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4 - IT Service Management

90 minutes optional (1:30 total)

1. SCSM: IT Service Management Components (15 mins)
2. SCSM: Manage Service Levels (25 mins)

3. SCSM: Manage Incidents (25 mins)

4. SCSM: Manage Change Requests (25 mins)



4.1 - SCSM: IT Service Management Components

4.1.1 - SCSM: Introduction to Service Manager

In this exercise, the Service Manager console is used to browse the Administration, Library, Work
Items, and Configuration Items workspaces. Service Manager is used for both IT Service Management
(ITSM) and self-service capabilities.

Estimated time to complete: 15 minutes

5CSMO1
Perform the following on SCSMO01

1. From SCSMO1, open the Service Manager Console by selecting the icon from the taskbar.
= = =
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2. Navigate to the Administration workspace. The Administration workspace is used to configure
and manage administrative items and settings, such as connectors, management packs,
notifications, Self-Service Portal settings, security, service-level management, general settings,
and workflow settings.

9 Service Manager Console = | &
File language View Go Tools Tasks Help

4 N » Administration » Administration » EE 12
Administration < || Administration > Tasks
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Connected to SCSMO1




3. Expand Notifications and select Templates. New Email Notifications can be created here and
existing templates can be reviewed.

{cl Service Manager Console
File Language View Go Tools Tasks Help
(- - - % » Administration » Administration » Notifications » Templates bl
Administration < || Templates 4 > Tasks
4 G} Administration Filter R EditCriteria v || B | @
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@ Chargeback 7] Assigned To User Notification Templ Use for notifications sent to the userwho is a | 2 Delete
23 Cloud Services ) Escalation Notification Template Use for notifications sent when an incident is [ Duplicate
a] — Connectors ] Assigned To User Notification Templ Use for notifications sent to the user who is 3 E] Properties
Z| Deleted ltems ] End User Notification Template Use for notifications sent to end users _
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4. Click Connectors. Connectors are used to import data as configuration items from Active Directory
Domain Services (AD DS), System Center Configuration Manager, System Center 2012 -
Orchestrator, System Center 2012 — Virtual Machine Manager (VMM), and System Center
Operations Manager.

5. Expand Security and click User Roles. In System Center 2012 — Service Manager, the security
rights that allow users to access or update information are defined in a user role profile. A user
role profile is a named collection of access rights, and it usually corresponds to an employee’s
business responsibilities. Each user role profile controls access to such artifacts as knowledge
articles, work items (incidents, change requests), authoring, administration, and other credentials.

6. Click Settings. Here various settings relating to services can be set.
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Notifications
& Channels
‘-;_. Subscriptions
'—j Templates
4 .@ Security

Settings

»Z] Workflows

[+"] Knowledge Management Settings
% Service Request Settings
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Expand Workflows and click Status. A workflow is a sequence of activities that automate a

business process. The status node shows all the Workflows in the environment and their status.

Select the Library workspace. The Library pane allows the user to configure and manage library

items, such as catalog groups, knowledge articles, lists, work item queues, runbooks, service
catalog offerings, console tasks, and templates.

File language View Go Tools Tasks
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Help
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Tasks
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9.

Select Lists. This node should be used to manage lists.

tcl Service Manager Console
Language View Go Tools Tasks Help
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10. Click Runbooks. Runbooks contain the instructions for an automated task or process. The

11.

12.

individual steps throughout a runbook are called activities. Within the Runbook, additional
controls provide information and instructions to control the sequence of activities in the Runbook.

Expand Service Catalog then expand Request Offerings and click All Request Offerings. Request
offerings are catalog items that describe the item, assistance, or action that is available to end
users in the service catalog in System Center 2012 — Service Manager. Request offerings are
normally placed in logical groups of service offerings. Both service offerings and their request
offerings are available to Self-Service Portal users when the status of the offerings is set to
Published and if end users have been assigned a corresponding Service Manager user role. Only
users who have been assigned a user role associated with a catalog group that contains catalog
items can use the Self-Service Portal to access the service catalog.

Expand Service Offerings and click All Service Offerings. Service offerings are logical groups of
request offerings. For a service offering to appear in the Self-Service Portal, each service offering
must have at least one request offering added to it. After a service offering and a request offering
are published, it is a straightforward process to associate them as a collection.



13. Select the Work Items workspace to open the Work Items pane. The Work Items workspace will

be used for creating and managing work items, such as activities, change requests, incidents,
problem records, release records and service requests.
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14. Click Activity Management. This node is used to approve a review activity, complete or fail a
manual activity and skip a failed activity.

15. Click Change Management. This node is used to create a new change request, add related items

to a change request, add Manual activities to a change request, edit a change request, unblock a
failed change request and close a change request.

16. Click Incident Management. This node is used to create a parent incident from an incident form,

link an open incident to a parent incident, resolve a parent incident, reactivate a resolved parent
incident, view a parent incident from a child incident, link a new incident to a parent incident,
manually create a new incident, change an existing incident, contact a user from an incident form,
create an incident view and personalize it and resolve and close an incident.



17.

18.

19.

20.
21.
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Click Problem Management. This node is used to create and edit problem records, resolve
problem records and related incidents automatically and link an incident or change request to a
problem record.

Click Release Management. This node is used to create a release record, promote a release
record to a parent release record, demote a parent release record to a child release record, link a
child release record to the current release record, unlink a child release record from the current
release record, create a build configuration item, create an environment configuration item, add
release package information to a release record, chose changes to deploy, plan release activities,
skip a failed activity and determine status and progress for a change request in the release record.

Click Service Request Fulfillment. This node shows services requests submitted through the
Service Manager Self-Service Portal (SMPortal). It can manage service requests, create a service
request using the Service Manager console, approve and complete a service request using
activities, cancel a service request, close a service request and view service request details.

From the Navigation pane, click Configuration Items.

The Configuration Items pane allows the user to create and manage configurations items, such as
builds, business services, computers, build environments, printers, software, software updates,
and Service Manager users.



Service Manager Console = | O
File Llanguage View Go Tools Tasks Help
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Connected to SCSM01

22. Click Computers. In this node of the Configuration Items workspace, user can perform tasks that
are common to all configuration items.

23. Expand Computers and select All Windows Computers. This node is used to inventory all
machines in the environment.

SCSMo2

Perform the following on SCSMO02

24. From SCSMO02, open the Service Manager Portal by selecting the Internet Explorer icon from the
taskbar.
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25. If the site does not open, browse to http://SCSM02:81/SMPortal/SitePages/Service%Catalog.aspx.

One or two prompts may appear. Log in with a username of contoso\Developer and a password
of PasswOrd!

Connecting to SCSMO2.contoso. com.

contoso\Developer

OK I Cancel |

26. Note that the site may already be open. If so, look on the Home page, in the upper right corner,
to ensure that it is logged in as contoso\Developer. If not, log out and log back in using the
correct credentials.

27. While on the Home menu click List view to display customized IT service offerings that have been
published by the IT Department.

Site Actions +

[

Page

Need hEIp? ECategury ViE\

Find common IT reguests within the service offerings below. Using specific, canned requests are the most efficient way to
communicate your need. If you don’t find what you're looking for, create a general request.

Y

Request name Service offering Category

Cancel Cloud Resources Subscription
Cancel Tenant Registration

Generic Incident Request

Generic Incident Request (EN)
Register a Tenant

Request Service

Request Virtual Machine

Subscribe to Cloud Resources
Update Cloud Resources Subscription
Update Tenant Registration

Update Virtual Machine

28. From the menu on the left, click Help Articles. This page would display any articles published by
the IT department. In this lab, this page is blank.

29. From the menu on the left, click My Requests. This page would display any requests previously
made by this user. In this lab, this page is currently blank.

30. From the menu on the left, click My Activities. This page would display any actions and tasks that
the user needs to perform. In tis lab, this page is currently blank.


http://scsm02:81/SMPortal/SitePages/Service%Catalog.aspx

4.2 - SCSM: Manage Service Levels

4.2.1 - SCSM: Create a Group & Queue

In this exercise, the Service Manager console is used to create a group and queue. In Service Manager
a group is used as a container of similar objects, such as SQL Servers. A queue is used to dynamic
group similar work items that meet a specific criteria. In this exercise incidents related to SQL Server
will be placed in the same queue.

Note: Some items in the Service Manager console may not display correctly when it is maximized and
running in a virtual machine. If any display issues are encountered, resize the Service Manager
console so that it is not maximized.
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Perform the following on SCSMO01

1.

From SCSMO1, open the Service Manager Console by selecting the icon from the taskbar.

Navigate to the Library workspace.

|-"m Administration

ﬁ Library
Work Items

u Configuration ltems

Expand Library and select Groups.

Service Manager Console - a
File Llanguage View Go Tools Tasks Help
(- - @ \ » Llibrary » Library » Groups o\ e
Library < || Groups 3 > Tasks
4 ;Llhrary Filter £ Edit Criteria ¥ 7]
[F] Groups Name Sealed Description Management Pack Generic Incident Request... »
B Knowledge Generic Incident Request Catalog... No A group for Generic Incident Req...  Service Catalog Generic In¢ 7% Delete
& Lists UserPortal No Contoso E] Properties
1 Queues Global Cperators Group MNo Global group containing operators  Service Catalog Generic In¢ View Group Members
2 Runbooks
W service Catalog Groups ~
Tasks [m Create Catalog Group
3 Templates r{_ﬂ Create Group

3% Refresh

\J"U)A Administration

m"" Library
Work Items

Q Configuration Items

On the Task bar on the right, select Create Group.

When the Create Configuration items Group wizard appears, click Next.



6. Enter the following then click Next:

! & General

Before You Begin e

| General | Contoso 50L Servers
Included Members

Group description:

Dynamic Members
Subgroups
Excluded Members

Summary

Completion

Select an existing management pack where this group will be stored.

Management pack

Service Manager Problem Management Configuration Library
Last modified: 1/4/2014 6:23:56 PM

Cancel || < Previous || Mext = || Create

11. Under Included Members, click Add.
12. When the Select objects dialog opens, from the dropdown, select Windows Computer.

13. Select all of the computers except DCO1.contoso.com (only select computers starting with SC)
and click Add and click OK.



14.
15.

16.

17.

18.

_I:I-

= Select objects
Wl select objects

To add objects to the list, select the cbjects and click Add. You can use Search and Filter to better define the
list.

| Type to filter...

7]

M | | Windows Computer

Available cbjects: 3 of 10. Enter more details in the search criteria to narrow the result list.

| MName Clazz Path

1 Cluster-HyperV
1M Cluster-Storage
i DCo

Windows Computer
Windows Computer

Windows Computer

Selected objects:

Marne Class Path

SCCMO1  Windows Computer | =
SCDPMOT  Windows Computer H
5C00 Windows Computer

S5COMOT  Windows Computer

OK || Cancel |

On the Included Members page, click Next.

On the Dynamic Members page, select the ellipses (...) and in the filter, type Windows Server
then select Windows Server and click OK.

Return to the Dynamic Members page. Under Available Properties select Display Name. Click
Add.

Under Criteria where it says Display Name, select the dropdown that says Contains. Select starts
with.

In the dialog box to the right, which is surrounded with a red border, enter the characters SC. This
means that all new Windows Server computers which are added that have a name which begins
with SC are for System Center, will be added to this group because they contain a SQL server.



