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Preface

Audience

This Connector Configuration guide provides the information that you require to
configure Management Connectors that integrate Enterprise Manager with other
management tools and help desk systems.

This guide is written for Oracle Database system administrators who want to configure
Management Connectors to enable integration between Enterprise Manager and other
systems.

You should already be familiar with Oracle Enterprise Manager.

Documentation Accessibility

For information about Oracle's commitment to accessibility, visit the Oracle
Accessibility Program website at htt p: / / www. or acl e. conl pl s/t opi ¢/ | ookup?
ct x=acc& d=docacc.

Access to Oracle Support

Oracle customers have access to electronic support through My Oracle Support. For
information, visit ht t p: / / www. or acl e. com pl s/ t opi ¢/ | ookup?ct x=accé& d=i nfo or
visit ht t p: // www. or acl e. coml pl s/t opi ¢/l ookup?ct x=accé& d=trs if you are hearing
impaired.

Related Documents

ORACLE

For more information, see the following books in the Oracle Enterprise Manager
documentation set:

*  Oracle Enterprise Manager Cloud Control Basic Installation Guide

*  Oracle Enterprise Manager Cloud Control Advanced Installation and Configuration
Guide

*  Oracle Enterprise Manager Cloud Control Administrator's Guide
e Oracle Enterprise Manager Cloud Control Upgrade Guide

*  Oracle Enterprise Manager Framework, Host, and Services Metric Reference
Manual

*  Oracle Enterprise Manager Command Line Interface
*  Oracle Enterprise Manager Cloud Control Extensibility Programmer's Guide
* Oracle Database 2 Day DBA


http://www.oracle.com/pls/topic/lookup?ctx=acc&id=docacc
http://www.oracle.com/pls/topic/lookup?ctx=acc&id=docacc
http://www.oracle.com/pls/topic/lookup?ctx=acc&id=info
http://www.oracle.com/pls/topic/lookup?ctx=acc&id=trs

Preface

The latest versions of this and other Oracle Enterprise Manager documentation can be
found at:

http://docs. oracl e. conl en/ enterpri se- manager/

Oracle Enterprise Manager also provides extensive online help. Click Help on any
Oracle Enterprise Manager page to display the online Help system.

Printed documentation is available for sale in the Oracle Store at
http://oracl estore. oracl e. con

To download free release notes, installation documentation, white papers, or other
collateral, please visit the Oracle Technology Network (OTN). You must register online
before using OTN; registration is free and can be done at

http://otn.oracl e. com menber shi p/

If you already have a user name and password for OTN, then you can go directly to
the documentation section of the OTN Web site at

http://otn.oracle. com docunment ati on/

Conventions

ORACLE

The following text conventions are used in this document:

Convention Meaning

boldface Boldface type indicates graphical user interface elements associated
with an action, or terms defined in text or the glossary.

italic Italic type indicates book titles, emphasis, or placeholder variables for
which you supply particular values.

nonospace Monospace type indicates commands within a paragraph, URLs, code
in examples, text that appears on the screen, or text that you enter.



http://docs.oracle.com/en/enterprise-manager/
http://oraclestore.oracle.com/
http://otn.oracle.com/membership/
http://otn.oracle.com/documentation/

Introduction to the Connector

HP ServiceCenter ConnectoroverviewThe HP Service Manager 9 Connector
12.1.0.1.0 integrates HP Service Manager Version 9 (HPSM) incident management
with Enterprise Manager. Using this connector, you can create, update, reopen, and
close an HP Service Manager Incident (ticket) based on incidents in Enterprise
Manager. The HP Service Manager Connector integrates Enterprise Manager with HP
Service Manager through either an HTTP or HTTPS connection. Note that the term
ticket refers to an HP Service Manager incident, and is used throughout this
document.

The ticket generated by the connector contains the relevant information about the
Enterprise Manager incident, including a link to the Enterprise Manager console to
enable helpdesk analysts leverage Enterprise Manager's diagnostic and resolution
features to resolve the incident. In Enterprise Manger, the ticket ID, ticket status, and
link to the HP Service Manager console is the shown in the context of the incident.
This provides Enterprise Manager administrators with ticket status information and an
easy way to quickly access the ticket.

The following sections explain various HP Service Manager Connector concepts and
requirements that you should understand before you start using the HP Service
Manager Connector:

*  Auto Ticketing

e Manual Ticketing

e Ticket Templates

*  Grace Period

* Retry

e Versions Supported

e Prerequisites

1.1 Auto Ticketing

Auto ticketing refers to creating or updating tickets automatically for any matching
rule(s) in Enterprise Manager. You can define a set of event or incident rules for which
tickets must be opened/updated for changes in underlying event or incident attributes.
For example, changing event severity from Warning to Critical can update the
associated ticket.

# See Also:

"Incident Management Chapter" in the Oracle Enterprise Manager
Administrator's Guide.

ORACLE 1-1



Chapter 1
Manual Ticketing

After the ticket is opened, any subsequent update of the incident attributes or
underlying event attributes, such as a change in underlying events severity, updates
the ticket. After the incident is cleared in Enterprise Manager, the ticket is updated and
you can optionally go to HP Service Manager to close the ticket.

¢ See Also:

Automatically Creating a Ticket.

1.2 Manual Ticketing

From the Enterprise Manager console, you can manually open an HP Service
Manager ticket based on an open incident in Enterprise Manager. The HP Service
Manager Connector populates the ticket with details based on the incident and the
ticket template selected.

1.3 Ticket Templates

Ticket templates are XML transformation style sheets that transform Enterprise
Manager incidents to a ticket format before the requests are sent to HP Service
Manager. A ticket template specifies how an Enterprise Manager incident and its
associated event attributes can be mapped to the ticket attributes of HP Service
Manager.

These templates specify how Enterprise Manager incident attributes can populate the
fields of a Service Manager ticket. A ticket template helps in the mapping of Enterprise
Manager incident fields into Service Manager incident fields.

In Auto Ticketing, while setting up a rule, you select a configured connector and select
the ticket template from the template list. The selected ticket template is used when a
ticketing request is sent to HP Service Manager. For manual ticketing, you have to
select a connector instance and ticket template before submitting a request for ticket
creation.

1.4 Grace Period

The grace period enables you to prevent creating a large number of tickets for
frequently created incidents due to reoccurrence of the same event.

For recurring incidents, the grace period is a time period during which reoccurrences
of the same incident update (or reopen) an existing ticket for the incident instead of
opening a new ticket.

For example, an incident triggers and a ticket is opened for it. If the grace period is one
hour and the incident is cleared at 10:00 a.m., and if the same incident retriggers
before 11:00 a.m. (one-hour grace period), the ticket that had been originally created
for the incident is updated/reopened rather than creating a new ticket.

ORACLE 1-2
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Retry

1.5 Retry

The “Retry" section, available on the connector configuration page, enables you to
specify whether a failed ticketing request needs to be retried within a configurable
expiration time.

Enabling the Retry option gives you the option of specifying whether you want to
resend a ticketing request if the request fails the first time, and specifying the time
period after which you want to abandon the retry. Enterprise Manager retries every 2
minutes until the request is successful or the retry interval expires.

1.6 Versions Supported

This connector supports the following versions of Oracle Enterprise Manager and HP
Service Manager:

e Oracle Enterprise Manager Cloud Control 12c Release 12.1.0.2.0 and higher
versions

e HP Service Manager 9.x

1.7 Prerequisites

Before using the HP Service Manager Connector, ensure that you meet the following
prerequisites:

* Service Manager 9 service tier is installed and configured.

»  Service Manager 9 consoles are installed and configured. If the URL connector
framework option is selected, the Service Manager Web console must be installed
and configured. To install the middle tier, see the HP Service Manager 9 Web Tier
Installation Guide. To configure the Web console, see Configuring the HP Service
Manager Web Console for instructions.

ORACLE 1-3



Installing and Uninstalling the Connector

The HP Service Manager Connector is not installed as part of the Enterprise Manager
base installation, so you need to manually install it as described in this chapter. The
following topics are discussed:

* Installing the Connector
— Installing the Connector if Enterprise Manager is in "Offline" Mode

* Uninstalling the Connector

2.1 Installing the Connector

ORACLE

The HP Service Manager connector is not included out-of-the-box, so you must
download it from the Oracle Enterprise Manager store. All connectors in the Enterprise
Manager store are available on the Self Update page for downloading.

To download and install the connector:

1. From the Setup menu of the Enterprise Manager console, select Extensibility,
then Self Update.

" See Also:

"Refer to the "Setting up Self Update" section of the "Updating Cloud
Control" chapter in the Oracle Enterprise Manager Cloud Control
Administrator's Guide for more details:

http://docs. oracl e. com cd/ E24628_01/ doc. 121/ 24473/
sel f _updat e. ht m#BEJJEHDJ

2. Click on the Management Connector link in the Type column.
The HP Service Manager connectors appear in the list with a status of Available.

3. Click on the appropriate HP Service Manager connector to select it, and then click
Download.

The Schedule Download window appears, where you can determine when the
download should be performed.

4. Click Select to download immediately.

If you want to schedule the download for a later time, specify the date and time
when the download should occur, and click Select. You will need to return and
finish the remainder of this procedure after the scheduled download date and time.

5. If necessary, refresh the screen until the status of the connector changes to
Downloaded.

6. Click on the HP Service Manager connector to select it, then click Apply.

2-1
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Installing the Connector

After you respond to the prompt to confirm the operation, a page appears that
indicates the request has been submitted.

7. Refresh the screen until the status of the connector changes from Apply
Scheduled to Applied.

2.1.1 Installing the Connector if Enterprise Manager is in "Offline"

Mode

ORACLE

Under certain circumstances, such as in high security environments, an active Internet
connection between Enterprise Manager and the Enterprise Manager Update Store
may not be available. In such situations, Enterprise Manager can be set to install the
connector in an "offline” mode.

The installation process still requires that a computer exist at your site that has Internet
access, as a connection to the Enterprise Manager Update Store is still required to
obtain the necessary files. The files that you download to this computer can then be
transferred to a computer behind your firewall.

