manager release supports Internet Explorer 7. Some
customers report noticeable performance improvements with Internet
Explorer 7.

> File reader: Adobe® Reader 6 or higher to read the PDF files.

Workstation configuration

Install antivirus software on all client workstations. Scanning for viruses can
affect system performance. If possible, schedule virus scans during low usage
periods using scheduled cron tasks or jobs.

A cron job is a task scheduled to run at a specified frequency, for example, every
two minutes, every five hours, or every 48 hours. The Reorder routine and PM
generation are examples of Tivoli Service Request Manager cron tasks. Cron
tasks usually run as background tasks and no user response or action would be
required for the completion of the task or job.
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When there are large numbers of cron tasks running concurrently, there are
possible chances for an user load, and in turn the user response time might
decline. To improve response time for a user, you can set up cron tasks to run
outside the user environment.

Cron jobs or tasks can also take advantage of clustering. You can run cron tasks
on multiple separate computers to improve throughput.

6.3.5 Reporting configuration

In this section, we will talk about the best practices in reporting. Running reports
is a very resource-intensive operation and has the potential to be one of the
biggest factors in poor system performance.

To help keep reports from affecting your system performance, you should isolate
the reporting function as much as possible.

» Isolate reporting in time.

» Isolate reporting by user.

» Isolate reporting by cluster and application server.

» Isolate reporting by database.

» Manage the report database.

» Configure the report server.

» Intensive reports in off-peak hours.

Many reports that consume significant resources are not needed immediately,

and do not necessarily need to be run on up-to-the-minute data. You should run
such reports in off-peak hours, such as overnight or on the weekend.

Time-based reports such as end-of-month and end-of-quarter reports can be run
in off-peak hours, on a copied database from a specific date and time. Because
you do not need to run these reports on the current database, you can protect
the production database from being slowed by these reports.

Efficient use of reports

The more users that run reports, and the more reports they run (especially
database-intensive reports), the greater the potential effect on system
performance. You should establish business practices to help manage the
amount of report use, especially during peak system-use hours. Limit the number
of users who can run reports. Limit the number of reports that users can run.

During peak business hours, try to limit report use to reports that users need for
their daily work, such as Print Work Orders, Print POs, and so on.
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Running reports on a dedicated cluster server

If your users do extensive reporting, a good practice is to establish one or more
application servers that are dedicated to running reports. You can size the
clustering of report application servers based on demand. Establish a separate
cluster for running scheduled reports (cron jobs).

Dedicated database for reporting

Some customers report that providing a separate database to run reports on is
the single practice that gives the greatest boost to system performance.

Configure a independent or dedicated Tivoli Service Request Manager database
that has a copy of the production data, and use that as an off-line database for
reporting. Mirror the Tivoli Service Request Manager production database on a
separate database server, and run resource intensive reports on the mirror
database. Create a separate Tivoli Service Request Manager application that
connects to the reporting database and synchronize the production and reporting
databases periodically.

For example, you might synchronize the databases at the end of every day or
once a week, depending on your needs. With this setup, reports that require
more system resources can be run by just a few administration users. Because
they are run on a separate mirror database, these reports do not affect the
performance of the production system.

Periodic maintenance of database for reports

By default, Tivoli Service Request Manager saves reports to the database. Over
time, the volume of saved reports can affect database performance. It is a good
practice to periodically delete unneeded reports from the database. Consider
using a cron task to delete reports at a given interval after they run.

Implementing IBM Tivoli Service Request Manager V7.1 Service Desk



Abbreviations and acronyms

BIRT

BPEL

BPM

CCMDB

CDM
Clo
EAR
FIERA

HIPAA

HTML
IBM

ISC

ITIL
ITSO

ITUP
JVMs
KPI
LDAP

LTPA

MBO
MDBs
MEA
OMP

Business Intelligence and OPAL
Reporting Tools
Business Process Execution ORB
Language PMP
Business Process
Management RAC
Change and Configuration RMC
Management Database SOX
Common Data Model ssO
Chief Information Officer STS
Enterprise Archive

i i TEP
Flexible Internet Evaluation
Report Architecture URL
Health Insurance Portability eTOM

and Accountability Act
Hypertext Markup Language

International Business
Machines Corporation

IBM Solution Console
Information Technology
IT infrastructure Library

International Technical
Support Organization

IBM Tivoli Unified Process
Java Virtual Machines
Key Performance Indicator

Lightweight Directory Access
Protocol

Lightweight Third-Party
Authentication

Maximo Business Objects
Message-driven Beans
Maximo Enterprise Adaptor

Operational Management
Products
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Open Process Automation
Library

Object Request Broker

Process Management
Products

Rational Agent Controller
Rational Method Composer
Sarbanes-Oxley Act

Single Sign-On

Secure Token Service
Tivoli Enterprise Portal
Uniform Resource Locator

Enhanced Telecom
Operations Map

387



388 Implementing IBM Tivoli Service Request Manager V7.1 Service Desk



Related publications

The publications listed in this section are considered particularly suitable for a
more detailed discussion of the topics covered in this book.

IBM Redbooks

For information about ordering these publications, see “How to get Redbooks” on
page 390. Note that some of the documents referenced here may be available in
softcopy only.

>

>

DB2 UDB/WebSphere Performance Tuning Guide, SG24-6417

Deployment Guide Series: IBM Tivoli CCMDB Overview and Deployment
Planning, SG24-7565

IBM Tivoli Common Data Model: Guide to Best Practices, REDP-4389

Implementing IBM Tivoli Service Request Manager Service Catalog,
SG24-7613

Integration Guide for IBM Tivoli Service Request Manager V7.1, SG24-7580

Online resources

These Web sites are also relevant as further information sources:

>

>

BIRT information
http://www.eclipse.org/birt/phoenix/
ITUP information

http://www.ibm.com/software/tivoli/features/it-serv-mgmt/itup/index.
htm1

WebSphere Application Server Performance testing protocol tools

http://www.software.ibm.com/wsdd/techjournal/0211 polozoff/polozoff.
htm1
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How to get Redbooks

You can search for, view, or download Redbooks, Redpapers, Technotes, draft
publications and Additional materials, as well as order hardcopy Redbooks, at
this Web site:

ibm.com/redbooks

Help from IBM

IBM Support and downloads

ibm.com/support

IBM Global Services

ibm.com/services
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