& Dynamic Members

Before You Begin

General

Windows Server

r Related classes:

—Available properties:

|'Wirdows Server | <Search> |
Included Members
B . -
Dynamic Members | [[] Active Directory SID |E|
[[] Active Directory Site
Subgroups [] Asset Status
Excluded Members [] Display name
Summary [] DNS Domain Mame
] DMIC Emvoct Mo S
compen
Criteria:
Display name | starts with i | I Sd X
4 I | »
-
| Caneel || < Previous | | MNext = | | Create

19. Click Next.

20. On the Subgroups page, click Next.
21. On Excluded Members, click Next.

22. On the Summary tab, ensure that all of the items match the screenshot below and click Create.

Before You Begin
General

Included Members
Dynamic Members

Subgroups

Excluded Members

| Excluded Members |

Completion

Caonfirm new group settings

Contoso SQL Servers
Description:

Included members:

SCVMMO1
SCCMDT
SC5MO02
SCOMO1
SCSM0T
S5CO0
SCDPMO1

Dynamic members:

Windows Server: Display name starts with 'SC°

Note that when the group is created, it can take some time te synchronize the group members. To

create the group, click Create.

Ll

Cancel ||<Prewm|s|| Next > || Create




23. On the Confirmation page click Close.

24, Wait for the groups page to reload and note the newly created group for Contoso SQL Servers.

o

File Language

View Go Tools Tasks Help

& - ) \ » Lbray » Library » Groups -2
Library < | Groups 4 > Tasks
4 B Library Filter P Edit Criteria v @
E Groups Name Sealed Description Management Pack Contoso SQL Servers
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% Runbooks Centoso SQL Servers No Service Manager Problem | —
+ Bl Service Catalog Groups
Tasks Create Catalog Group
‘:I Templates Create Group
(3 Refresh
]| Administration

Work Items

Configuration ltems

.

25. From the left navigation page, select Library > Queues.

26. From the Tasks pane select Create Queue.




27.
28.
29.
30.
31.

32.

Service Manager Console =&
File Llanguage View Go Tools Tasks Help

é * .. \ » Ubrary » Library » Queues - z ,D A d
Library < || Queues 1 > Tasks
4 B Library Filter P Edit Criteria v @
@ Groups Work ltem Type Name Description Contoso Queue w
B Knowledge Incident Contoso Queue 7< Delete
ﬂ Lists =7 Properties
f. Queues
~
&% Runbooks Queues
W service Catalog 1o Create Queue
Tasks (4 Refresh
3 Templates

|.;"|ﬂ Administration

E"’ Library
Work Items

u Configuration ltems

P m 3

Cannactad ta GOSN

On the Create a Queue wizard on the Before You Begin screen click Next.
From the General tab, under Queue name enter: SQL Server Items.
Under Description, enter All Items and tasks related to SQL server.
Under Work Item type select the ellipsis (...)

On the Select a class page, select Problem and click OK.

[ Pre Virtual Machine Update Automated Activity Service Manager Cloud Services Library Automa
| M problem System Work ltem Problem Library Defines
@’ Provision Service Manual Activity Service Manager Cloud Services Library Manual

On the management pack dropdown select Service Manager Problem Management
Configuration Library.



33.
34.
35.

36.

kﬁ General

Before You Begin
Queue name:

General | SQOL Server lterns

Criteria
Description (optional):

Summary All items and tasks related to S0L Server.

Completion

Work item type:

Problem

Select an existing unsealed management pack where this queue will be stored.
Management pack

Service Manager Preblem Management Configuration Library
Last modified: 2/13/2014 6:56:44 PM

Cancel || < Previous || Mext = || Create

Click Next.
On the Criteria tab, under Available properties, select Description and click Add.

Under Criteria where it says [Work Item] Description contains in the box with the red border
enter SQL.

Note: this will ensure that any issues that include the terms "SQL" will get flagged and included in

this queue so that the SQL Administrator can more easily find issues related to the components
that they manage.



@ Criteria

Befare You Begin r Related classes: —————— ~Available properties:
General |Prol|lem <Search>

Criteria [] Closed date

[] Created date

| Description

[ Display name

[ Error Description
[ First assinned date

Summary

Completion

Criteria:

[Work Item] Description | contains - | |SQL

Cancel ||<Prev|uus|| Next > || Create

37. Click Next.
38. On the Summary screen review the settings and click Create.
39. On the Completion screen click Close.

40. On the Library workspace remain on the Queues page and wait for it to refresh. The SQL Server
Items in the queue is now visible.



4.2.2 - SCSM: Create a Calendar & Metric

In this exercise, the Service Manager console is used to create a calendar and metric. In Service
Manager a calendar is used to define work days, hours and holidays to create a work schedule for IT
to resolve incidents and fulfill service requests. A metric is used to define time metrics against a
calendar item, corresponding to a service level objective. A time metric is the measurement between
start and end dates.

Estimated time to complete: 5 minutes

SCSMO1

Perform the following on SCSMO01

1. From SCSMO1, open the Service Manager Console by selecting the icon from the taskbar.

SIfE}

-
w

_F_|:'J

2. Navigate to the Administration workspace.
/|| Administration
;"-; Library
IE_,] Work Items

f_3|| Configuration ltems

3. Expand Administration > Service Level Management. Select the Calendar node.
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Connected to SCSMO1

From the Tasks pane select Create Calendar.

Under Title enter SQL Admin Schedule.
Under Working days and hours, next to Work Day select: Monday/Tuesday/Wednesday.

N oo v s

Under Start time enter 8:00AM and under End time enter 6:00PM.

| »

General ~ General

Heiea 0 Title SQL Admin Schedule

Time zone: | (UTC-08:00) Pacific Time (US & Canada)

Working days and hours:
Workday [JSunday | Monday [ Tuesday [¥] Wednesday || Thursday | Friday "] Saturday

Start time [80000AM |[80000AM |[80000aM |
End time [e0000pM || 60000Pm |[s0000PM |
A}

8. Under Holidays click Add.
9. Under Name enter New Year's Day.

10. Under Date select January 1st of the next year and click OK.



Mame:

Mew Year's Day

Date: 1/1/2019

11. Click OK to close the calendar object.

12. Once it's closed return to the Calendar view and note that the new calendar object has been
created which is the work schedule of the SQL Administrator: SQL Admin Schedule.

&

File language View Go Tasks Help
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4 Eﬁi Admirictration Filter P Edit Criteria v
’ 0 Announcements Title Time zone Last updated
4 e Chargeback SQL Admin Schedule (UTC-08:00) Pacific Time (US & Canada) 2/13/2014 7:10:46 PM
24 Cloud Services Contoso Servicing Schedule (UTC-08:00) Pacific Time (US & Canada) 2/7/2014 2:45:31 AM
- Connectors
[#] Deleted Items
‘&= Management Packs
4 | Motifications
|_2 Channels
¢ Subscriptions
LA Templates
» R Security
! ,ﬁ, Semvice Level Manageme
| Calendar

sl Metric

13. Navigate to Administration > Service Level Management > Metric.

s T

-

- | ~




14.
15.
16.
17.
18.
19.

Service Manager Console - |8
File Llanguage View Go Tools Tasks Help

e - ilJ % » Administration » Administration » Service Level Management » Metric A

< -
Administration < | Metric 2 > Tasks
P m”! Administration Filter P Edit Criteria v (7]
‘@ Announcements Title Description Class Completion Time
@ Chargeback Completion Time Service Request 7 Delete
43 Cloud Services Resolution Time Incident E Properties
<7 Connectors

= =2 Search for Knowledge Article
%| Deleted ltems

= Management Packs Metric
4 Notifications lal Create Metric
_& Channels (4 Refresh

H# Subscriptions

Administration
=] Templates

X start Powershell Session
23 Security

.

=] Service Level Manageme
j Calendar
il Metric
25 Service Level Objective
) Settings

On the Tasks pane select Create Metric.

In the Title add SQL Time to Resolution.

Under Description enter Total time to resolve SQL-related issues.
Under Class select Browse.

Select Problem and click OK.

Under Start date select Actual start date and under End date select Actual end date. Click OK.



Eenel - General

Related 5LO(s)

Title
| SOL Time to Resolution

Description:

Total time to resolve SOL-related issues

Class:

‘ Incident

The metric is the measurement between the start and end dates

Startdate: | Actual start date

End date: | Actual end date

- Related SLO(s)

Belated S Ci(<):

20. Return to the Metric view and note SQL Time to Resolution is now visible.



4.2.3 - SCSM: Create a Service Level Objective

In this exercise, the Service Manager console is used to create a service level objective. This creates
relationships between a queue and a service level, and defines the relationship between a calendar
item and a time metric. This provides IT with time-based goal to complete the task and meet the
service level objective.

Estimated time to complete: 10 minutes

SCSMN
Perform the following on SCSMO01
1. From SCSMO01, open the Service Manager Console by selecting the icon from the taskbar.

e

-
w

=k

2. Navigate to the Administration workspace.
/|| Administration
;";: Library
IE_.] Work Items

u Configuration ltems

3. Navigate to Administration > Service Level Management > Service Level Objectives.



Service Manager Consale - |
File Language View Go Tools Tasks Help

(- - * \ » Administration » Administration » Service Level Management »  Service Level Objectives > & ,O
Administration < | Service Level Objectives 1 > Tasks
4 B} Administration Filter P Edit Criteria v (7]
@ Announcements Title Description Enabled Calendar Contoso Service Level Obj...
@ Chargeback Contoso Service Level Objective Resclve any incidents with the Contoso ser...  Yes Contoso Ser ?( Delete
24 Cloud Services I Disable
<7 Connectors ﬁ Enable
#| Deleted ltems Ll .
— — | Properties

= Management Packs

- . =2 Search for Knowledge Article
Notifications

25 Security Service Level Objectives
4 & Service Level Manageme ¥ Create Service Level Objectiv
:Calendar (3 Refresh
ali Metric — -
. . Administration
- Service Level Objective
[ Settings B3 start Powershell Session

I Workflows

From the Tasks pane select Create Service Level Objective.

On the Before You Begin screen review the information and click Next.
In the Title enter SQL Server Resolution SLA.

Under Description enter Service goal to resolve all SQL server issues.

Under Class select Problem. Click OK.

L 00 N o v &

Under Management pack ensure that Service Manager Problem Management Configuration
Library is selected.

10. Ensure that the Enabled check box is selected and click Next.



@ General

Before You Begin
Title

| S0L Server Resclution SLA

General

Queues

Description:

senice Level Criteria Service goal to resolve all SOL server issues

Summary

Completion

Class:

| Problem

Selact an existing management pack where this SLO will be saved.
Management pack

Service Manager Problem Management Configuration Library
Last modified: 2/13/2014 7:04:54 PM

Enabled

Cancel ||<Pre\nnus|| Next = || Create

11. On the Queues page select SQL Server Items.

@ Queues

Before You Begin
SLOs are applied to work items via Queues. Please select an existing queue for work items or create a

General new queue based on criteria for this 5LO

| Queues | | SGL Server ltems | | MNew... |
Service Level Criteria
Summary
Completion

| SelectAll || ClearAll |

Cancel ||<Pre\nu.rs|| Next > || Create




12.
13.
14.
15.
16.
17.