To install the connector if Enterprise Manager is in "offline" mode:

1. From the system that you will ultimately deploy the connector, set Enterprise
Manager Cloud Control to Offline Mode:

a. From the Setup menu, select Provisioning and Patching, then select Offline
Patching.

b. Inthe Online and Offline Settings page, select Offline.
2. From the Setup menu, select Extensibility, then select Self Update.

3. On the Self Update page, click Check Updates. A message appears with the
following URL to an Oracle site from where the updates catalog file can be
downloaded:

https://updates. oracl e. coml Ori on/ Downl oad/ downl oad_pat ch/
p9348486_112000_Ceneri c. zi p

4. From an Internet-enabled computer, download the catalog file using the
aforementioned URL.

5. Copy the downloaded catalog file to the OMS host or the Management Agent host
where you plan to import the connector.

6. Import the catalog file to Enterprise Manager:
» If the catalog file is on the OMS host:

entli inport_update_catalog -file="file" -onslocal

Where:
— -file:isthe direct path to the connector archive (*.zip).

— -onsl ocal : indicates that the path mentioned in the - fi | e option is directly
accessible to the Enterprise Manager server

» If the catalog file is on a different host:

entli inport_update catalog -file="file" -host="hostname" [-
credential _set_name="setnanme"] | -credential _nane="nane" -
credential _owner="owner"

2-2
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Uninstalling the Connector

Example 2-1 shows a sample for importing the catalog archive.
7. On the Self Update page, in the table, click Management Connectors.

8. On the Connector Updates page, select the imported update that is available for
download. Click Download.

A message appears with a URL to an Oracle site from where the update can be
downloaded.

9. From a computer that is connected to the internet, download the update using the
aforementioned URL.

10. Copy the downloaded file to the OMS host or the Management Agent host where
you plan to deploy the connector.

11. To import the downloaded connector archive into Enterprise Manager, run the
following command:

encli inport_update -file="<path to *.zip file>" -onslocal

Where:
« -file:isthe direct path to the connector archive (*.zip).

e -onsl ocal : indicates that the path mentioned in the - fi | e option is directly
accessible to the Enterprise Manager server

Example 2-1 Sample for Importing Catalog Archive

entli inport_update -file="/u01/comon/p9348486_112000_GCeneric.zi p" -onslocal

Imports the master catalog file p9348486_112000_Generic.zip. The file nust exist
on the OMS host. In a nmultiple OMS setup, the request can be processed by any
OV5, so the file should be accessible fromthe OVS processing the request. This
means that the file nust be kept on a shared location that is accessible fromal
the OVS instances.

enctli inport_update -file="/u0l/comon/p9348486_112000_GCeneric.zi p" -
host ="host 1. exanpl e. comt' -credential _set_name="Host Cr edsNor mal "

Imports the master catalog file p9348486_112000_Generic.zip that is present on

the host host1. exanpl e.com The host nmust be a managed host target in Enterprise
Manager, and the Management Agent on this host nust be up and running. The
preferred unprivileged credentials for host hostl.exanple.comare used to retrieve
the remote file.

2.2 Uninstalling the Connector

ORACLE

To uninstall the connector, you must first delete all defined instances of the connector,
then you must delete the connector from the Self Update page.

To uninstall the connector:

From the Setup menu, select Extensibility, then Management Connectors.
Select an instance of the connector you want to delete, then click Delete.

On the Confirmation page, click Yes.

Repeat steps 2 and 3 until all instances of the connector have been deleted.

g H W b P

From the Setup menu, select Extensibility, then Self Update.
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Uninstalling the Connector

Click on the Management Connector link in the Type column.

A list of updates appears for Management Connectors.

Click on the connector you want to delete, select Actions, then select Delete.
The Delete Update window appears.

Click Delete to delete the connector.

A pop-up confirmation window appears.

Click OK to confirm and delete the connector.

2-4



Configuring the Connector

This chapter explains how to perform tasks directly or indirectly related to configuring
the connector, and also discusses the post-configuration task of navigating between
the Enterprise Manager and HP Service Manager consoles. The following topics are
discussed:

» Creating a Connector Instance

e Configuring the Connector

* Enabling or Disabling the Connector

*  Providing General Settings

*  Working with Ticket Templates

»  Configuring the HP Service Manager Web Console

* Navigating Between Enterprise Manager and HP Service Manager

3.1 Creating a Connector Instance

To create a connector instance:

1. From the Setup menu of the Enterprise Manager console, select Extensibility,
then Management Connectors.

2. Select a connector type of HP Service Manager 9 Connector from the Create
Connector drop-down list, then click Go.

3. Enter the connector name and description on the next page, then click OK.

The connector instance appears as unconfigured in the Management Connectors
page, as shown in Figure 3-1.

Figure 3-1 Unconfigured HPSM 9 Connector

ORACLE Enterprise Manager Cloud Control 12 Setup~ Hep~ | g& svsman [ Logout ©

d§ Enterprse ~ (@) Targets ~ ffp Favorites~ (@) History ~ search Target Name ~ ||

Management Connectors

A Management Connector is a component that integrates different enterprise C)‘
framewaorks into the Enterprise Manager Console. This page lists the availzble Page Refreshed Nov 8, 2012 7:03:12 AM CS5T
connectors. In order to use them on your system, they must be configured.

Conﬂgure|Enable|DisabIe|DeIete| | Create Connector | Select connector type =] @ 1-1of1
Select| Status | Mame | Type Version | Category | Description
P ﬁﬂ HPSM & HP Service Manager 9 Connector 121.01.0 Ticketing Connector HPSM 9 Connectaor
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Configuring the Connector

3.2 Configuring the Connector

To configure the connector:

1. Click on the name of the HP Service Manager Connector.

The General tab of the Configure Management Connector page appears, as
shown in Figure 3-2.

Figure 3-2 Configure Management Connector Page

ORACLE Enterprise Manager Cloud Control 12¢ Setup~ Hep~ | 3@ svsman | Logour O

€ Enterprise v (@) Targets ~ i Favorites ~ (@) History ~ Search Target Name ~

Management Connectors

Management Connectors > Configure M n

t Connector: HPSM 9
Configure Management Connector: HPSM 9

Cancel M

General = Template

Connection Settings

Enter a set of administrator credentials and the webservice end points for relevant operations of the ticketing system. These are required for
communications.

“ Web Service End POINtS  gperation | web Service End Point {URL)

createTicket |http://[Hostname]:13080/sc62s5erver/ws
getTicket http://[Hostname]:13080/sc62server/ws

updateTicket |http://[Hostname]:13080/sc62server/ws

(¥ TIP Replace <midtier-server= and <servername= in the above URLs with the midtier server and server of your
Ticketing System. If you have customized the webservice, you may need to change the webservice operations
at the end of the URL.

* Service Manager Username

* Service Manager Password
* Ticket ID
Enter a valid ticket number from the ticketing system to test connection to this system.
Web Console Settings

If you're using a web console, you can enable the connector to provide URL links to the ticket on the metric details page and vice versa.
["] Enable web console
features

Web Server

Grace Period

The arace period is a time value that is compared against the data of the time an alert deared to the time it transitioned out of dear. If the time data
is greater than the grace period, then a new ticket is created for the alert; otherwise, the ticket is reopened.

[[] Enable grace

period
Grace Period (Hours) 0
Retry
Specify whether or not you want to retry this connector operations if they fail, as well as the expiration time after which retry is aborted.
[I enable
Retry
Expiration (Hours) 0

Cancel M

2. Provide the required settings. See Providing General Settings for details.
3. Click OK.

The Management Connectors page reappears. The row for the HP Service
Manager Connector should have a check mark in the Configured column.

4. Optionally, you can click the configure icon again to check for the available ticket
templates.

ORACLE 3-2
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Enabling or Disabling the Connector

5. Click the Ticket Templates tab.
All out-of-box ticket templates should appear in the table.

If you choose HTTPS as the protocol to establish a connection between HP
Service Manager and Enterprise Manager, see "Importing the Adapter Certificate
into Enterprise Manager" in Enabling SSL for HTTPS.

3.3 Enabling or Disabling the Connector

You can enable or disable a connector from the Management Connectors page by
selecting the connector and clicking either Enable or Disable. After a connector is
disabled, a red cross icon appears under the status column. By default, the connector
instance is enabled as soon as it is configured.

" Note:

Only enabled connectors are available for ticketing operations.

3.4 Providing General Settings

The following sections explain how to provide various configuration details.

3.4.1 Connection Settings

The HP Service Manager Connector communicates with the Service Manager server
through a web service provided through the Service Manager web tier. All fields are
mandatory.

*  Web Service End Points - URL of the web service end-point to call for the
createTicket, updateTicket, and getTicket operations.The Service Manager web
service URL is formatted as shown below:

http://[Hostnane] : 13080/ sc62server/ws

In most cases, you will just need to replace [Hostname] with the host name or IP
address of the server where the web tier is located. The port number defaults to
13080, so you only need to change the port number if you have changed the port
used by the web tier. The only other change you might make is the protocol. If you
want to use SSL, you need to change the protocol from http to https.

< Note:

If you want to use SSL to encrypt communications between Enterprise
Manager and Service Manager, see "Importing the Adapter Certificate
into Enterprise Manager" in Enabling SSL for HTTPS.

* Service Manager Username - Specify the user name for HTTP basic
authentication supported by the HP Service Manager web services. This user
name must have the appropriate privileges/roles in HP Service Manager to create,

ORACLE 3-3
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update, and query tickets in the HP Service Manager. All tickets created through
the connector are generated with this user account.

Service Manager Password - Specify the password associated with the user
specified in the Service Manager Username field.

Ticket Number - Enter a valid ticket number to test the connection when you save
the configuration.

— If you specify the correct Web service end-points and enter a valid ticket
number, the following message appears on the Management Connectors page
after you click OK:

Connection test succeeded. The configuration was saved.

— If you have not previously saved the connector configuration and enter
incorrect Web service endpoints or an invalid ticket number, the following
message appears on the Management Connectors page after you click OK:

Connection test failed. The configuration was saved.