Click Properties.

Review the information and click OK.

Click Next.

On the Service Level Criteria page, under Calendar select SQL Admin Schedule.
Under Metric ensure that SQL Time to Resolution is selected.

Under Warning Threshold change the time to 12 hours. Click Next.

E Service Level Criteria

Before You Begin
Specify the calendar and metric you want to use for this service level objective. In addition, specify the

General target and waming threshold times for the metric. Target is the time frame in which you expect the
service level objective to be met. Note that target time is a function of business time,

Queues
Service Level Criteria ‘ Calendar
Summary | SQL Admin Schedule - | | New. |
Completion
Metric:
| SQL Time to Resolution *|[ New. |
Target: Warning threshold:

(el [rous [-] [l [teus [-]

Cancel || < Previous || Mext = | Create |

18. On the Summary screen, review the settings and click Create.

19. On the Completion screen click Close.

20. In the Service Level Objectives view note the newly created service level objective. Select it and

from the Tasks pane click Enable.



i<l

File Llanguage View Go Tools Tasks Help

(— r “ \ » Administration » Administration » Service Level Management »  Service Level Objectives
Administration < | Service Level Objectives 2 > Tasks
4 B} Administrati Filter P HditCiteria v | @ | @
4 o Announcements. Title Description Enabled Calendar SQL Server Resolution 5...
L] e Chargeback Contoso Service Level Objective Resclve any incidents with the Contoso ser...  Yes Contose Sen 7€ Delete
4 Cloud Services SQL Server Resolution SLA Service goal to resolve all SQL server issues  Yes SQL Admin £ & Disable
ﬂ_L‘]J Connectors ‘, Enable
| %] Deleted ltems —
Properties
‘ Management Packs i
- &2 Search for Knowledge Articles
4 Notifications
v 29 Security Service Level Objectives
4 5 Service Level Manageme [¥:| Create Service Level Objective
[ Calendar (3 Refresh
Metric . N
= - - Administration 4
= Service Level Objective ’_
4 Start PowerShell Sessi
Settings [ %] werShell Session
4 1] Workflows
Z] Configuration
\Z] Status
el

21. Navigate to the Work Items workspace and click and expand Problem Management.

T

File Llanguage View Go Tools Tasks Help

‘- 3 m \ » Workltems » Workltems » Problem Management » =

-
-
Work Items < || Problem Management > Tasks
4 [E] Work items Problem Management H e
| Activity Management Contains Problem Management views Problem Management
» B Change Management - Create Folder
» Incident Management = -~
ag Folders @ ) Creste Problem

4 [ rroblem Management

m Active Known Errors
m Active Problems
[ Closed Problems
E My Problems

m Needing Review

‘ El Create View

Views g ”

% Resolved Problems
’ Release Management
» u Service Request Fulfillme

m Active Known Emrors
% Closed Problems

B} Needing Review

B Active Problems
m My Problems
% Resolved Problems

22. From the Tasks pane select Create View.
23. In the Create View wizard under Name enter: SQL Server Problems.

24. Under Management pack ensure that Service Manager Problem Management Configuration
Library is selected.



| »

General ~ (General

Criteriz Specify a name and description for the view

Display Name: L
| SOL Server Problemsl
Description:
Folder:

Problem Management

Management pack

Service Manager Problem Management Configuration Library . New...
Last modified: 2/13/2014 8:23:08 PM

 Criteria

3 Advanced Search

25. Scroll down and under Criteria under Advanced Search under Search for objects of a specific
class: click the Browse button.

26. In the upper-right drop-down that says Frequently used basic classes, change that to All basic
classes.

27. In the Type to filter box, enter SQL and click the search icon. Select Contoso SQL Servers and click
OK.



Select the class you want and click OK. You can use Filter by name and the View list to better define the list of displayed classes.

| 5aL P | |AII basic classes -
Name Management Pack
| == Contoso SQL Servers Service Manager Problem Management Configuration Libran =

. Linking Framework 0L Data Source (internal)
== 5LA Group: 50L Server Resolution SLA

@ SLA Workflow Target: SOL Server Resolution SLA
[Jsal Agent

[3sal Agent Jab

,‘_Ir?l, SOL Analysis Services

G SQL Component

== 5QL Compocnents

=== S0L Computers

|4 SOL Database

Service Manager Linking Framework Library
Service Manager Problem Management Configuration Libran|—
Service Manager Problem Management Configuration Libran
S0L Server Core Library
S0L Server Core Library
S0L Server Core Library
S0L Server Core Library
S0L Server Core Library
S0L Server Core Library
SQL Server Core Library

0 I

| 3

28. Scroll down to Display. Under Display select Display Name, Full Name, Name, Notes, Object

Status.

General .
# Display
Criteria

Display
[] Asset Status

[] Connecter |dentifier
Display Name
Display Mame
Full Name
1D

[] Last Medified
MName

Motes

[¥] Object Status
[] Path

[ Time Added




29. Click OK.

30. Once the dialog box closes, under the Work Items > Problem Management view, a new view will
appear for SQL Server Problems.

Work ltems <

4 E| Work [tems
» B Activity Management
» B cha nge Management
4 Q Incident Management

e

m Problem Management
m Active Known Errors
m Active Problems
E;. Closed Problems
m, My Problems
E_, MNeeding Review
% Resolved Problems
@ S0L Server Problems

' Release Management

’ a Service Request Fulfillme

31. Select SQL Server Problems and note that the group of Contoso SQL Servers appears. This has
connected the SQL Server Problems to Possible SQL Servers.

k ltems < | SQL Server Problems 1 > Tasks

[ tncrdent Management Filter P EdtCritena v B e

@ rreniem Management Dusplay Name Duplay Name Full Name Name Object| Contoso SQL Server
H Active Known Errors C SQLS.. ContosoSQLS. InstanceGroup_f- ACW | S Creste Reistes Cha

m Actrve Problems
m Closed Problems

- Creste Retated Inck

By or W Create Reated Sen
M My Problems
B Needing Review x' ::‘
E Resolved Problems .
= SQL Server Problems £
(B Retesse Management
[ Service Request Fulfiiment . m . || Search for Knowied

u All Open Service Requests o g A - SQL Server Problen



4.3 - SCSM: Manage Incidents

4.3.1 - SCSM: Create an Incident

In this exercise, the Service Manager Portal is used to create an activity request as a self-service user.
The IT Infrastructure Library (ITIL) defines an "incident" as "an unplanned interruption to an IT service
or reduction in the quality of an IT service. Failure of a configuration item that has not yet affected
service is also an incident - for example, failure of one disk from a mirror set."
(http://www.itil.org/custom/glossaren/)

Note: Some items in the Service Manager console may not display correctly when it is maximized and
running in a virtual machine. If any display issues are encountered, resize the Service Manager
console so that it is not maximized.

gl File language View Go Tools Tasks Help
\ v Lbrary + Library b ServiceCatalog » RequestOfferings » All Request Offerings

Library < || All Request Offerings 23 > Tasks

5 Library Filter P EditGiteriav || [ | @
5 Groups Title: .

Brief Description Publish Status Publish Date
Denne anmodning tillader, at du sender heendelsen  Draft =

Anmodning om generisk hzendelse
[ Knowledge Anmodning om generisk haendelse |55 Add to Service Offering
o] Lists Genel Olay Istegi Bu istek olay gondermenize izin verir Draft N
2 Queues Generische Vorfallsanforderung Mithilfe dieser Anforderung kannen Sie einen Vorfall.. Draft ey

£% Runbooks Rodzajowe #adanie zdarzenia To 2adanie umozliwia wystanie zdarzenia Draft

4 [l service Catalog
4[5 Request Offerings
(=) All Request Offerings
27 Draft Request Offerings
[ Published Request Offer
|2 Standalone Request Offe
[ Service Offerings

I Templates

/| Administration
= Library
Work Items

[ configuration Items

Connected to SCSMO1

SCsSmMo2

Generisk hendelsesforesparsel

Ol zanpoc o nosoay MHLALENTE

A AS 2%

Anmodning om generisk handelse

Otject

Display Name

Ved hjelp av denne foresparselen kan du sende inn.

10T 3aNpOC NO3TCNAET OTNPABHTS CERACHHR 06 HH...

0| 2EOE UNSSE AFE S ASUD

Anmadning om generisk hendelse

Extansion base class

o

1Servi tal:

Draft
Draft
Draft

7% Deete

[=] Properties

=) Pubiish

55 Search for Knowledge Articies

4= unpubiish

All Request Offerings

(3 Refresn

Request Offerings
Creste Request Offering

[E7] Create view

iceCatalog.G:

ering DA3|RequestOffering

Path

Management Pack Id:

Ser Catalog.G:

ering. DA
Element Id:

‘ 4cbBbaf2-0114-8224-769b-202b242b57bd

Parent ld:

00000000-0000-0000-0000-000000000000

4af0e153-d730-2331-00db-157223¢f9d8d

<[

Estimated time to complete: 5 minutes

Service Catalog

[Z] Creste Foider



http://www.itil.org/custom/glossaren/

Perform the following on SCSMO02

1. From SCSMO02, open the Service Manager Portal by selecting the Internet Explorer icon from
the taskbar.

= @

2. |If the site does not open, browse to http://SCSM02:81/SMPortal/SitePages/Service%Catalog.aspx.
One or two prompts may appear. Log in with a username of contoso\Developer and a password
of PasswOrd

3. The site may already be open. If so, look on the Home page, in the upper right corner, to ensure
that it is logged in as contoso\Developer. If not, log out and log back in using the correct
credentials.

Connecting to SCSM02. contoso.com.

4. Wait for the Server Manager Portal to load. This will take a minute to complete.

5. From the upper right corner, click the list view button.
=181 x|
A Il‘l Bing 2=

ffﬁ-m ~ |7 = -~ Page -~ Safety - Tools - I@lv

ECategow view EList view

12d requests are the most efficient way to
-al reguest.

Service offering Category



http://scsm02:81/SMPortal/SitePages/Service%Catalog.aspx

6. Under Request name select Generic Incident Request.

7. Inthe upper right corner of the Generic Incident Request page click the Go to request button.

Generic Incident Request

This request allows you to submit the incident Go to reques':"'

Related help articles: Related service offerings:

8. On the Generic Incident Request page in the Please enter the title for the issue text box enter:
SQL Server performance issue.

9. Inthe Please describe the symptoms of the issue in details text box enter: Contoso SQL Server
running slowly, please investigate.

10. In the Please select a category of the issue drop down select: Enterprise Application Problems.
11. In the How urgent is the issue drop down select Medium.

12. In the Please enter alternate contact information if needed text box enter:
Developer@contoso.com



Generic Incident Request

Please fill in the form below to submit your request

Please enter the title for the issus

SQL Server performance issue

Please describe the symptoms of the issue in details

Contoso SQL Server running slowly, please investigate

Please select a category of the issue

Enterprise Application Problems -

How urgent is the issue

Medium -

Please enter alternate contact information if needed

Developer@contoso.com

13. Scroll down to the bottom of the form using the inner grey scroll bar and click Next.
14. If the bottom of the window is not visible, try resizing the view or zooming out (Ctrl -)

< Back Next » Cancel X

15. On the Generic Incident Request review and summary page, review that the information is
correct and click Submit.

16. On the confirmation screen you will see that the request has been submitted and there will also
be an incident request that has been created in service manager. Note the number after IR. In the
screenshot below the ID is IR48 .