— If you have previously saved the connector configuration and enter incorrect
Web service endpoints or an invalid ticket number, the following message
appears on the Management Connectors page after you click OK:

Connection test failed. The configuration was not saved.

3.4.2 Web Console Settings

Web Console settings are required if you want the Connector to provide links to HP
Service Manager tickets created by Enterprise Manager in the context of an incident.
This feature requires configuration changes in HP Service Manager. See Configuring
the HP Service Manager Web Console for details.

To enable this functionality, provide the following Web console settings:

Enable web console - Check this box to enable launching of the HP Service
Manager ticket page within context from Enterprise Manager.

Web Server - Specifies Web server information the connector uses to connect to
the web tier when accessing incidents in HP Service Manager. Set the value using
the following format:

<host nane>: <port >/ <tier>
Where <hostname> is the hostname or IP address of the web tier server machine,
<port> is the port that the web tier is configured to support, and <tier> is the name

of the web services tier. The default value for the port is 8080, and the default
name of the web tier is sm7.

A sample value for the field is as follows:

10. 2. 1. 110: 8080/ snv

3.4.3 Grace Period

You can enable and disable the grace period and configure its value. By default, the
grace period is disabled. See Grace Period for details. This setting applies to all
incidents the HP Service Manager Connector processes.

ORACLE
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3.4.4 Retry

You can enable and disable the Retry option and configure its interval value. By
default, the Retry is disabled. See Retry for details. This setting applies to all incidents
the HP Service Manager Connector processes.

3.5 Working with Ticket Templates

When a connector instance is created in Enterprise Manager, all associated templates
are available for ticket create/update operations. For Auto Ticketing, a notification
method is created based on the ticket template selected while creating an incident
rule. For manual ticketing, you select a ticket template while creating a ticket from the
Enterprise Manager console, as shown in Figure 3-3.

Figure 3-3 Adding Conditional Actions

ORACLE

ORACLE Enterprise Manager Cloud Gontrol 12c Hep » O
Add Actions
Add Conditional Actions Continue |  Cancel |«

Define actions to be taken when an event matches this rule.

~|Conditions for actions

You can define the actions to apply whenever the rule matches or apply them conditionally.
i@ Always execute the actions
Only execute the actions if specfied conditions match

m

~|Create Incident

Create an incident for the event to manage and track its resolution. You can initialize the newly created incident by assigning
an owner and setting its priority.

Create Incident [

Assign to Q@,
Set priority to [=]
"7 Create Ticket
Create Ticket - Select a ticketing device that you want to use to create a ticket for this incident.
Connector Type | HP Service Manager 9 Connector 12.1.01.0 E|
Connector Name | HPSM 9 El
Template Name | Default Incident E|

~|Notifications

Assign recipients for notifications. Recipients for the "To" list can only be added or removed in this section. Users whao subscribe
to this rule will be added to the "Cc" list; users who unsubscribe to this rule will be removed from the "Cc" list. You could

-
PR S R Y S TS -

YRR SRR [ D N

There are two default templates for each of the HP Service Manager Connectors. The
default templates for the HP Service Manager 9 connector are:

» ServiceManager_9 Default_Incident_AutoClose.xsl

* ServiceManager_9 Default_Incident.xsl
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Tip:

See Out-of-Box HP Service Manager Templates for detailed information
about these templates.

3.5.1 Adding Ticket Templates

If you want to create a custom template, you need to add ticket templates before they
are recognized in Enterprise Manager. For each new custom template, run the
following emctl register_template connector command as a user with execute privilege
on emctl and the ability to read the ticket template:

$ORACLE_HOVE/ bi n/ entt| register_tenplate connector
-t <tenplate.xsl> -repos_pwd <reposPasswor d>
-cnane <connector Name> -inane <i nternal Name>
-tnane <tenpl ateNane> -ttype 2 [-d <description>]

Where —
<template.xsl> is the full path name of the template file.
<reposPassword> is the Enterprise Manager root (SYSMAN) password.

<connectorName> is the name of the connector instance installed in step 3 of Creating
a Connector Instance.

<internalName> is the internal name to use for the template.
<templateName> is the name to display for the template.
<description> is the description of the template.

For example, the following command adds a new outbound template
(newTemplate.xsl) for the connector instance with the HP Service Manager 9
Connector Instance:

entt| register_tenplate connector

-t /hone/ oracl e/ custom tenpl at es/ t enpl at e. xn
-repos_pwd sysmanpass

-cname "HPSM 9"

-iname "newTenpl at e"

-tname "New Tenpl ate"

-ttype 2

-d "Denp tenpl ate"

3.5.2 Viewing Template Code

ORACLE

To view template code, do the following:

1. Select the connector instance and go to the Configure Management Connector
page.

2. Select the Template tab.

3. Click a template name or click View to view the XSLT code for the template.

The ticket templates are in XSLT format. A basic knowledge of XSLT is required to
understand the code.
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3.5.3 Removing a Template

To remove a template, do the following:

1. Select the connector instance and go to the Configure Management Connector
page.

2. Select the Template tab.
3. Select the template and click Delete.

4. Click Yes to confirm the delete operation.

# Note:

If the template you delete has an incident rule associated with it, ticketing will
not function for this particular incident rule after the deletion.

3.5.4 Editing Templates

# Note:

The Edit Template feature is available in Oracle Enterprise Manager Release
12.1.0.2 and later.

To edit an existing ticket template for Release 12.1.0.2 and later, do the following:

1. Select the connector instance and go to the Configure Management Connector
page.

2. Select the Template tab.
3. Select the template and click Edit.
4. Edit the Description and Template Contents fields as needed, then click Save.

The ticket template is automatically registered. Saving the registered template updates
it in the repository.

3.5.5 Restoring Templates

After you edit or customize a template, you can restore it to its previous default
contents if needed by performing the following steps.
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# Note:

The Restore feature is available in Oracle Enterprise Manager Release
12.1.0.2 and later.

You can restore out-of-box templates that you have may edited or
customized to their default values. You cannot restore new templates that
you have created (using the emctl register_template command).

1. Select the connector instance and go to the Configure Management Connector
page.

2. Select the Template tab.

3. Select the template and click Restore.

4. Click Yes in the confirmation page that appears in order to restore.

3.6 Configuring the HP Service Manager Web Console

The web console provides an alternative view for HP Service Manager. You can either
use the HP Service Manager Client (which is a standalone application) or use the web
application to manage incidents. Connector integration is possible for both of these
methodologies.

If you want to have links to HP Service Manager tickets within Enterprise Manager,
configuration changes are required in HP Service Manager.

To configure the HP Service Manager web console:

1. Locate the web.xml file under the following path and verify its configuration:
webt i er-9. 20\ VEB- | NF\ web. xni

2. Make sure the serverHost parameter value is changed from local host to the fully-
qualified name of the web tier server.

3. Make sure the querySecurity parameter is set to false as follows:

<init-paranp
<par am name>quer ySecuri t y</ par am nane>
<par am val ue>f al se</ par am val ue>

4. If any changes were made to the configuration file, you must restart the web
application server for the changes to take effect.

Tip:

See the "Generating Web Tier URL Queries" section in the Service Manager
client help contents for additional information.
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< Note:

The ticket URL generated requires parameters, such as the ticket ID, that
need to be part of the URL string. This requires that the URL security be
turned off. Your security team may need to evaluate if the risks outweigh the
need to access the HP Service Manager ticket directly from Enterprise
Manager using the ticket URL. HP Service Manager still requires user
authentication when accessing the ticket through the URL.

3.7 Navigating Between Enterprise Manager and HP
Service Manager

After you have configured the connector, you will want to access incidents from the
Enterprise Manager and HP Service Manager consoles. The following sections explain
how to switch from one console to the other.

3.7.1 Navigating from Enterprise Manager to HP Service Manager

To navigate from Enterprise Manager to HP Service Manager:

ORACLE

1.

From the Enterprise Manager console Enterprise menu, select Monitoring, then
Incident Manager.

The open incidents appear.
Click on the desired incident to display information for the incident.

Click on the ticket identifier listed to the right of the Ticket ID label in the Tracking
section as shown in Figure 3-4.

You will be forwarded to the HP Service Manager Web console login page.
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Figure 3-4 Incident Details in Enterprise Manager Console

ORACLE Enterprise Manager Cloud Contral 12¢ setup~ Hep~ | g svsman | Logout O
&, Enterprise ~ () Tagets ~ i Eavorites ~ (@) History Search Target Name ~ +
id ger: All open incid P2ge Refreshed Nov 8, 2012 8:08:51 AM ST
Views @ search | view | & View search cricera
] [ | Ticket ID [Ticket Status | Severity [Summary |Target
My open incdents and problems 1403 10162 Pending Other @  Memory Utization is 77.006%, crossed warning (50) or critical (70) threshold. orcsw.iwavesaftuiare.
Unassigned mcdents 1201 - - @  Filesystem fhome/oracle/app has 4.9% avaible space, falen below warning (20) or critical (5) .. orcsvrl.iwavesoftware.
Unacknowledged incidents 1332 - - Ay  Metric emor cleared. The current status of the target is Status Pending JEMGC_GCDomain/instd

Escalated incidents

All open incidents
Unassigned problems

All open problems
Events without incidents

Custom o Create ...[3
No view avaible

4| 11 »
Columns Hidden 11 Row count 3
-

@ Memory Utilization is 77.006%, crossed warning (50) or critical (70) threshold.

General Events My Oracle Support Knowledge Updates Related Events And Incidents
i | Incident Details w| Tracking dcknowledge G Add Comment ... @b Manage...  More |+ | +
D 1403 Escalated No Owner -
Metric Memory Utiization (%) Priorty Mone Acknowledged No
Target orcsvrl.iwavesoftware.com (Host) Status Mew Ticket [0 IM10162
Incident Created Now 6, 2012 2:24:10 PM CST Last (Ticket IM10162 status is updated to Pending Other on external
Last Updated Nov 6, 2012 2:26:20 PM CST Comment: system.} SYSMAN on Nov 6, 2012 2:26:20 PM CST
Surnmary Memory Utiization is 77.006%, crossed warning (50) @ This incident wil be automatically cleared when the underling issue is
or critical (70) threshold. resolved. =
Internal Event Load:memUsedPct
Name
Event Type Metric Alert | Guided Resolution
Category Capacity Diagnostics Actions
View system load and top processes Reevaluate Alert
Problem Analysis Edit Thresholds
= View topology
| Metric Data View recent configuration changes L]
crttical Threshold 70 View Metric Help

warning Threshold 50
Number of Occurrences 1
Last Known Value 81.609
Last Colection Timestamp Nov 8, 2012 8:05:16 AM CST

4. Provide valid HP Service Manager account details.

The HP Service Manager incident details associated with this incident are
displayed through the HP Service Manager web console as shown in Figure 3-5.

# Note:

If you do not use the HP Service Manager Web console, uncheck the
"Enable web console features" option discussed in Web Console Settings so
that the ticket ID is shown in plain text. Otherwise, it is displayed as a link
that does not function.
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[ HP Service Manager

e B E
Favorites and Dashboards
Change Management
Configuration Management
Incident Management
b Tools
Incident Queue
Open New Incident
Search Incidents
Search Knowledgebase
Knowledge Management
Problem Management
Request Management
Service Catalog
Service Desk
Service Level Management
System Administration
Tailoring
Miscellaneous

Approval Delegation
ServiceManager Mail
System Status

To Do Queue

&
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Incident Details

User: falcon (Fisgett™)

[ To Do Queue: My To Do List ” Update Incident Number 1110152 -]
$8cancel [iSave &Exit [FSave 5 Close Incident [ Apply Template More ~ B B
 Incident Details il
Incident D TTYTE Assignment Group »|Service Desk I
Status  [pending Other Assignee =i I
Contact Vendor EI |
Location E‘ Vendor Ticket =
Affected Service «|seryvice Management g Q@ Category « incident EI
Affected CI =il Q‘,@ Area = failure E‘
|:| Clis operational (no outage) Subarea +|grror message EI
Outage Start E‘ Impact + 1 _ Enterprize
Outage End E‘ Urgency «|1 - Critical
Service Contract Priority |4 _ Critical
SLA Target Date
Title « WMemory Utilization is 77.006%, crossed warning (50) or critical (70) threshokd.
Description «|jncigent created by Oracle Enterprise Manager HP Service Manager Connactor. -
Q EM User: SYSMAN |i|
Incident Information 57
Closure Code E‘ [7] Knowledge Candidate
Solution -
4 (1L 2

3.7.2 Navigating from HP Service Manager to Enterprise Manager

To navigate from HP Service Manager to Enterprise Manager:

1. Atthe HP Service Manager client, open an incident from Enterprise Manager as
shown in Figure 3-6.

2. Scroll down in the Description field to the URL: field and click on the URL listed.

This forwards you to the Enterprise Manager console login page. After you provide
the Enterprise Manager user name and password, you are forwarded to the
incident related to this ticket.

ORACLE

# Note:

The Enterprise Manager user whose name you specify should at least
have Vi ew privileges on the target on which the alert was raised.

On the HP Service Manager console, if the URL appears as text, you
need to cut and paste the URL into the browser.
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Figure 3-6 Alert Details in HP Service Manager Console

HP Service Manager - Update In

Fls Edt Window Help

| G | & |[en=e I [ven|&

[ | 25 system Navigator S@‘ = E‘ -

Description [ncident created by Oratle Enterprise Manager HP Service Manager Connectar
[ System Log

[ usage statistics
[ version nformation

[EM User: SYSMAN

78 Publishing Liities adent nformation:
it 5 Scheduled Maintenance Source Hame: orcsvrl. iwavesaftware com [
Companies Clasure Code [F] O Froblen Candidate [ knowledge Candidate
Contacts

Solution

Conversian Rates
[ Currencies

[ Fax
- @ Holidays
. @ Locations =l

=0
= 51 @ 7 ||~ @ Mass Update & Mass Clase Bl 127w
— [ =1 Connection - Local Server - §8 Cancel & Previous 7 et Save & Exit [7) Save 5 Close Incident  [7] Apply Template Bzl -
0° -ER) Favorites and Dashboards = B
8 changotnagenent L = OR
@ Configuration Management
(5§ Tncident Management
2 Tools Incident 1D [TM10162 Assignment Group [Service Desk, ‘.‘,.u Q
[ Incident Queue Status [Pending Other [~ Assignee =
[ Open Hew Incident
[ Search Inciderts Contact vendor i
[ Search knawledgebase Location E U Er e
-E@ Knowledge Managemenk: =
8 Probiem Hanagement: Affected Service [ Category [incid
B8 Recust Managsrment [Eervice Managemert |,-“‘Q‘£| aory [incident B
- service Catalog Affected CI | |r" 2 \j\ Area [Falurs B
D servics Desk O cris operational (no outage) Subarea [arror message &
@ service Level Management
{5 System Admiristration
= [igh Base System Configuration EYEFRETR =~ Impact [1 - Enterprise |v
11 g Miscellaneous Cutage End - Urgency [1- Critical |~
=1 lig Monitoring Service Contract = Priority [T - Critical
Lis E‘;’fm . SLA Target Date [12/11710 00:24:09 ~
[ Dawntime
(& Message Log Tide [Memory Utilization is 77.006%, crossed warning (50) or critical (70) threshold,
[ Print Queus

probsummary gbe. a(apm.edit. problem)
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You can create tickets automatically or manually. The following sections explain how
to create both types:

Automatically Creating a Ticket

Manually Creating a Ticket

4.1 Automatically Creating a Ticket

To automatically create a ticket in HP Service Manager, you need to create an incident
rule that references a template from the HP Service Manager connector.

ORACLE

To create an incident rule to automatically create a ticket in HP Service Manager:

1.

From the Enterprise Manager console Setup menu, select Incidents, then
Incident Rules.

Click Create Rule Set.

The Create Rule Set page appears.

Provide a Name and Description.

In the Targets tab, specify the targets for which you want tickets to be generated
for events/incidents that Enterprise Manager detects.

Click the Rules tab.

For events —

Click Create and select Incoming events or updates to events as a type of
rule to create from the pop-up window, then click Continue.

The Create New Rule wizard appears. Follow the steps to create a rule. (Refer
to the "Rules" section of the Using Incident Management chapter in the Oracle
Enterprise Manager Cloud Control Administrator's Guide 12c .)

For incidents —

Click Create and select Newly created incidents or updates to incidents as
a type of rule to create from the pop-up window, then click Continue.

The Create New Rule wizard appears. Follow the steps to create a rule. (Refer
to the "Rules" section of the Using Incident Management chapter in the Oracle
Enterprise Manager Cloud Control Administrator's Guide 12c .)

While configuring the above rule in the Add Actions page:

For events —

Enable the Create Incident check box. This makes the Create Ticket option
visible. Now enable the Create Ticket check box, which displays lists to select
the Connector Type, Connector Name, and Template Name as shown in
Figure 4-1.
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Figure 4-1 Event Add Actions

ORACLE Enterprise Manager Cloud Control 12¢

Heb - O
Add Actions

Add Conditional Actions

Continue
Define actions to be taken when an event matches this rule.
~|Conditions for actions
You can define the actions to apply whenever the rule matches or apply them conditionally.
@ Always execute the actions
() Only execute the actions if specfied conditions match

~|Create Incident

Create an incident for the event to manage and track its resolution. You can initialize the newly crested incident by assigning an owner and setting its priority.
Create Incident

Assign to Q,
Set priority to [=]
V Create Ticket
Create Ticket - Select a ticketing device that you want to use to create 3 ticket for this incident.
Connector Type | HP Service Manager 9 Connectar 12.1.0.1.0 EI
Connector Name |HPSM 9 EI

Template Name | Default Incident AutoClose []

~|Notifications

users who unsubscribe to this rule will be removed from the "Cc” list. You could specify multiple users separated by commas. Recipients could be Enterprise Manager
users, direct E-mall address or predefined variables.
7 Basic Notifications

E-mail To

Q,
Q,
Page Ck

V' Advanced Notifications
No advanced notification methods have been configured.
| Repeat Notifications(Not specified)

E-mail Cc

>|Clear events

~|Forward to Event Connectors

Events can be forwarded to third party event management systems.
Mo event connector has been configured.

Assign recipients for notffications. Recipients for the "To" list can only be added or removed in this section. Users who subscribe to this rule will be added to the "Cc" list;

Cancel

*  For incidents —

Enable the Create Ticket check box, which displays lists to select the

Connector Type, Connector Name, and Template Name as shown in
Figure 4-2.
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Figure 4-2 Incident Add Actions

ORACLE Enterprise Manager Cloud Control 12¢ Hep - ©
Add Actions
Add Conditional Actions Continue Cancel

Define actions to be teken when an incident matches this rule.
~|Conditions for actions

You can define the actions to apply whenever the rule matches or apply them conditionally.
i@ Always execute the actions
i Only execute the actions if specified conditions match ()

~|Notifications

Assign recipients for notifications. Recipients for the "To" list can only be added or removed in this section. Users who subscribe to this rule will be added to the "Cc” list; users who
unsubscribe to this rule will be removed from the "Cc" list. You could specify multiple users separated by commas. Recipients could be Enterprise Manager users, direct E-mail
address or predefined variables.

7 Basic Notifications

E-mail To Q
E-mail Cc Q,
Page Q

7 Advanced Notifications
No advanced notification methods have been configured.

[ Repeat Notifications(Not specified)

~|Update Incident

Automatically update the incidents to help triage your incoming incidents.

Assign to \%
Set priority to E|
Set status to | None E|
Escalate to [=]

v|Create Ticket
Create Ticket - Select a ticketing device that you want to use to create a3 ticket for this incident.
Connector Type |HP Service Manager @ Connector 12.1.0.1.0 El
Connector Mame | HPSM 9 El
Template Name | Default Incident AutoClose El

7. After completing all of the wizard steps, click Save.

The following process occurs after you create the incident rule for your incidents:

e Arequest is sent to the HP Service Manager Connector when an incident is
created due to an event that matches your rule.

e The ticket is created or updated in the HP Service Manager system.