17.
18.

Service Request

This request belongs to:

Generic Incident Request

Provide information

J Your request has been submitted ID:|IR48

Review and submit

Request opened on:

Friday, February 14, 2014 12:50:21 PM 3 _
Confirmation

It may take a few moments before your request is available for viewing.

ff Back to home View my requests

Click View my requests.

Once the My Request page loads, note under SQL Server performance issue the status of the
request is Active.

SQL Server performance issue

ID: IR48

Status:  Active



4.3.2 - SCSM: Review an Incident

In this exercise, the Service Manager console is used to create an activity request. The IT
Infrastructure Library (ITIL) defines an "activity" as "a set of actions designed to achieve a particular
result. Activities are usually defined as part of processes or plans, and are documented in
procedures." (http://www.itil.org/custom/glossaren/)

Estimated time to complete: 5 minutes

SCSMN
Perform the following on SCSMO01
1. From SCSMO01, open the Service Manager Console by selecting the icon from the taskbar.

e

2. Navigate to the Work Items workspace.

: ,,”!. Administration

-
w

=k

;;"-; Library

Work ltems

u Configuration ltems

3. From the Work Items workspace expand Incident Management and select All Open Incidents.


http://www.itil.org/custom/glossaren/

P N oW

Service Manager Console - |@
File Language View Go Tools Tasks Help

(— = | \ » Workltems » Workltems » Incident Management »  All Open Incidents > 9 oo
Work ltems < | All Open Incidents > Tasks
4 [E] Work Items = ||| Fitter R Edit Criteria v 7]
[ Activity Management o} Title Assigned To Status Pric | All Open Incidents ~
] Change Management IR48 SQL Server performance issue Active 9 || 7 Delete View
4 [l Incident Management =1 Edit View
[ All Incidents G Reren
@) All Open Desired Cc
55 All Open E-Mail Inci Incident Management ~
3 an Open Incidents  |= Contose Task
L'_;J All Open Incidents £ <] Create Folder
(:] All Open Operation \& Create Incident
E"WQ All Open Parent Inc _d Creste Incident from Template

[} All Open Portal Incic
] All Open Unassigne
@ Assigned To Me
@ Escalated Incidents ||
D Incident Support Gr
|3 Incidents with Servi
[ incidents with Servi

@_ My Incidents

+| Create View

|J'm Administration

a Library

Connected to SCSMO01

Select the incident request that was created in the previous exercise. It should match the ID
number that was noted earlier. In this example it is ID IR48.

Under tasks click Edit to open the request.
Review the settings on the general tab. For Support group select the drop down and click Tier 2.
For Assigned to select the ellipses (...) button.

On the Select users dialog under username select Tier2 and click OK.



_ Select objects

Select an object and then click OK. You can use Search and Filter to better define the list to select from.

Scope users by global operators group

| Type to filter... » | Domain User or Group =

Available cbjects: 111 of 0. Enter maore details in the search criteria to narrow the result list.

First Name = Last Name Title User Name Domain  Comparny
Pre-Windows 2000 Compatible Access contoso -
Tier2 contoso ]
lor contoso J

9. Under Primary owner select the ellipses button.

10. On the Select users dialog under User Name select Administrator and click OK.

IR48 Affected user: Developer Created on: 2/14/2014 12:50:13 PM @
ﬁ Active Contact info: Developer@contoso.co Resolve by:
Parent incident: First response date: 00:06

| General | Activities Related Items Resolution  Service Level History

Incident Information b
Affected usen Alternate contact methed:

« | Developer (Developer) | .@7 EI Developer@contoso.com |
Title:

| SQL Server performance issue |

Description:

Contoso SQL Server running slowly, please investigate

Classification categorny: Source:

| Enterprise Application Problems | A | |M | A |
Impact: Urgency: Priority:

| Medium |~] | Medium ERE

Support group: Assigned to: Primary owner:

Tier 2 hd I Tier2 (Tier2 8 I |2\Administrator (Administrator) Q

| B 28 e IE2
[] Escalated

11. Under Affected Services click Add... and select Operations Manager Management Group and click
Add then click OK.



12. Under Affected Items click Add... then select DCO1.contoso.com, click Add and then select

SCOMO1 and click Add. Click OK.
13. Click Apply.

Affected Services

Title Fully qualified name Last modified Add..
Operations Manag... Microsoft.SystemCenter.Mana... 1/4/2014 6:31:08 P... Remaowve
Cpen

Affected ltems ~
Affected user Cls: v Add C

Title Fully qualified name Last modified Status Add...

Operations Manag... Microsoft.SystemCenter.Mana... 1/4/2014 631:08 P... Active Remaove

DCot MicrosoftWindows.Computer...  2/13/2014 12172, Active Open

SCOMOT Microsoft Windows.Computer...  2/13/2014 12:19:3...  Active

14. Select the Resolution tab from the top menu.

15. In the right column under Tasks click Assign then select Assign to Me.

Contact info: Developer@contoso.co

Parent incident:

Resolution | Service Level History

Add | | Subtract

First response date:

00:01

Resolve by:

@

IR48 - 5QL Server pert

@ Apply Template

3) Aszign to Analyst
@ Aszign to Me

\Assign ¥

IChange Incident Staf

Time worked

10

Last updated =
2/14/2014 1:06:35 PM

16. Under Time Worked adjust the hours to 1 hour and click Add.

Contoso Task

|]L'.'] Convert or Revertto |

4& Create Change Regue

m Create Problem

4¢ Create Release Recon

Time Worked
(=] = T
15 hc:urJ 0 "S' minutes Add Subtract
= o] 1]
Analyst Last updated = Time worked

| contoso\Administrator

2/14/2014 1:09:41 PM 60




17. Click Apply then click OK.

18. On the Work Items workspace navigate to Incident Management | Assigned To Me. The incident

should now appear in the center display pane.

19. In the right column under Tasks select Request User Input.

View

& Al Incidents
@) All Open Desired Cc
i All Open E-Mail Inci
|] All Open Incidents
|:J All Open Incidents E
P-_.J All Open Operation
E“:‘J All Open Parent Inc
[} All Open Portal Incit
4] All Open Unassigne
L._\_Ii Assigned To Me
|E. Escalated Incidents
[ Incident Support Gr
!3 Incidents with Servi
[Z Incidents with Servic

|__\j My Incidents

\«'m Administration
:& Library
Work Items

mn

u Configuration ltems

20. On the Request User Input dialog under Message type The SQL Server is slow because it running

=

IR48 - SQL Server performance issue

~

Ij cut JIOA (j S/ OOO & A -| B ouine - | 2 D [] ENEEN EEEN lﬂ
Paste e ey ( Brushes B O Q CJ E> <:| ﬁ T|Ser Size Color | Color . . Edit
p “k Rotate = Al . O <4 ﬁi’ﬁ:@@—"‘:} =z - 2 colors
Clipboard Image Toals Shapes Colors
Work ltems < | Assigned To Me 1 > Tasks
4 E] Work Items ||| Fitter R HitCriterav | @ | @
El Activity Management 1] Title Status Priority Service L | IR48 - SQL Server perf... A
g Changs Management IR43 SQL Server performance issue Active 9 2/14/20 2J Assign b
# @ Incident Management 9‘ Change Incident Status ¥

Contoso Task

Create Change Request
@ Create Problem
Create Release Record

Create Service Request

Edit

-
)

@

Escalate or Transfer

Link or Unlink to Parent ¥

B ©

Link Problem

iR E

Link to New Parent Incident

Ping Related Computer

Remote Desktop

o

3_‘ Request User Input

&3 Search for Knowledge Articles

!‘ Set First Response or Commel

~

Assigned To Me
Duplicate View
°| Hide View

(4 Refresh

out of free capacity. Please confirm SQL Server can be taken offline at 18:00 tonight. Click OK.



Enter a message to request information from the affected user for this incident.

Message:

The SCL Server is slow because it running out of free capacity. Please confirm SCL Server can
be taken offline at 18:00 tonight.

3872 characters remaining.




4.3.3 - SCSM: Provide Incident Information

In this exercise, the self-service user enters more information about the incident. After reviewing the
information, the administrator acknowledges the resolution and updates the incident.

Estimated time to complete: 5 minutes

SCsSmMo2

Perform the following on SCSMO02

1. From SCSMO02, open the Service Manager Portal by selecting the Internet Explorer icon from
the taskbar.

=]

2. |If the site does not open, browse to http://SCSM02:81/SMPortal/SitePages/Service%Catalog.aspx.
One or two prompts may appear. Log in with a username of contoso\Developer and a password
of PasswOrd!

3. The site may already be open. If so, look on the Home page, in the upper right corner, to ensure
that it is logged in as contoso\Developer. If not, log out and log back in using the correct
credentials.

Connecting to SCSM02. contoso.com.

contoso\Developer

Damai 0

B Remember my credentials

4. From the menu on the left select My Requests then select SQL Server performance issue. If the
data does not appear wait a minute, then click refresh.


http://scsm02:81/SMPortal/SitePages/Service%Catalog.aspx

My Requests

My Requests

Requests | Type W

Incidents SQL Server performance issue

; D IR48 Last updated: 2/14/2014 1:16:53 PM
SQL Server performance issue Status: Pending
IR48 | Pending T
Description
Service Requests Contoso SQL Server running slowly, please investigate
New Contoso VM
SRaL | Failed Request activities

Request action log

b Comment by contoso\Administrator 2/14/2014 1:16:53 PM

¥ Record Assigned 2/14/2014 1:08:16 PM

¥ Record Assigned 2/14/2014 1.01:35 PM
User Input

K Cancel request

Prev. & Next b

Under Request action log expand the logs, notice the comment by contoso\Administrator and
note the comment.

On the User Input text box enter Yes, the SQL Server can be taken offline. then select Update
request.

Request action log

4 Comment by contoso\Administrator 21472014 1:16:53 PM

The SQL Server is slow because it running out of free capacity. Please confirm SQL
Server can be taken offline at 18:00 tonight.