* In Enterprise Manager, the incident annotation is updated. A comment is added to
the event Detail page of the incident to indicate that a ticket was created or
updated, along with the ticket ID, status, and ticket URL.

A ticket is updated if there is an existing active ticket for an incident. Figure 4-3 shows
the ticket in the HP Service Manager console.
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Figure 4-3 HP Service Manager Console Incident

E5-HP Service Manager - Update I nt Number IM10162 - HP Service Manager C| [_[o[x]

Fle Edt window Help
| G | & |[en=e Iy [vern| &

[ | 25! system Navigator 3% ‘ =0 ‘ £ =0
= 51 @ 7 ||~ @ Mass Update & Mass Clase Bl 127w
— [ =1 Connection - Local Server - §8 Cancel £ Previous 7 Newt Save Ext [3] Save 54 Close Incident [ Apply Template Bl -
0° -ER) Favorites and Dashboards = B

8 changotnagenent L = OR
@ Configuration Management
(5§ Tncident Management
2 Tools Incident 1D [TM10162 Assignment Group [Service Desk, ‘. ‘,.u Q
[ Incident Queue Status [Pending Other I~ Assignee =
[ Open Hew Incident
[ Search Inciderts Contact vendor i
[ Search knawledgebase Location E U Er e
-E@ Knowledge Managemenk: =
P ifectod Sorvi [Sarvs Fansgerort FaE| Cateocy e 5
-8 service Catalog phseel [EIEYEA | Area [Failure: &
D servics Desk O cris operational (no outage) Subarea [arror message &
@ service Level Management
{5 System Admiristration
= [igh Base System Configuration EYEFRETR =~ Impact [1 - Enterprise |v
11 g Miscellaneous Cutage End - Urgency [1- Critical |~
=1 lig Monitoring Service Contract = Priority [T - Critical
[J=s 5L Target Date [TZ10 002409
[ Currert Alerts i hd
[ Dawntime
(& Message Log Tide [Memory Utilization is 77.006%, crossed warning (50) or critical (70) threshold,
[ print cuee Deseription [ncident created by Oracle Enterprise Manager HP Service Manager Connectar. B
[ System Log
Usage Statistics M User: SYSMAN
[ version nformation ]
5 £ Publshing Uites fredet nformation:
it 5 Scheduled Maintenance Saurce Hame: orcsyrl. iwavesaftware com -
Compries Closure Code ] O Fretlom Condidate D nowedge Canddate
Centacts Solution j
Departments hd
[ Fax
- @ Holidays
@ Locations =l &
prabsummary.cbe. a{apm.edi prablem)

4.2 Manually Creating a Ticket

To manually create a ticket:

1. After anincident occurs, go to its incident details page by clicking on the incident
message in the Incident Manager console in Enterprise Manager. The incident
details page for the incident should appear, as shown in Figure 4-4.
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Incident Details Page

ORACLE Enterprise Manager Cloud Control 12¢

@ Enterprise v @) Targets - oy Favorites ~ @ History ~

Incident Manager: All open incidents

Views Q search View v | &a View search criteria

‘Standard [ID [Ticket D [Ticket Status | Severity|summary | Target

My open inddents and problems 1403 IM10162 Pending Other @  Memory Utilzation is 77.006%, crossed waming (S0) or critical (70) threshoid. orcsvrl.ivwavesoft
Unassigned ncidents 1200 - - @  Filesystem fhomeforacle/app hias 4.9% avaiable space, falen below waming (20) or critical (S) .. orcsvrl.wavesoft
Unacknowledged incidents 1332 - - 8,  Metric error cleared. The current status of the target is Status Pending /EMGC_GCDormair

Escalated incidents

All open incidents
Unassigned problems

All apen problems
Events without incidents

Custom o Create ...[ Manage
Ho view avaizble

Setup ~ Help ~

Search Target Name ~

& svsman | Log Out
L2

Page Refreshed Nov 8, 2012 9:36:01 AM CST C.

< [T} »
Columns Hidden 11 Row count 3

.
@ Filesystem /home/oracle/app has 4.9% available space, fallen below warning (20) or critical (5) threshold.
General Events My Oracle Support: Knowledge Updates Related Events And Incidents
j ~|Incident Details | Tracking < Acknowledge [ Add Comment ... [gh Manzge...  More |+ |
D 1201 Escalted No Owner -
Metric Filesystem Space Avaiable (%) Priority None Acknowledged No
Mount Point /home/oracle/app Status New

Target orcsvrl.iwavesoftware.com (Host)
Incident Created Aug 14, 2012 10:26:42 AM CDT
Last Updated Oct 26, 2012 10:12:57 PM CDT
Summary Fllesystem fhome/oraclefapp has 4.9% _gThws incident wil be automatically cleared when the underlying issue is
avaiable space, fallen below warning (20) or resoived
critical (5) threshold.
Internal Event Filesystems:pctAvaiable - -
Name | Guided Resolution
Event Type Metric Alert Diagnostics
View topology
i y Capacity
Cekeaary Capacity View recent configuration changes
View Metric Help

+5¢ Incident created by rule (Name = Incident management Ruleset for
Comment 2 targets, Incident creation Rule for metric alerts.; Owner = ).: on
© 7 Aug 14, 2012 10:26:42 AM CDT

m

Actions
Reevaluate Alert
Edit Thresholds

~|Metric Data

Critical Threshold 5
Warning Threshold 20
Number of Occurrences 1
Last Known Value 2.26
Last Collection Timestamp _MWov 8, 2012 £:27:59 AM C5T

2.

In the Tracking section, select More, then Create Ticket.

The Create Ticket pop-up appears, as shown in Figure 4-5. The Create Ticket
option is only available if there is at least one ticketing connector configured, and
no prior ticket exists for the same incident.

In the Create Ticket pop-up window, select a ticket template from the Template
Name list, then click OK.

Figure 4-5 Create Ticket Pop-up Window

Create Ticket

Select 3 ticketing device that you want to use to create a ticket for this
incident.
Connector Type
Connector Name
Template Namea

HPF Service Manager 9 Connector 12.1.01.0 E|

HPSM o [ |
E4

Default Incident

0K | Cancel |

4.3 Post-creation Advisory Information

ORACLE

If you have successfully created the ticket, the ticket ID appears in the Last
Comment column in the Event Details for the incident. If the Web console settings
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are configured and enabled, the ticket ID appears as a link to the ticket page in
Service Manager.

If the default templates do not provide the desired mappings, you can create
custom templates to map data as desired. See Customizing Ticket Templates for
additional information.
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Using Out-of-Box Templates

This chapter provides details on the out-of-box ticket templates shipped with the HP
Service Manager Connector based on the out-of-box Service Manager
IncidentManagement WSDL. The ticket templates specify the mappings between
Enterprise Manager incident attributes and HP Service Manager ticket attributes.
This chapter covers the following topics:

e Out-of-Box HP Service Manager Templates
* Reading and Mapping Ticket Templates

e Customizing Ticket Templates

»  Exporting the Ticketing Template Files

*  Modifying Ticket Templates

e Custom Template Examples

5.1 Out-of-Box HP Service Manager Templates

All out-of-box templates cause the following actions to occur when you create or
update a ticket for an incident:

*  Write Enterprise Manager incident information to the ticket description.
»  Set the ticket summary based on the incident message.

* Add an entry to the Journal Update that shows the incident details. This provides a
trail of the changes that have occurred to the incident.

»  Sets the ticket severity based on the severity of the incident in Enterprise
Manager.

The out-of-box templates are:

e Service_Manager_9 Default_Incident.xsl

This templates creates, updates, or reopens a Service Manager ticket using the
default field mapping. This template does not close the ticket when the event
severity value becomes Clear.

» Service_Manager_9 Default_Incident_AutoClose.xsl

This template creates, updates, or reopens a Service Manager ticket using the
default field mapping. This template sets the ticket status to Closed when the
incident severity value becomes Clear.

5.2 Reading and Mapping Ticket Templates

This section provides detailed mapping information for the default ticket templates
described above. The mappings are based on the out-of-box IncidentManagement
WSDL for the HP Service Manager Web Service.
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Each template is capable of handling create and update requests. The incident
TicketID field determines how it is mapped. If the TicketID is empty, it is mapped to the
Service Manager create request format. Otherwise, it is mapped to an update request
format. The following sub-sections identify the create and update mappings for each
template.

5.2.1 Service_Manager 9 Default_Incident.xsl - Create

Table 5-1 lists the fields and values that this template maps for a create operation. All
references to the incident refer to the Enterprise Manager incident.

Table 5-1 HP Service Manager 9 Default Incident Create Field Names and
Values

Service Manager Field Name Value

Urgency Set the severity based on the incident severity. See
Severity Mapping for details.

Area Hard-coded to "failure”.

Subarea Hard-coded to "error message".

Product Type Hard-coded to "applications".

Problem Type Hard-coded to "incident".

Assignment Group Hard-coded to "Service Desk".

Impact Hard-coded to "1".

Description Set to the formatted contents of the incident as
specified in Formatted Enterprise Manager Incident
Contents.

Title Set to the incident Summary.

Journal Updates Set to the formatted contents of the incident as
specified in Formatted Enterprise Manager Incident
Contents.

Oracle Connector ID Set to the incident ConnectorGUID.

5.2.2 Service_Manager_9 Default_Incident.xsl - Update

ORACLE

Table 5-2 lists the fields and values that this template maps for an update operation.
All references to the incident refer to the Enterprise Manager incident.

Table 5-2 HP Service Manager 9 Default Incident Update Field Names and
Values

Service Manager Field Name Value

Incident ID Set to the incident TicketID.

Description Set to the formatted contents of the incident as
specified in Formatted Enterprise Manager Incident
Contents.

Title Set to the incident Summary.

Status Set to "Open" if the incident ReopenTicket field is
set to "Yes."
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Table 5-2 (Cont.) HP Service Manager 9 Default Incident Update Field Names

and Values

Service Manager Field Name

Value

Alert Status

Set to "reopen” if the incident ReopenTicket field is
set to "Yes."

Journal Updates

Set to the formatted contents of the incident as
specified in Formatted Enterprise Manager Incident
Contents.

5.2.3 Service_Manager_9 Default_Incident_AutoClose.xsl - Create

The field mappings for this template are identical to the mappings specified in
Service_Manager_9 Default_Incident.xsl - Create.

5.2.4 Service Manager_9 Default_Incident_AutoClose.xsl - Update

Table 5-3 lists the fields and values that this template maps for an update operation.
All references to the incident refer to the Enterprise Manager incident.

Table 5-3 HP Service Manager 9 Default Incident AutoClose Update Field

Names and Values

Service Manager Field Name

Value

Incident ID Set to the incident TicketID.

Description Set to the formatted contents of the incident as
specified in Formatted Enterprise Manager Incident
Contents.

Title Set to the incident Summary.

Status Set to "Open" if the incident ReopenTicket field is

setto "Yes."
Set to "Closed" if the incident severity is "Clear."

Alert Status

Set to "reopen"” if the incident ReopenTicket field is
set to "Yes."

Set to "closed" if the incident severity is "Clear."

Resolution Fix Type

Set to "permanent" if the incident severity is "Clear."

Closure Code

Set to "User Closure" if the incident severity is
"Clear."

Solution

Set to "The alert was resolved in Oracle Enterprise
Manager" if the incident severity is "Clear."

Journal Updates

Set to the formatted contents of the incident as
specified in Formatted Enterprise Manager Incident
Contents.

5.2.5 Formatted Enterprise Manager Incident Contents

Formatted Incident Contents shows the format used by the templates for the

Description and JournalUpdates fields.

ORACLE
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Text delimited by angle brackets (< and >) designates an Enterprise Manager
Incident field name that will be replaced by the actual field contents.

Lines marked with double asterisks indicate they will only be present if the
designated incident field contains data.

The Notes section after the format contains information about some of the fields.

5.2.5.1 Formatted Incident Contents

EM User: <Notifi cationRul eOaner>

I ncident | nformation:

Source Name: <Sourcebj | nf o/ Cbj Nane>

Source Oaner: <Sour ceQbj I nf o/ Cbj Oaner >**

Source Type: <SourceQbj | nfo/ Sour ceChj Type>
Source SubType: <Sourcebj I nfo/ Sour ceChj SubType>
Target Nane: <Target | nf o/ Tar get Name>

Target Type: <Target | nfo/ Target Type>

Target Type Label: <Target|nfo/ Target TypeLabel >
Target URL: <Target | nfo/ Target URL>

Target Properties:**
<Tar get Property/ Nane>: <Target Property/ Val ue>**

Severity: <Severity>

Priority: <Priority>

CreationDate: <CreationDate>

Last Updat edDat e: <Last Updat edDat e>

Owner: <Owner>

Notification Rule: <NotificationRul eNanme>**
URL: <Inci dent URL>

EM I ncident Status: <Resol utionState>

EM Acknowl edge: <Acknow edge>

EM Auto O ose: <AutoC ose>

EM Escal ation Level: <Escal ationLevel >

<Addi tional Detai | s/ Name>: <Addi tional Detai |l s/ Val ue>**

5.2.5.2 Example 5-1 Notes

ORACLE

EM User is set to the incident rule set owner when the ticket is created through
auto-ticketing, and is the Enterprise Manager log-in user when the ticket is created
through manual-ticketing.

The Target Properties section is only present if the incident contains target
property values. Listed below are a couple of sample target property name/value
pairs:

Line of business: Finance

Owner: Finance-DB Team

CreationDate is set to the date the incident was created in Enterprise Manager.
Owner is set to the incident owner in Enterprise Manager.

URL is set to the URL of the incident details page in Enterprise Manager. The URL
is set up as a link that can be clicked on to view the incident in Enterprise
Manager.
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5.2.6 Severity Mapping

The Service Manager ticket severity is set based on the Enterprise Manager incident
severity value. Table 5-4 shows the values used when creating the ticket in Service
Manager.

Table 5-4 Ticket Severity Mappings
|

When the incident severity is ... Set the ticket severity to ...
Fatal 1 (Critical)

Critical 1 (Critical)

Warning 3 (Average)

Minor Warning/Advisory 4 (Low)

Informational 4 (Low)

5.3 Customizing Ticket Templates

If the out-of-box ticket templates do not satisfy your requirements, you can create
custom templates tailored to your environment. Templates are XSLT files, so you must
have a good understanding of XSLT transformations to create custom templates. To
do this, Oracle recommends that you use one of the existing templates as the base
template.

To create a custom template:

1. Export the default template XSLT files from Enterprise Manager to use as a
baseline. Follow the instructions in Exporting the Ticketing Template Files to
obtain copies of the default template files.

2. Review Out-of-Box HP Service Manager Templates and Reading and Mapping
Ticket Templates to understand the default mappings. Determine which file you
want to use as a baseline and what mapping changes you want to make. Copy the
baseline file to a new file with a different name.

3. Make the desired mapping changes to the new template file. See Modifying Ticket
Templatesfor guidance on mapping changes.

4. Register the new template with Enterprise Manager as specified in Adding Ticket
Templates .

See Custom Template Examples for examples of how to create a custom template.

5.4 Exporting the Ticketing Template Files

ORACLE

The connector installation .jar file is included in the Self Update archive that was
installed in Installing the Connector.

To extract the installation file:

1. Determine the command required to export the adapter installation file. To do this,
perform the following steps:
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a. From the Setup menu in the Enterprise Manager console, select Extensibility,
then Self Update.

b. Click on the Management Connector link.

c. Click on the HP Service Manager 9 connector and then select Export from
the Actions list.

A pop-up window appears with the command required to export the file.
Figure 5-1 shows an example of the window.

Figure 5-1 Export Command Example

(@) Export Steps ]
There are two ways to export the archive

Use the following command to export the selected archive to one of the Management Server host
emcli export_update -id=1824FEGEEA4EBF4376F2106258424116 -omslocal -dir=<dirname>

OR

Use the following command to export the selected archive to any Managed Host in your environment
emcli export_update -id=1824FEGEEA4EBF4376F2106258424116 -host=<hostname> -dir=<dirname> <host credential options>

o

2. Open a command window on the Management Server host system and navigate

to a temporary directory where you can copy the file.

3. Log into EM CLI using the following command. You will be asked to provide the

password information for the sysman account.
entli login -username=sysman

4. Runthe EM CLI export updat e command from your system, changing <di r name>
to the full path of the temporary directory.

This action creates a zip file with a name of p15980954_112000_Generi c. zi p.

5. Extract the adapter installation .jar file from the .zip file using the following
command:

unzip *.zip archives/*connector.jar
6. Extract the templates from the connector .jar file using the following command:

$JAVA_HOVE bi n/jar xf archives/*.jar tenplates

# Note:

If the system where the connector file is located does not have the JDK
installed, you cannot extract the .jar file contents. You must copy the .jar
file to a system that has the JDK installed and transfer the template files
after they have been extracted.

5.5 Modifying Ticket Templates

ORACLE

A template is an XSLT file that transforms an input XML format to an output XML
format. To make the mapping changes, you need to understand the input XML format
being transformed, and the output XML the template generates. The input document is
the XML document that contains the Enterprise Manager incident information. The
output document is the request being sent to the HP Service Manager web service.
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The output XML document must conform to the data format specified in the Service
Manager IncidentManagement WSDL.

Enterprise Manager Incident Format contains details on the format of the incident data
Enterprise Manager generates. HP Service Manager WSDL Format contains details
on the XML format required by the out-of-box IncidentManagement Service Manager
web service. Service Manager web services may be customized, so the format used in
your environment could be significantly different.

To modify the custom template file:

1. Review HP Service Manager WSDL Format to identify the names of the fields in
Service Manager that you are planning to modify. The order of the fields is
important, so if you need to add new fields, make sure to note where the field
goes.

2. If you are planning on using data from the incident, review Enterprise Manager
Incident Format to identify the field(s) you want to use in the mapping. Enterprise
Manager Incident Examples contains sample transactions that could be very
helpful in identifying what data is present in the XML document from Enterprise
Manager.

3. Open the custom template file in a text editor or a utility that you can use to build
XSLT files.

4. Make the necessary changes to the custom template file and save it.

5. Unless the change is very simple, you should test the changes that you have
made using the sample data from Enterprise Manager Incident Examples. This
requires a utility that performs XSLT translations.

5.6 Custom Template Examples

This section provides walk-through examples of what is required to create custom
templates. The first example is a simple case of changing values for fields that are
already specified in the default templates. The second example is more involved, and
includes populating fields that are not already in the default templates.

5.6.1 Example 1

ORACLE

In this example, the customer has determined that the default mappings do not
function for their environment. They have created a new assignment group named
"Tier 1 Support" that should handle all incidents that Enterprise Manager reports. They
are running version 9 in their environment and would like to close the incidents in
Service Manager after the incidents have cleared in Enterprise Manager. They have
also created a temporary directory on the OMS server system at /home/oracle/
custom_templates to hold the templates.