4 Record Assigned 2/14/2014 1:08:16 PM
Assigned by contoso\Administrator to contoso\Administrator

4 Record Assigned 2/14/2014 1:01:35 PM
Assigned by contoso\Administrator to Tier2

User Input

Yes, the SQL Server can be taken offline. |




Perform the following on SCSMO01

SCSMO1

7. From SCSMO1, open the Service Manager Console by selecting the icon from the taskbar.

=

5

8. Navigate to the Work Items workspace

9. Expand Incident Management and select Assigned To Me.

Service Manager Console
File Language View Go Tools Tasks Help
(- [ E Y v Work ltems »  Workltems » Incident Management »  Assigned To Me = ’:
Work Items < | Assigned To Me 1 > Tasks
4 [E] work Items * ||| Fitter P Edit Criteria v 7]
v [] Activity Management D Title Status Priority Servicel| IR48-5QLS
’ n Change Management IR48 5QL Server performance issue Pending g 214720 !' Assign b
4 Q Incident Management ,@ Change Int
[ Al Incidents Contoso T
(&} All Open Desired Cc .
- Create Chz

i All Open E-Mail Inci
& an Open Incidents
& an Open Incidents E
% All Open Operation:
E-'T; All Open Parent Inci
[%5 All Open Portal Incic
4 All Open Unassigne
L@ Assigned To Me
@ Escalated Incidents
» [ Incident Support Gr
m Incidents with Servic

10. Select the Incident and click Edit from the Tasks pane on the right.

m Create Pro
\© Create Relt
4F Creste Sen
/' Edit

® Escalate or
12, Uik or uni
@ Link Probie
12, Linkto ne
"™ ping Relat:
"™ Remote D¢

11. Scroll to the bottom of General tab, under Log entry expand Analyst Comment and note the text.

=

Log entry
£} 3) Record Assigned
1 L‘l‘; Record Assigned

=| Analyst Comment

Private Created by Date time =
contoso\Administrator  2/14/2014 1:.01:35 PM
contoso\Administrator  2/14/2014 1:08:16 PM

Ll contoso\Administrator  2/14/2014 1:16:53 PM

The SQL Serwver is slow because it
Server can be taken offline at 18:

running out of free capacity. Please confirm 30L
0 tonight.




12. On the right side under Tasks select Change Incident Status then select Resolve.
00:01 =

IR48 - SQL Server

E Apply Template

2 Assign»

(‘ _Activ:te (Change Incident
x Close (Contosao Task

[ @ Other.. (Convert or Reve

W Resolve (Create Change |

B Create Problem

e '*' Create Release |

'*' Create Service B

hd @ Escalate or Tran

J— -1 R e

13. On the Resolve incident window, under Resolution Category select Fixed by analyst from the
dropdown.

14. Under comments enter Adding a new disk. Click OK.

=]
» ¥

E} Resolve incident

Editing the description of many incidents at once can be done as a bulk cperation only when
resolving the incidents. After they are resclved, each resolution description must be edited
individually.

Resolution Categorny:
Fixed by analyst

Comments:

Adding a new disﬂ

3983 characters remaining.

15. Click OK.



SCSMo2

Perform the following on SCSMO02

16. From SCSMO02, open the Service Manager Portal by selecting the Internet Explorer icon from the

taskbar.

- @]

17. Select the My Requests tab to refresh the request. If the data does not appear, wait a moment

and click refresh.

18. Notice that under SQL Server performance issue the status has been changed to Resolved.

{~ sMPortal - My Requests - Windows Internet Explorer

@.:_.—; - ||:| http://scsm02:8 1/SMPor tal /SitePages My ¥ 20Requests. aspx

{:‘f' Favorites | {;“5 £ | Suggested Sites = | Web Slice Gallery -~

I:| SMPortal - My Requests

My Requests

Requests | Type

Incidents

SQL Server performance issue
IR48 | Resolved

SQL Server performance issue
1D: IR48

Status: Resolved

Description



4.3.4 - SCSM: Manage a Problem

In this exercise, the Service Manager console is used to create a problem in Service Manager's
database so that these incidents can be tracked over time. The IT Infrastructure Library (ITIL) defines
a "problem" as "a cause of one or more incidents. The cause is not usually known at the time a
problem record is created, and the problem management process is responsible for further
investigation." (http://www.itil.org/custom/glossaren/)

Estimated time to complete: 10 minutes

SCSMO1

Perform the following on SCSMO01

1. From SCSMO1, open the Service Manager Console by selecting the icon from the taskbar.

SIfE}

-
w

_F_|:'J

2. Navigate to the Work Items workspace.

. ,,"”'%!: Administration
; Library
m Work ltems

u Configuration ltems

3. Expand Problem Management, then right-click Problem Management and select, Create
Problem.


http://www.itil.org/custom/glossaren/

l:‘!‘jl

File Language View Go Tools Tasks Help

€« - B \ » Workltems » Workltems » Problem Management »

Work ltems < | Problem Management

4[] wark kems Problem Management
r EH Activity Management Contains Problem Management views
» B3 Change Management

» [ Incident Management | | _HI Folders ©
4 | B Problem Man————~

E Active Knov Create Folder
H Active Prob m Create Problem
2 Closed Prof [ 21| Create View
Bﬁ, My Problems ]
E MNeeding Review
H) Resolved Problems ‘
g SQL Server Problems

2 Release Management

F ﬂ Service Request Fulfillme

4. Once the new problem wizard pops up, enter the following information:

Title: SQL Server Disk Slow

Description: SQL Server Disk is running out of space and performing slowly
Assigned to: Tier3

Source: Customer Request

Category: Storage

Impact: High

Urgency: Medium




‘ General | Related Items Resolution History

Problem Information -~

Title:
| SQL Server Disk Slow

Description:

5QL Server Disk is running out of space and performing slowly

Assigned to: Source:

[Pl | Tier3 (Tier3) % B | Customer Request | ¥ |

Categery: Impact: Urgency: Priority:

|Storage |v| |ﬂgﬂ |v| | Medium |v| |n

Affected Services -~
Iden.. Type Mame Status Crwner

Add...

Affected ltems

"~
Iden... Type Name Status Owner | Add... .

| oK || Cancel || Apply |

Under Affected Services, click Add and ensure Service is selected in the filter drop down and
select Operations Manager Management Group then click Add then OK.



g Select objects

To add cbjects to the list, select the cbjects and click Add. You can use Search and Filter to better define the
list,

Type to filter... » | | Service T | E

Available objects: 1 of 2. Enter more details in the search criteria to narrow the result list.

Marme Class

ﬁ Contoso Service Buszinesz Service

Selected cbjects:

Mame Class

Operations Manager Management Group Operations Manager Management Group

6. Under Affected Items, click Add and select SCOMO1 then click Add then OK.

7. Under Action Log, under Comment type: Must suspend Operations Manager monitoring of disk
during update, then click Add and Apply.



General Related ltems Resolution History

Affected Services

~
Iden.. Type  Mame Status Owner Add...
~

5554... Operations Manager Management Group |

Affected ltems

Iden.. Type  Name Status Owner Add...
5554... Cperations Manager Management Group _4
v

SCOMO1

Action Log

Comment

4000 characters remaining B

Expand All

Log Entry Created By Date Time
ko] Analyst Comment contosoVAdministrator 2/14/2014 3:3...

4

OK || Cancel || Apply |

8. Under Log Entry, expand the plus symbols and note the information.

Log Entry Created By Date Time
E «" Record Opened contoso\Administrator 2/14/2014 3:3...

|SQL Server Disk Slow

= L] Analyst Comment contoso\Administrator 2/14/2014 3:3...

|M1.151: suspend Cperations Manager monitoring of disk during update

= 8 Record Assigned contoso\Administrator 2/14/2014 3:3...

|A55:i.g11ed to contoso\Tier3

9. Select the Related Items tab from the top menu.
10. Under Work Items select Add.

11. Select the incident request which was created in the previous exercise then click Add then OK.



s Select objects

To add objects to the list, select the cbjects and click Add. You can use Search and Filter to better define the

list.
Type to filter... 2 | |Worlc [tem i ‘ ‘I\
Available objects: 18 of 19. Enter more details in the search critenia to narrow the result list.
Marme Class
IR48 - SQL Server performance issue  Incident 1
G mas1 Manual Activity to Assign Cloud Resources to Subscripticn
Ed rat4 Review Activity
Ed rad3 Review Activity
El RB32 Create Virtual Machine Manager User Role Runbook Activity
[z rBas Create Virtual Machine Runbook Activity
5R12 : New Tenant- Developer Service Request
5R29 : New Cloud Rescurces subscri)  Service Reguest -
‘| ] »

Ad

Selected cbjects:

Mame Claz= Path
PR50: SOL Server Disk Slow  Problem

oK | ‘ Cancel

12. In the Configuration Items Computer Services and People box, click Add.
13. Once the Select objects loads, select SCOMO01 and click Add.

14. From the Computers dropdown, scroll down to User.

15. In the filter, type developer and click the search icon.

16. Select the object named Developer in the class Active Directory User.



_ Select objects

To add objects to the list, select the cbjects and click Add. You can use Search and Filter to better define the
list.

developer » | | User T | E‘
Available cbjects: 1 of 1. Enter mere details in the search criteria to narrow the result list.
MName Class Path
| lﬂ Developer Active Directory User
Add | | Remove
Selected objects:
MName Class Path

SCOMOT  Windows Computer

OK | | Cancel

17. Click Add then click OK.
18. In the Knowledge Articles click Add.

19. Select the Knowledge Article called Contoso SQL Server Performance is Slow.




_ Select objects

To add cbjects to the list, select the cbjects and click Add. You can use Search and Filter to better define the
list,

Type to filter... o | | Knowledge Article T | ‘1'

Available cbjects: 0 of 1. Enter more details in the search criteria to narrow the result list.

Article ID Title Class Path

Selected objects:

Article D Title Class
kAad Contoso S0L Server Performance is Slow  Knowledge Article

20. Click Add then click OK.
21. Select Apply, then click the Resolution tab.

22. Check the Known Error checkbox and under Error Description enter SQL server runs slowly then
click Apply.



= PR50 : SQL Server Disk Slow =g

FREORRnonaErcy Created  2/14/2014 2:31:24BM I > Tasks
i Active Resolved be
Problem &
General Related ltems | Resolution History

m Change Status

Bl n} Close

Error and problem review
Create Change Request

Create Release Record

Error Description Known Error e
™ Print
SQL server runs slowly
m Reactivate
ﬂ:; Resolve

== Search for Knowledge Articles

Workarounds General ~

2| Refresh

Review Notes O Requires Major Problem Review

Resclution Details

Auto

Ive all incidents associated with this problem

Resolution Category:

ok | [ Cancel || appy |
23. In the task bar on the right, click Resolve.
24. Scroll down to Resolution Details and under Resolution Category, select Hardware.
25. Under Resolution Description, type: Larger disk will be added at 18:00.

26. Select the checkbox Auto-resolve all incidents associated with this problem.

Resclution Details
Auto-resolve all incidents associated with this prablem

Resolution Category:

Hardware | = |

Resolution Description:
Larger disk will be added at 18:00

0K | | Cancel | | Apply

27. Click Apply and click OK.

28. Under Problem Management, navigate to Resolved Problems and note that this problem is now
resolved.

29. From the Work Items workspace, navigate to Work Items | Incident Management | All Incidents.



&

File Language View Go Tools Tasks Help

(— \» Workltems » Workltems » Incident Management » Al Incidents = ",",
Work Items < | All Incidents 1
© s on@nys manaycos - o
Filter P | Edit Criteria
4 Incident Managemen =
I Al Incidents Iz Title Assigned To Status F
% All Open Desired Cc — || IR48 S0L Server performance issue contosohAdministrator Resolved |
< | n

Sgf Al Open E-Mail Inci
All Open Incidents IR48 - SQL Server performance issue
All Open Incidents |
% All Open Operation:
@ All Open Parent Inci
[%} Al Open Portal Incic
a All Open Unassigne 2
Ei, Assigned To Me
@ Escalated Incidents Work ltem ~

-

Object ~

Display Name:

IR48 - S0L Server performance issue

30. Select the incident that was reported and from the task pane, select Edit.

31. Once the incident opens, note that its status is Resolved.

IR48 Affected user:

’ " Resolved Contact info:
Parent incident:

| zeneral Activities Related ltems Resalution

— —_—

Incident Information

Affected usern Altern:

32. Select the Resolution tab and note under Resolution Details under Resolution category it says,
Fixed by analyst and Adding a new disk.