To create a custom template that handles the customer's requirements:

1. Navigate to the Management Connector Updates page and export the HPSM 9
Connector.

2. Copy the first EM CLI command listed in the Export Steps window for later use:
entli export_update -id=DD4E9161C5E7129F9641447FB4F0497B - onsl ocal - di r=<di r nane>

3. Open a command window on the OMS server system and change the working
directory to the temporary directory:
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cd /hone/ oracl e/ custom tenpl at es
4. Loginto EM CLI:
encli login -usernane=sysman

5. Run the EM CLI command from step 1 to export the .zip file to the temporary
directory.

entli export_update -id=DD4E9161C5E7129F9641447FB4F0497B - onsl ocal -dir=/hone/
oracl e/ custom t enpl at es

6. Extract the connector .jar file from the .zip file:
unzip *.zip archives/*connector.jar
7. Extract the template files from the .jar file:
$JAVA_HOMVE/ bi n/jar xf archives/*.jar tenplates
8. Copy the default template to a custom template file for modification:

cd tenpl ates

cp ServiceManager 9 Defaul t _I nci dent _Aut oCl ose. xsl Tierl_Support_Autod ose. xsl

9. Open the custom template file with a text editor and make the modifications shown
below to the AssignmentGroup node.

Before changes —

<m Assi gnnent G oup>Ser vi ce Desk</ m Assi gnment Gr oup>

After changes —

<m Assi gnnent Group>Ti er 1 Support </ m Assi gnment G oup>

Since this is a trivial change, you can skip testing.

10. At the OMS server system, run the following command to register your new
custom template:

entt| register_tenplate connector

-t /hone/ oracl e/ custom tenpl ates/tenpl ates/ Ti er 1_Support _Aut od ose. xsl
-repos_pwd sysmanpass

-cname "HPSM 9"

-iname "Tier1Support Aut oCl ose"

-tnanme "Tierl Support Autod ose"

-ttype 2

-d "Tenplate to set assignnent group to Tierl Support"

5.6.2 Example 2

In this example, the customer would like to populate the following additional fields:

- Affected Item — This field will be populated by the Target Host information from
the Target Properties.

» Location — This field will be populated by the Location information from the
Target Properties.

- Target URL — This a new custom field that was added to their web service to
hold the Target URL from the Enterprise Manager incident.

They are running version 9 in their environment, and would like to close the incidents
in Service Manager after the incidents have cleared in Enterprise Manager. They have
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also created a temporary directory on the OMS server system at / hone/ or acl e/
cust om t enpl at es to hold the templates.

To create a custom template that handles their requirements:

1.

Navigate to the Management Connector Updates page and export the HPSM 9
Connector.

Copy the first EM CLI command listed in the Export Steps window for later use:
encli export_update -id=C5289206C5A5A84AF82C49821C8F2931 - onsl ocal -di r=<di r name>

Open a command window on the OMS server system and change the working
directory to the temporary directory:

cd /hone/ oracl e/ custom tenpl ates
Log into EM CLI:
encli login -usernane=sysman

Run the EM CLI command from step 1 to export the .zip file to the temporary
directory.

encli export_update -id=C5289206C5A5A84AF82C49821C8F2931 - onsl ocal -dir=/hone/
oracl e/ custom t enpl at es

Extract the connector .jar file from the .zip file:

unzip *.zip archives/*connector.jar

Extract the template files from the .jar file:

$JAVA_HOVE bi n/jar xf archives/*.jar tenplates

Copy the default template to a custom template file for modification:

cd tenplates

cp ServiceManager 9 Defaul t _I nci dent _Aut oCl ose. xsl Target _I nfo_AutoC ose. xsl

Open the custom template file with a text editor and make the modifications shown
below. The changes are shown in bold. Note that the new fields were added in the
correct sequence as defined in the WSDL.

Before changes —

<m Assi gnment Gr oup>Ser vi ce Desk</ m Assi gnnent G- oup>

<m | npact >1</ m | npact >

<m Or acl eConnect or | d><xsl : val ue- of sel ect ="ns0: Connect or GUI D'/ ></
m O acl eConnect or | d>

After changes —

<m Assi gnnent G oup>Ser vi ce Desk</ m Pri maryAssi gnnent G oup>
<xsl:for-each select="ns0: SystemAttributes/ns0: Sour cel nfo/ nsO: Tar get | nf of
ns0: Tar get Property">
<xsl:if test="./ns0:Nanme = 'Target_Host'">
<m Af f ect edl t enp<xsl : val ue- of sel ect="./ns0: Val ue"/></m Af fect edl t enp
</xsl:if>
</ xsl:for-each>
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13.

14.

15.
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<m | npact >1</ m | npact >
<xsl:for-each sel ect="ns0: SystemAttri but es/ ns0: Sour cel nf o/ ns0: Tar get | nf o/
ns0: Tar get Property">
<xsl:if test="./ns0:Nane = 'Location ">
<m Locati on><xsl : val ue- of sel ect="./ns0: Val ue"/></m Locati on>
</xsl:if>
</ xsl:for-each>

<m Oracl eConnect or | d><xsl : val ue- of sel ect="ns0: Connect or QU D"/ ></

m O acl eConnect or | d>

<m Tar get URL><xsl : val ue- of

sel ect ="ns0: SystemAt tri but es/ ns0: Sour cel nf o/ nsO: Tar get | nf o/ ns0: Tar get URL"/ ></
m Tar get URL>

To set up for testing, create the create.xml file and open the file in a text editor.

Copy the contents of the XML document in the "Create Example" section of
Enterprise Manager Incident Examples into the create.xml file and save it.

Test the new template using a utility that performs XSLT translations using the
create. xnl file as the input XML document.

Examine the output XML document and verify that the results are correct.

# Note:

You can also use an XML client to send the XML output document to the
Management Server web service to verify that it is a format accepted by
Service Manager.

If you encounter problems with the XML document, make any necessary
corrections and repeat steps 12 and 13.

At the OMS server system, run the following command to register your new
custom template:

entt| register_tenplate connector

-t /hone/ oracl e/ custom t enpl at es/ t enpl at es/ Tar get _I nf o_Aut oCl ose. xsl
-repos_pwd sysmanpass

-cname "HPSM 9"

-inanme "Target | nfoAut oC ose"

-tnane "Target Info AutoC ose"

-ttype 2

-d "Tenplate to set target fields"
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Customizing Support Ticketing Inbound
Operations

Ticketing Inbound is a new optional feature added in Enterprise Manager 12c. This
feature synchronizes the ticket status between Service Manager and Enterprise
Manager. This feature requires the addition of a new field to the HP Service Manager
incident database to contain the Enterprise Manager connector identifier. It also
requires the setup of a Java script in HP Service Manager that is called to send the
status information to Enterprise Manager whenever a status change occurs. You can
skip this chapter if you choose not to implement this feature.

When a ticket or incident Enterprise Manager creates is updated manually at the
Service Manager console, the new ticket status is updated in Enterprise Manager. The
update at the Service Manager console triggers a Java script that calls the EM CLI
utility to send the new status to Enterprise Manager.

This chapter provides the following procedures to set up the ticketing inbound feature:

e Adding a Custom Field to HP Service Manager
e Setting Up EM CLI

*  Exporting the Notification Script Files

»  Setting Up the Notification Script

e Uninstall Customization to HP Service Manager for Support Ticket Inbound
Operations

e Uninstalling EM CLI

6.1 Adding a Custom Field to HP Service Manager

ORACLE

This section provides instructions to add a custom field to the HP Service Manager
incident database to contain the Enterprise Manager connector identifier. The identifier
must be stored with the incident, because it is a required value that must be supplied
when status updates are sent to Enterprise Manager.

To add the custom field:

1. Log into the HP Service Manager client using an account that has Administrative
permissions.

2. Add the new custom field to the HP Service Manager database to contain the
Enterprise Manager connector ID as follows:

a. Expand Menu Navigation, then Tailoring in the System Navigator pane.
b. Double-click on Database Dictionary.

The Database Dictionary panel appears.
c. Enter a File Name of probsummary and click Search.

A form with the probsummary table information appears, as shown in
Figure 6-1.
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Figure 6-1 probsummary Information
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E B ok §% Cancel 5 Delete Dbdict Record Ef Mew Field/key <57 Edit FieldfKey gxg Import new columns from SGL

e -
UL Rl B O

Name: |pmbsummary Status:

Case Mode:  Case Insensitive

< Fields | @ Keys ‘ & SQL Tables |

Mame I Type | Level | Index | SOL Marne | SOL Type | SOL Table -
descriptor skruckure o 1

rumber character 1 1 MUMBER VARCHAR(SO) ml
number.vj.slo character 1 1 |
number.vj.sla character 1 1
rumber.vj character 1 1
rumber . vj.alerts character 1 1
vinumber.1 character 1 1
vinumber.2 character 1 1
wi.number.3 character 1 1
wi.number .4 character 1 1
wj.number.5 character 1 1
vinumber & character 1 1
vinumber. 7 character 1 1
number . attach character 1 1
category character 1 z CATEGORY WARCHAR(SD) mi
open.kime dateftime 1 3 OPEM_TIME DATETIME mi
opened.by character 1 4 COPEMED_BY WARCHARI(SO) ml
priority . code character 1 5 PRICORITY_CODE VARCHAR(40) ml
severity character 1 [ SEVERITY VARCHAR(SO) ml
update. kime dateftime 1 7 UPDATE _TIME DATETIME ml
assignment, character 1 & ASSIGNMENT WARCHAR(SD) mi
referral.time dateftime 1 a REFERRAL_TIME DATETIME mi
referred.ta character 1 10 REFERRED_TO WARCHAR(140) ml
alert, time: dateftime 1 11 ALERT_TIME DATETIME ml
skatus character 1 12 STATUS VARCHAR(SO) ml
close.time dateftime 1 13 CLOSE_TIME DATETIME ml
closed by character 1 14 CLOSED_BY WARCHAR(SD) mi
elapsed.time dateftime 1 15 ELAPSED_TIME DATETIME mi
wendor character 1 16 WENDOR WARCHAR(140) ml
reference.no character 1 17 REFEREMCE_NC VARCHAR(SO) ml

=

ORACLE

Click on the line with a Name of descriptor and a Type of structure.

Click on New Field/Key.

The Add Field window appears.

Enter a Name of oracle.connector.id and a type of character, then click

Add.

Scroll down to the bottom of the list of fields and click on the row with the

name of oracle.connector.id.

Click on Edit Field/Key. The field edit window appears, as shown in
Figure 6-2.
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Figure 6-2 Update Field Window
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Enter ORACLE_CONN_ID in the SQL Name field, VARCHAR(32) in the SQL
Type field, and m2 in the SQL Table field, then click OK.

Click OK on the main panel.