33. Change the time worked to 1 hour and select Add then Apply.



__ IR48 Affected user: Developer Created on: 2/14/2014 12:50:13 PM @
Resolved Contact info: Developer@contoso.com Resolve by:
Parent incident: First response date: 00:04

General  Activities  Related Items }Rsolution Service Level  History

Time Worked -
[ s [ i

Analyst Last updated Time worked

contoso\Administrator 2/16/2014 5:56:50 PM 74

Total time 74 minutes
Resolution Details -
Resolution category:
Fixed by analyst I Y |

Adding a new disk

Last resolved by contoso\Administrator on 2/14/2014 1:32:12 PM

34. Note that the time updates with the additional minutes that this page has been opened.
35. Click OK to close the incident.



4.4 - SCSM: Manage Change Requests

4.4.1 - SCSM: Create a Change Request

In this exercise, the Service Manager console is used to create a change request. The IT Infrastructure
Library (ITIL) defines "change " as "the addition, modification or removal of anything that could have
an effect on IT services. The scope should include changes to all architectures, processes, tools,
metrics and documentation, as well as changes to IT services and other configuration items."

(http://www.itil.org/custom/glossaren/)

Note: Some items in the Service Manager console may not display correctly when it is maximized and
running in a virtual machine. If any display issues are encountered, resize the Service Manager
console so that it is not maximized.

gl Fie language View Go Tools

Tasks Help

\ v Lbrary + Library b ServiceCatalog » RequestOfferings » All Request Offerings

Library <
4 B Library
[ Groups
B Knowledge
o Lists
2 Queues
£% Runbooks
4 [l service Catalog
4[5 Request Offerings
(=) All Request Offerings
27 Draft Request Offerings
[ Published Request Offer
|2 Standalone Request Offe
[ Service Offerings

I Templates

/| Administration
= Library
Work Items

[ configuration Items

Connected to SCSMO1

Estimated time to complete: 10 minutes

SCSMO1

<[

All Request Offerings 33

Filter

Title

Anmodning om generisk handelse
Genel Olay Istegi

Generische Vorfallsanforderung
Rodzajowe zadanie zdarzenia
Generisk hendelsesforespaisel
Obuii 3anpoc no nesoay wHURAENTE

A AS 2%

Anmodning om generisk handelse
Object

Display Name

Bricf Description
Denne anmodning tillader, at du sender handelsen

Bu istek olay gondermenize izin verir

Mithilfe dieser Anforderung ksnnen Sie einen Vorfall...

To 2adanie umotliwia wyslanie zdarzenia

Ved hjelp av denne foresparselen kan du sende inn.

10T 3aNpOC NO3TCNAET OTNPABHTS CERACHHR 06 HH...

0| 2FOR ANHEE HFE & ASLICL

Anmadning om generisk hendelse

Extansion base class

o

1Servi tal:

Publish Status

Draft
Draft
Draft
Draft
Draft
Draft
Draft

> Tasks

P EditGiteriav || [ | @

Anmodning om generisk handelse
|55 Add to Service Offering

Creste 2 Copy

Creste Change Request to Publish
7% Deete
[=] Properties
=) Pubiish
55 Search for Knowledge Articies

4= unpubiish

All Request Offerings

(3 Refresn

Request Offerings
Creste Request Offering

[E7] Create view

iceCatalog.G:

ering DA3|RequestOffering

Path

Management Pack Id:

Ser Catalog.G:

ering. DA
Element Id:

‘ 4cbBbaf2-0114-8224-769b-202b242b57bd

Parent ld:

00000000-0000-0000-0000-000000000000

4af0e153-d730-2331-00db-157223¢f9d8d

Service Catalog

[Z] Creste Foider


http://www.itil.org/custom/glossaren/

Perform the following on SCSMO01
1. From SCSMO1, open the Service Manager Console by selecting the icon from the taskbar.
=& | 2

2. Navigate to the Work Items workspace.

| -’||J£ Administration

? Library

Work Items

u Configuration ltems

3. Select and expand Change Management | All Change Requests.
Work Items

o EI Work Items
|| Activity Management
« B Change Management
E3 Change Requests
:@ Change Requests: Assic
:} Change Requests: Canc
E. Change Requests: Clos
:z. Change Requests: Com
% Change Requests: Faile
@_, Change Requests: In Re
E. Change Requests: Man
E. Change Requests: On F
3 Change Requests: Rejer
|] Incident Management
Problem Management
2 Release Management
a Service Request Fulfillme

4. Under Tasks in the right hand pane select Create Change Request.

5. When the Select Template screen appears, select Standard Change Request and click OK.



Select Template

—

| Type to filter...

Templates:

Marne Class

E:] Minor Change Regquest Change Request
Publish Offering Change Request
Security Release Change Reguest

Change Request

1 Il

Description:

Standard Change Requests are pre-approved and used for low-risk pre-
tested change cperations.

QK | | Cancel

6. When the Standard Change Request form loads, under Title enter: SQL Storage Change Request
7. Under Description enter: Increase capacity of SQL Server disk on SCOMO01

8. For Reason enter: Running out of free disk space



General | Planning  Activities  Results

Change Request Information

Title:

n CR52 Category: Standard Created date: 2/16/2014 6:02 PM
New Template ID: StandardChangeReque

Related Items  History

| »

| SQL Storage Change Request

Description:

Increase capacity of SQL Server disk on SCOMO1

Reason:

Running out of free disk space

9. Under Area, click the drop down then expand Hardware and select Storage.

b Content

b Directory

P Facilities

P File

4 Hardware
Client
Server

Metwork

Storage

Compansnts
Other
Infrastructure
Messaging
Operations

Security

- - A - A

Software
Other

Hardware\Storage




10. Select the ellipses (...) next to Assigned To:

11. When the Select User dialog opens select Tier2 and press OK.

Terminal Server License Servers contoso
Tierl contoso
| Tier2 contoso
Tier3 contoso
Users contoso
Virtual Machine Manager Servers contoso
VMM Admins contoso
Windows Authorization Access Group contoso
WinRMRemoteWMIUsers__ contoso E
| QK | | Cancel |

12. Scroll down, then under Config Items to Change select Add then select SCOMO1 and click Add and

click OK.
13. Click Apply.

14. If an error appears at any point which states Failed to execute Submit operation, then click Close.
Close the change request and reopen it and repeat the steps again. To view a current change
request select the All change requests tab.

Created date:  2/16/2014 6:02 PM

> Tasks
@
Change Request
x Cancel
x Close
%;é Create Change Request
%;é Create Release Record
i Print
Il Put On Hold
D Resume
Return to Activity

& Search for Knowledge Articles

n CR52 Category: Standard
MNew T ID: StandardChangeReq
General Planning Activities Results Related ltems History
Area: Assigned To:
| Hardware\Storage = | Tier2 Mier2) 9, III
Priority: Impact: Risk:
Config ltems To Change ~
ID Type Name = Status Last Modified Add
Windows...  SCOMO1 Active 2/16/2014 &:0... Ritincive:
4 Il | » Open Pl
Motes:
~ Catalog items
Type Mame = Status Last Modified
OK | | Cancel | | Apply

General ~

2| Refresh




15. Select the Planning tab from the top menu.
16. Select the first calendar icon and select today's date.
17. Select the second calendar icon and select today's date.

18. Under Implementation Plan enter: Place Operations Manager monitoring into maintenance.
Take disk offline. Expand. Bring disk online. Resume SCOM monitoring.

CR52; SQL Storage Change Request = | = -
CR52 Category: Standard Created date:  2/16/2014 6:02 PM I > Tasks
Y In Progress Template ID:  StandardChangeReque H e
CR52: 5QL Storage Chan... ~
General Planning Activities Results Related ltems History - s
A Cance
. =i § Close
Planning "

Create Change Request

Scheduled start date: Scheduled end date: Create Release Record

[ sunday, February 16, 2014 1|[] [ sunday, February 16, 2014 |7 é= Print

Il Puton Held

Implementation Plan: l& Resume

Place Cperations Manager manitoring into maintenance. Take disk offline. Expand. Bring disk online. Return to Activity

R SCOM itoring.
esumes maoninonng =| | &2 Search for Knowledge Articles

General ~

2| Refresh

Risk Assessment Plan:

Test Plan:

OK || Cancel || Apply

19. Click Apply.

20. Select the Related Items tab. Under Work Items click Add and add the incident request from the
previous exercise and the click OK. If the previous exercise was not completed, select any object
and click Add.



g Select objects

To add cbjects to the list, select the objects and click Add. You can use Search and Filter to better define the
list.

Type to filter... pe | | Work Item 7 | II\

Available objects: 21 of 22. Enter more details in the search criteria to narmow the result list.

Marne Class Path
|Z| AC42  Assign Reviewer for Virtual Machine

|Z| AC44  Pre Virtual Machine Creation Automated Activity

|Z| AC46 Post Virtual Machine Creation Automated Activity

EJ crsz Change Request

EF mA3" Manual Activity to Assign Cloud Resources to Subscription

[ MAS:  Manual Activity

[ erS0 Problem

[k RA14  Review Activity

L RA43  Review Activity

Selected objects:

MName Class Path

IR48 - SOL Server performance issue  Incident

OK | | Cancel

21. Under Configuration Items click Add, select SCOMO1 and click Add.

22. At the top of the Select Objects dialog select the Computer drop down, then select SQL
Computers from the list.

23. Now select SQL Computers from the list of Available objects and click Add then click OK.



s Select objects

To add cbjects to the list, select the cbjects and click Add. You can use Search and Filter to better define the
list.

Type to filter... P | |5Q|- Computers T | EI

Available objects: 0 of 1. Enter mere details in the search critena to narrow the result list.

Mame Clazs Path

Add

Selected objects:

Mame Class Path
SCOMOT  Windows Computer
SQL Cormr  S0L Computers

OK ‘ | Cancel

24. Under Knowledge Articles click Add.

25. Select the knowledge article called Contoso SQL Server Performance is Slow and click Add, then
click OK to close Select objects.



- Select objects

To add cbjects to the list, select the cbjects and click Add. You can use Search and Filter to better define the
list,

Type to filter... o | | Knowledge Article T | E'

Available cbjects: 0 of 1. Enter more details in the search criteria to narrow the result list.

Article ID Title Class Path

Selected objects:

Article D Title Class
kAad Contoso S0L Server Performance is Slow  Knowledge Article

26. Click Apply.



In Progress

Category:
Template ID:  StandardChangeReque

General Planning

Activities Results | Related ltems History

Work ltems

v

Type
Incident

Title Status  Last Modified

IR48 - SOL Serv...  Resol..  2/14/2014 1:32:174 PM

Configuration ltems: Computers, Services and People

-~

Mame
SCOMOT
50L Computers

Type
Windows C...
SQL Compu...

Status  Last Modified
2/16/2014 &:01:27 PM

1/4/2014 5:43:36 PM

Active
Active

Add...

| Remove |

| View |

Knowledge Articles

o Type

Last Madified

| Remowve |
| View |

-

| [t ] [y ]

27. Click OK to close the Change Request form.

> Tasks
Bl e

CR52: SQL Storage Chan... ~
x Cancel
K ciose
'*' Create Change Request
'*' Create Release Record
= Print
Il Put On Hold
. Resume
Return to Activity

&2 Search for Knowledge Articles

General -~

2| Refresh




4.4.2 - SCSM: Review a Workflow

In this exercise, a change request will be reviewed and managed. In this scenario, the Tier 2 support
team is assigned a work item and a procedural workflow is reviewed.

Estimated time to complete: 5 minutes

SCSMO1

Perform the following on SCSMO01
1. From SCSMO01, open the Service Manager Console by selecting the icon from the taskbar.

[l 2|

2. Navigate to the Work Items workspace.

=k

/||| Administration
;"-; Library
Work ltems

[ Configuration ltems

3. Expand Work Items | Change Management, then click on All Change Requests.



Service Manager Console

Language Go Tools Tasks Help
& 3 \ » Workitems » Workitems » Change Management b All Change Requests -z
Work Items. < | All Change Requests 1 | > Tasks
4[] Work ltems Filter P Edit Criteria v 7]
[ Activity Management | 1D Title Owner Status Category Priority Impact CRS2: SQL Storage Chang... ~
+ [ change | crsz SQL Storage Change Request Tier2 In Progress Standard % Cancel
&3 AN Change Requests ¥ Close
K8 change Requests: Assy 4 Create Change Request
Bk Change Requests: Canc || 3
4 Create Release Record
E3 Change Requests: Clos )
¢ Edit
3 Change Requests: Com
11 PutonHoi
[ES Change Requests: Faile TERGAe = 2
2 torage Change Request v
2 Change Requests: In Re & i I Resume
E3 Change Requests: Man Otject - St e
3 Change Requests: On + &5 Search for Knowledge Articies
B3 Change Requests: Reje Display Name: All Change Requests .
[ Incident Management CR52: SQL Storage Change Request X Decteview
[ Problem Management - v
=] Eoit View
[ Release Management
Work lrem - (% Refresh
[ service Request Fulfillme
o Tite: Change Management -
[ crs2 | | sQL Storage Change Request | R o e
Description: Alternate contact method:

[ Increase capacity of SQL Server disk an SCOMO1
Created date:

| Sunday, February 16, 2014 60247 PM

Stheduled start date:

| Sunday, February 16, 2014 1200:00 AM

]| Administration Scneduled end date:

Actuz| start date:

& Library \ Sunday, February 16, 2014 12:00:00 AM

| Sunday, February 16, 2014 6:11:08 PM

Actuzl end date:
L

Is Downtime:

Co Configuration tasks, application settings, and
security

Stheduled Downtime Start Dater

MK

Connected to SCSMOT

Select the SQL Storage Change Request that was created in the previous exercise and from the

tasks pane select Edit.

Select the Activities tab. This shows the approval workflow which contains two activities. The first
activity is approving the change and the second activity is applying the change.




% CR52 Category:  Standard Created date:  2/16/2014602pM || > Tasks
In Progress Template ID:  StandardChangeReque | 1Z
CR52: 5QL Storage Chan... ~

x Cancel

L = Close
Activities oy e X
'*' Create Change Request

General Planning ‘ Activities ‘ Results Related ltems History

'Ik' Create Release Record

= Print

Il Put On Hold

' Resume
Return to Activity

&8 Search for Knowledge Articles

General ~

2] Refresh

N

# Details

Select an activity to view its details

QK || Cancel || Apply |

6. Right-click the upper Approve Change Request activity and select Open.

Open
E— MA Skip Activity
A Unskip Activity
Return to Activity

Link to Change Request Activity
Unlink Change Request Activity
Delete Activity

7. When the Approve Change Request opens, under Stage click the drop down and select Approve.



8. Under Reviewers select the first line the select Approve.

Approval Condition: Approval Threshold (3):
| Unanimous | - | 0 :
Reviewers:
Reviewer Has Veto  MustVaote  Vated By Decision  Deci Add
False False Not Yet...
1 I r

9. When the comments dialog box opens, under comments enter Change request approved and
click OK.

10. Click Apply and click OK to close the Approval change request.

R TLITI

y . S TR
m RAS53 Activity type:  Review Activi Createdon:  2/16/2014602PM | > Toks
In Progress Parent Work Item: CR52: SCL Storage... =] ‘ @
RA53 ~

[| General | History
— '*' Create Change Request

| »

'*' Create Release Record

o Print

&2 Search for Knowledge Articles

Review Activity

Title:

| Approve Change Request General ~

|| Refresh

Description:

| Approve | h | [ Line Manager Should Review

Approval Condition: Approval Thresheold (%)

- ™
| Unanimous | - | 0=

Reviewers:

Reviewer HasVeto  MustVote Voted By Decision  Deci Add

Falze False contoso\Administr.. Approved  2/1€ _ b

-

18] |2
2| |2

QK || Cancel || Apply |




11. After returning to the SQL Storage Change Request, right-click on the lower Apply Change activity
and select Open.

(E} RA14:
Approve Cha...
3 MA15:
Apply Chan Open
Skip Activity
Unskip Activity
Return to Activity
Link to Change Request Activity
Unlink Change Request Activity
Delete Activity
| /

12. Change the title of the activity to Increase Disk Capacity.

13. Under Activity Implementer select the ellipses (...) when the Select User dialog opens select Tier2
and click OK.

14. Under Area click the drop down then expand Hardware and select Storage.

Activity Implementer: Area:
| Tier?2 (Tier2 & r Hardware\Storage | = ‘
b Content
Pricrity: b Directory

| |'| b Facilities

I File
Scheduled start date:

_ 4 Hardware
| [

Client

) ) Server
Impacted Configuration ltems:

Metwork
Type D MName 5

| Storage

Compansnts

Other |

=

b Infrastructure

b Messaging

15. Under Priority click the drop down and select Immediate.

16. Under Stage click the drop down and select Approve.

17. Under Scheduled start date select todays date and under Scheduled end date select todays date.



1 > Tasks

ole
MAS4 ~
'*' Create Change Request

Pending Parent Work Item:  CR52: SQL Storage..,

[| General | History

| »

'*' Create Release Record

Manual Activi
ty J Mark as Completed

Title: Mark as Failed

| Increase Disk Capacity ‘ & Print
&2 Search for Knowledge Articles

Description: General o
2| Refresh

Activity Implementer: Area:

’|'ﬁer2her§l %B |M\M§ |“

Priority: Stage:

| Immediate | W | |Apgmue | = ‘

Scheduled start date: Scheduled end date: | |

| Sunday, February 16, 2014 12:00:00 AM | | Sunday, February 16, 2014 12:00:00 AM I 5

Impacted Configuration ltems:
Type ID Mame Status Owner

Open
[—

oK | [ cancal | [ apply |

18. Under Impacted Configuration Items select Add.
19. When the Select objects form loads enter SQL in the filter.



g Select objects

To add objects to the list, select the objects and click Add. You can use Search and Filter to better define the
list.

saL »2 | |Conﬁguration Item v ‘ I]

Available objects: 14 of 17. Enter more details in the search criteria to narrow the result list.

Name = Class

= Contoso SQL Servers Contoso SQL Servers =
[J KA4: Contoso SQL Server Performance is Slow Knowledge Article

¥ Microsoft.Microsoft SQL Server 2012 Service Pack 1 (KB2674319) Microsoft Software Upd

"i Microsoft.Update Rollup for SQL Server 2012 Service Pack 1 (KB2793634) Microsoft Software Upd
= SLA Group: SQL Server Resolution SLA SLA Group: SQL Server R
== SQL Computers SQL Computers

= SQL Instances SQL Instances

SQL Server Cluster Service Template -
< I | »

20. Select SQL Computers and click Add.
21. Select contoso\SQL Admins and click Add.
22. Select contoso\!sql and click Add.

Selected objects:

MNarme Class Path
contoso\lsgl Active Directory User

contoso\SQL Admins  Active Directory Group

5QL Computers SQOL Computers

23. Click OK and then click OK again to close the window.

24. After returning to the Activities screen right-click the Apply change activity and select Skip
Activity. This activity is skipped to speed up the length of this lab.



LRSi=0]

Activities | Actiities | Zoom | vie
START
/ - ‘ : \
(E} RA53:
Approve Cha..
7 MAS4: |
Incr Open
Skip Actieity
Unskip Activity
Return to Activity
Link to Change Request Activity
AN . Unlink Change Request Activity |—
g Delete Activity
# Details
MAS54:
Increase Disk Capacity
Status: Pending Description:

Activity Implementer:  Tier2

Scheduled Start Date: 2/16/2014 12:00:00 AM
Scheduled End Date:  2/16/2014 12:00:00 AM

25. When the comments dialog appears enter No additional hardware available in this virtual lab
environment and click OK.

Yau have decided to skip this activity. Please provide your comments,

Comments:

Mo additional hardware available in this virtual lab envirunmen‘

3936 characters remaining.

26. Click OK to close the Change Request.



4.4.3 - SCSM: Create a Release Record

In this exercise, the Service Manager console is used to create a release record. The IT Infrastructure
Library (ITIL) defines a "release" as "one or more changes to an IT service that are built, tested and
deployed together. A single release may include changes to hardware, software, documentation,
processes and other components." (http://www.itil.org/custom/glossaren/)

Estimated time to complete: 10 minutes

SCSMN
Perform the following on SCSMO01
1. From SCSMO01, open the Service Manager Console by selecting the icon from the taskbar.

e

-
w

=k

2. Navigate to the Work Items workspace.

. ,,”!. Administration

; Library

Work ltems

[__‘I Configuration ltems

3. Expand Work Items | Change Management then click on All Change Requests.


http://www.itil.org/custom/glossaren/

&) Service Manager Console a [
Fie language View Go Tooks Tasks Help
€ \ » Workltems » Workltems » Change Management » All Change Requests -2
Work Items < | All Change Requests 1 [ > Tasks
4 ] Work tems Filter P Edit Criteria v | @
ctivity Management itle winer tatus atego riori mpact CRS2: SQL Storage Chang... ~
] Activity Manags D Tt o s Category P Imp ge Chang,
+ [ Change Management | CRS2 SOL Storage Change Request Tier2 In Progress Standard R conce:
[EJ A1 Change Requests ¥ Close
KB change Requests: Ass 3 Create Change Request
B Change Requests: Canc |
o . o 4 Create Release Record
(x) ange Requests: Clos:
'ge Req / edit
B3 Change Requests: Com
Il Puton Hold
B3 Change Requests: Faile TS . N .
s orage \ange Request -
[ Change Requests: In Re &l = P Resume
E3 Change Requests: Man | Objact - BERT Ik Aty
[ Change Requests: On b 53 Search for Knowledge Arficles
e Display Name: TP
B3 Change Requests: Reje. play All Change Requests N
[ Incident Management CR52: SQL Storage Change Request X Desteview
[ Problem Management
1 Edit View
Release Management
Work ltam ~ G4 Refresh
[ Service Request Fulfillme
o Title: Change Management ~
[crs2 | | sQL storage Change Request | b
=
Deseription: Atemate contact metnod: EljiCI Rt
- [E]] Creste view
[ Increase capaity of SQL Server disk on SCOMO1 | |
Created date: Scheduled start date:
e | sunday, February 16, 2014 £:02:47 PM || suncay, February 16, 2014 12,0000 AM |
i [F& B Scheduled end date: Actual start date:
& Uibrary [ Sundey, February 16,2014 1200:00 AM | | Sunday, February 16, 2014 6:11:08 PM |
B Actual end date: Is Downtime:
E chnﬁguraﬁun Items | | |
Is parent: Scheduled Downtime Start Date:
[} 1 1 r
M »

‘Connected to SCSMO1

Select the change request titled SQL Storage Change Request then select Edit from the tasks

pane.

When the change request opens select the Activities tab. Note that the first activity was approved
and the second activity was skipped.

% CR13 Category: Standard Created date: 2/27/2014 12:18 AM
In Progress Template ID:  StandardChangeReque
General Planning Activities Results Related ltems History
- X & |&E
Activities

Activities | Zoom | Views

@ Rrat

~ Approve Cha

7} MA15:
Increase Disk...

Select the Results tab, then from the Tasks tab select Create Release Record.



% CR52
In Progress

Category: Standard
Template ID:  StandardChangeReque

Created date:  2/16/2014 602 PM

General Planning Activities ‘ Resulls‘ Related ltems History

Results

Implementation Results:

I'|

Post Implementation Review:

> Tasks
Be
CR52: SQL Storage Chan... »~
x Cancel

K ciose

'*' Create Change Request

'lk' Create Release Record
o Print
Il Puton Hed
' Resume
Return to Activity

=2 Search for Knowledge Arficles

General A

2| Refresh

7. When the Select Template dialog appears, select Default Release Record then click OK.

j Select Template

| Type to filter...

Templates:

Mame

i Default Release Record

<

Description:

Default Release Record

8. When the Default Release Record form opens, change the Title to Updating SQL Disk.



10.
11.
12.
13.
14.
15.
16.

17.

Under Description enter Increasing SQL Disk from 3 TB SILVER to 5 TB GOLD SSD.

Under Type select Unplanned.

Under Category select Fix.

Under Assigned To select the ellipsis (...).

Select Tier2 and click OK.
Under Impact select Standard.

Under Risk select Medium.

Under Priority select Immediate, then click Apply.

& RR56: Updating SQL Disk = = -
RR56 Current Stage: Created date:  2/16/2014 7:16 PM I > Tasks
S New Parent Work Item: Created By: contoso\Administrator H| e
Release Record ~
Documentation Related ltems Results History -
x Cance
General Release Package Scheduling Activities .‘ Close
= Convert to or Revert from Parent
Release Record Information Craste Change Requast
Create Release Record
Title:
Lirk to er Unlink from Existing Par
| Updating SQL Disk | )
i Print
Put On Hold
Description: 10 Puton e
ncreasing SQL Disk from 3 TB SILVER to 5 TE GOLD 55D L2 Return To Editing
= l?’ Run
&2 Search for Knowledge Articles
General ~
2| Refresh
Type: Category: Assigned To:
| Unplanned | = | |ﬁ | - | |ggr1_t_o§g\]'i_e:g | % §|
Updated On: i
Impact: Risk Priarity:
| Standard | = | | Mediurm | = | | Immediate | - |
| oK | | Cancel | | Apply |

Click the Release Package tab.

18. Under Configuration Items to Modify click Add then select SCOMO1 and click Add. Click OK.



g Select objects

To add ebjects to the list, select the objects and click Add. You can use Search and Filter to better define the
list,

Type to filter... »o | ‘ Computer K | E

Available cbjects: 9 of 10. Enter more details in the search criteria to narmow the result list.

Mame Class Path

1K Cluster-HyperV  Windows Computer =
(N Cluster-Storage  Windows Computer

i DCol Windows Computer

i sCCMo Windows Computer 1
1% SCOPMOT Windows Computer T
i SCo01 Windows Computer

(A SCSMOT System Center Managed Computer (Server O5)

il SCEMDZ Windows Computer B
1% SCVMMOT Windows Computer -

Ad

Selected cbjects:

Marme Class Path
SCOMO1  Windows Computer

QK | ‘ Cancel

19. After returning to the Release Record page, under Affected Services click Add.

Affected Services -~
Mame = Type Status Last v | Add |
Remaowve
Cpen

20. On the Select Objects page select Operations Manager Management Group and click Add then
click OK.



21.
22.
23.
24.
25.

g Select objects

list.

To add objects to the list, select the cbjects and click Add. You can use Search and Filter to better define the

Type to filter... y e | | Service

Available objects: 1 of 2. Enter more details in the search criteria to narrow the result list.

v []

Marme Class Path
i‘h Contoso Service Business Service

Selected objects:
MNarme Class Path

Operations Manager Management Group Operations Manager Management Group

0K

| | Cancel

Click Apply.

Click the Scheduling tab.

For Required by select the calendar icon and choose tomorrow's date.
For Scheduled start time select todays date and change the time to 6 PM.
For Scheduled end time select todays date and change the time to 8 PM.




Documentation

General

Release Schedule

Required by:

RR17: Updating SQL Disk

Current Stage:

Parent Work Item:

Related ltems

Release Package

| 2/28/2014 12:00:00 AM

Scheduled start time:

Scheduled end time:

Created date: 2/27/2014 12:33 AM

Created By: contosc'Administrator

Results History

Scheduling

Scheduled duratien:

Activities

| 2/27/2014 6:00:00 PM

| | 2/27/2014 8:00:00 PM

| | 0 Days 2 Hours 0 Minutes

Actual start time:

Actual end time:

Actual duration:

Downtirmne

Causes Downtime

26. Click Apply.

_I:I-

I *» Tasks
B e
Release Record ~

x Cance
x Close

Convert to or Revert from Parent
Create Change Request
Create Release Record
Link to or Unlink from Existing Par
= Print
Il FPutOn Held
L]‘J Return To Editing
l& Run

=2 Search for Knowledge Articles

General ~

g Refresh

27. If an error appears at any point which states Failed to execute Submit operation, then click Close.
Close the release record and reopen it and repeat the steps again. To view the current change
requests, navigate to Work Items | Release Management | All Release Records.

28. Click the Related Items tab.

29. Under Work Items note that the change request that this was created from is linked to it.

General Release Package Scheduling Activities
Documentation Related ltems Results History
Work ltams -~
Iy Type Title Status Last Modified

CR13 Change Req...

CR13: 5QL Stora..  In Pro..

22724 123227 AM

30. Under Configuration Items: Computers, Services and People click Add.

31. Select SCOMO1 and click Add.

Remove

32. Select the dropdown filter and change it to SQL Computers then from the list of available objects
select SQL Computers. Click Add and click OK.



s Select objects

To add objects to the list, select the chjects and click Add. You can use Search and Filter to better define the
list.

Type to filter... » | | SQL Computers - | EI

Available cbjects: 0 of 1. Enter more details in the search criteria to narrow the result list.

Marme Class Path

Selected objects:

MName Class
SCOMOT  Windows Computer
SQL Com 50L Computers

33. Under Knowledge Articles click Add.

34. Select the Knowledge Article with the title Contoso SQL Server Performance is Slow. Click Add.
Click OK.



g Select objects

To add cbjects to the list, select the objects and click Add. You can use Search and Filter to better define the
list.

Type to filter... »r | ‘ Knowledge Article T | E

Available cbjects: 0 of 1. Enter more details in the search criteria to narrow the result list.

Article ID  Title Class * Path

Selected objects:
Article ID Title Class Path
KA Contoso 50L Server Performance is Slow  Knowledge Article

OK | ‘ Cancel

35. Click Apply.
36. Select the Results tab.
37. Under Implementation Results choose Successfully Implemented.

38. In Post Implementation Review: enter Storage successfully updated. Click Apply. Click OK.



/g RRS6 Current Stage: Created date:  2/16/2014 7:16 PM .
-J_ New Parent Work Item: Created By: cor NAdministrator | @
Release Record »
General Release Package Scheduling Activities
x Cancel
Documentation Related [tems Results x Close
-« Convert to or Revert from Parent
ReSU|tS '*' Create Change Reguest
'*' Create Release Record
Implementation Results:
Link te or Unlink from Existing Pai
| Successfully Implemented | = |
= Print
Put On Hold
Post Implementation Review: n nre
St uccessfully updated 1 Return Ta editing
’ Run
&5 Search for Knowledge Articles
~|| General ~
|| Refresh
QK | | Cancel | | Apply |

Navigate to the Work Items | Release Management | Release Records: All view.

Tasks Help
£ > \ » Workltems » Workitems » Release Management » Release Records: All i
Work Items < | Release Records: All 1
4 ] Work ltems Filter P Edit Criteria v
@ Activity Management 1o} Status Title Assigned To Scheduled Release Start Date Last Modified
» B3 Change Management RR56 Editing Updating 5QL Disk 2/16/2014 &:00:00 PM 2/16/2014 7:37:36 PM

+ [ Incident Management
+ [H Problem Management
4 [ Release Management
hild Release Records
Release Records: All o I |
& Release Records: Assigi
[ Release Records: Cance
[ Release Records: Close Chject -
Release Records: Comp
Release Records: Editin | Display Name:

[ Release Records: Failec RRS6: Updating SQL Disk
[ Release Records: In Prc
I3 Release Records: On He

RRSE: Updating SQL Disk v|

Work ltem -
+ [ Service Request Fulfillme

1D: Title:

| RRS6 | Updating SO Disk \

Description: Alternate contact metnod:

[ neressing SQL Disk from 3 T8 SILVER o 5 T8 GOLD SSD. | |

Created date: Scheduled start date:
— | sunday, February 16, 2014 7:1601 PM | Sunday, February 16, 2014 6:00:00 PM |
Eﬁ% CEMITTEIEEET Scheduled end date: Actual start date:
& Library [ suncay, February 16, 2014 50000 P | |
_ Actusl end date: Is Downtime:
| | fe |
conﬁ!“raﬁnn (e Is parent: Scheduled Downtime Start Date:
MR ' "y

Connartad to SCSMNT



40. Review the details pane.

41. From the Work Items workspace, navigate to Work Items | Change Management and select All
Change Requests.

42. Select SQL Storage Change Request and click Edit from the tasks menu.
43. Select Results tab.
44. Under Implementation Status choose Successfully Implemented.

45. Under Post Implementation Review enter: SQL Server storage successfully increased. This will
fix SQL performance issue. Click Apply.

= CR52: SQL Storage Change Request = = -
CR52 Category:  Standard Created date: 2/16/2014 6:02 PM I > 1w
2 In Progress Template ID:  StandardChangeReque | e
CRE2: SQL Storage Chan... ~
General Planning Activities Results Related ltems History s
M Cance
Results # Close

Create Change Reguest

Implementation Results: Create Release Record

| - | = Print

| Successfully Implemented
Il PutOn Hold

Past Implementation Review: P Resume

ISQL Server storage successfully increased, This will fix SQL performance issue Return to Activity

=2 Search for Knowledge Articles

General ~

g Refresh

oK || Cancel || Apply

46. Click OK to close the Change Request.