The ALTER TABLE database SQL statement appears, and you are asked
whether Service Manager should automatically apply the change, or whether
you want to apply it manually.

Click SM Alters.

After a period of time, a message states that the record has been updated in
the dbdict file.

3. Modify the web service to include the new database field as follows:

a.

ORACLE

Expand Menu Navigation, then Tailoring, then Web Services in the System
Navigator pane.

Double-click on WSDL Configuration.
The External Access Definition panel appears.
Enter probsummary in the Name field and click Search.

The record for probsummary will be loaded as shown in Figure 6-3.
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Figure 6-3 External Access Definition Panel
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d. Click on the Fields tab and scroll to the bottom of the list of fields.

e. Click on the Field column of the first empty row and select
oracle.connector.id from the list.

f. Click on the Caption column on the same row and enter OracleConnectorid,
as shown in Figure 6-4, then click OK.

ORACLE" 6-4



Figure 6-4 Oracle Connector ID
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6.2 Setting Up EM CLI

Install the Enterprise Manager EM CLI Client on the Service Manager server system.

ORACLE

The EM CLI Client needs to be able to communicate with your OMS.

To install the Enterprise Manager EM CLI Client:

1.
2.
3.

Log into the Enterprise Manager console.

From the Setup menu, select Command Line Interface.

Click the Download the EM CLI kit to your workstation link, and download the
emclikit.jar file to the local system.

Transfer the jar file to the Service Manager server system.

At the HP Service Manager server, set your JAVA__HOME environment variable

and ensure that it is part of your PATH. You must be running Java 1.6.0_25 or

greater. For example:

setenv JAVA HOME /usr/local / packages/j2sdk1.6.0_2

setenv PATH $JAVA HOVE bi n: $PATH

Install the EM CLI Client on the Service Manager server. You can install the client
portion of EM CLI in any directory using the following command, where
<emcli_dir> is the installation directory:

java -jar entlikit.jar client -install _dir=<entli_dir>
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7. Open a window using the account that runs the Service Manager Server. On a
Windows system, this should be the System account.

To open a window running the System account, run the following command with
<time> being 1 minute in the future. At the time specified, a window opens at the
system console running under the context of the System account.

at <tinme> /interactive cmd. exe

8. Run the following command to configure the EM CLI Client to connect to OMS,
where <hostname> is the host name or IP address where the OMS server is
located, and <sysman_pwd> is the password for the sysman account in OMS:

<entli_dir>\entli setup -url=https://<hostnane>: 7801/ em -
user name=<em super _user > - passwor d=<sysman_pwd>

9. Run the following command to synchronize the EM CLI Client with OMS:

<entli_dir>\entli sync

# Note:

EMCLI must be installed on the Service Manager server in order to
communicate with your OMS.

6.3 Exporting the Notification Script Files

The notification script files are included in the Self Update archive that was installed in
Installing the Connector.

To extract the script files:

1. Determine the command required to export the archive files. To do this, perform
the following steps:

a. From the Setup menu of the Enterprise manager console, select
Extensibility, then Self Update.

b. Click on the Management Connector link in the Type column.

The HP Service Manager connectors appear in the list with a status of
Applied.

c. Click on the HP Service Manager connector, then select Export from the
Actions list.

A pop-up window, like the example shown in Figure 6-5, appears with the
command required to export the file.
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Figure 6-5 Export Command Example

OR

(@) Export Steps ]
There are two ways to export the archive

Use the following command to export the selected archive to one of the Management Server host
emcli export_update -id=1824FE6EEA4EBF4376F2106258424116 -omslocal -dir=-<dirname>

Use the following command to export the selected archive to any Managed Host in your environment
emcli export_update -id=1824FEGEEA4EBF4376F2106258424116 -host=<hostname> -dir=<dirname> <host credential options>

o

2. Open a command window on the Management Server host system and navigate
to a temporary directory where you can copy and unzip the file.

3. Loginto EM CLI using the following command. You will be asked to provide the
password information for the sysman account.

encli login -usernane=sysman

4. Runthe EM CLI export _updat e command from your system, changing <di r name>
to the full path of the temporary directory.

This action creates a zip file with a name of p15980954 112000_Generi c. zi p.

5. Extract the adapter installation jar file from the zip file using the following
command:

unzip *.zip archives/Oracl eOVBPost . j s

6.4 Setting Up the Notification Script

ORACLE

This section provides the steps required to configure HP Service Manager to call the
notification script.

To configure HP Service Manager to call the notification script:

1. Log into the HP Service Manager client with an account that has Administrative
permissions.

2. Create a Script Library that generates the parameters for the EM CLI call by
performing the following sub-steps:

a. Expand Menu Navigation, then Tailoring in the System Navigator pane.
b. Double-click on Script Library.

The Script Library panel appears.
c. Enter a Name of OracleServices and a Package of OracleScripts.

d. Copy the contents of the OracleOMSPost.|s file from Exporting the
Notification Script Files into the script panel. Figure 6-6 shows the Script
Library panel after the fields have been specified.

e. Change the value of the username on line 6 from oms_user to the username
that Enterprise Manager will use to access the Service Manager web service.
See Service Manager Username in Connection Settings for more information.

f. Click Add.

6-7



Chapter 6
Setting Up the Notification Script

Figure 6-6 Script Library Panel

(HBack b Add Q Search O, Find [ Fil

- 2
2 LAE= A

hame: |OracIeServices | Package: |OracIeScripts ||-“|Q | O system
1function OracleOHSPost(script )| -
24 —
3 var rec = systen.record:
4 war result = "";
5
) if {=y=s=tem. user name != "omns_user" && rec. updated by = "problen")
7
8 result = "update ticket_status"
9 + " —ticket_guid=" + rec.number
10 + " —connector_guid=" + rec. oracle connector_id
11 + " —=tatus=~"" + rec problem_status + """
1z + " —la=t_updated_date=" + formatDate{rec update_time)
13 + " —date format=yyyy-HM-dd'T'hh:mm:=sZ":
14 T
15
16 return result:
171
18
19function pad{number)
204
21 war str = '' + number:
22
23 if {=tr. length == 1) {
24 str = '0' + str;
25 T
26
27 return str:
287
29
30function formatDate({date)
21
3z var year = date.getUTCFullYear():
33 var month = pad({date.getUTCHonth() + 1):
34 var day = padi{date._ getUTCDate()):
35 var hours = pad(date.getUTCHour=()):
36 var ninutes = pad(date.getUTCHinutes()): s
a7 var zeconds = pad(date.getUTCSeconds()):
38 var timestamp = year + "-" + month + "-" + day + "T" + hours + ":" + minutes + ":" +4
39 s
40 return tinestanp: 1 ;=||.

3. Create a Script Panel that calls the Script Library by performing the following sub-
steps:

a. Double-click on Scripts in the System Navigator panel.
The Script Panel Definition panel appears.

b. Enter a script name of OracleScript.

c. Click on the Pre RAD Statements tab.

d. Click on the first line and enter the following text, where <emcli_dir> is the path
where the EM CLI tool was installed:

$L. command="<encli _dir>\
\entli.bat;"+jscall("OracleServices. Oracl eOVBPost", $script)

# Note:

Backslashes in the path must be entered as double backslashes. For
example, C:\tools\em\emcli.bat would be entered as C:\\tools\\em\
\emcli.bat.

Figure 6-7 shows the Script Library panel after the fields have been specified.
e. Click on the RAD tab and set Application to us.launch.external.

f. Click on the first line in the Names column and enter name.
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Click on the first line in the Values column and enter $L.command.

Click Add to create the Script Panel.

Figure 6-7 Script Panel Definition
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ORACLE

Perform the following sub-steps to update the Format Control to invoke the script

upon creating or updating a ticket:

a.

Double-click on Format Control in the System Navigator panel.

The Search Format Control Records panel appears.

Enter probsummary in the Name field and click Search.

The Format Control: probsummary panel appears.

Click on the line where the Name is probsummary.

Click Subroutines to open the Subroutines tab.

One or more subroutines may already be defined.

Scroll down the screen to the last empty entry and enter the following data:
e Set Add to true.

e Set Upd to true.

* Set Names to file on line 1, and name on line 2.

» Set Values to $file on line 1, and OracleScript on line 2.

Figure 6-8 shows the Format Control panel after you have specified the fields.
Click Save.

6-9



Chapter 6

Uninstall Customization to HP Service Manager for Support Ticket Inbound Operations

Figure 6-8 Format Control Panel
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6.5 Uninstall Customization to HP Service Manager for

Support Ticket Inbound Operations

This section provides the steps required to remove the changes made to HP Service

Manager to allow for ticket inbound operations.

6.5.1 Remove Calls to the Notification Script

Follow the steps below to remove calls to the notification script:

1. Log in to the HP Service Manager client with an account that has Administrative

permissions.

Double-click on Script Library.
Click Search to view all Scripts in the Script Library.

Double-click on Scripts in the System Navigator panel.

Click Search to view all Scripts available.

© ©® N o g & 0 DN

10. Enter probsummary in the Name field and click Search.
11. Click on the line where the Name is probsummary.

12. Click Subroutines to open the Subroutines tab.

ORACLE

Find and select OracleScript, click Delete, then Yes to confirm.

Double-click on Format Control in the System Navigator panel.

Expand Menu Navigation, then Tailoring in the System Navigator pane.

Find and select OracleServices, then click Delete, and Yes to confirm.
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Click Delete, then Yes to confirm.

6.5.2 Remove Custom Field Added for Script Operation

Follow the steps below to remove custom field added for script operation:

1.

10.
11.
12.

Log in to the HP Service Manager client using an account that has Administrative
permissions.

Expand Menu Navigation, then Tailoring in the System Navigator pane.
Double-click on Database Dictionary.

The Database Dictionary panel appears.

Enter a File Name of probsummary and click Search.

Scroll down to the bottom of the list of fields and click on the row with the name of
oracle.connector.id.

Click Delete Dbdict Record, and select Yes to confirm.

Expand Menu Navigation, then Tailoring, then Web Services in the System
Navigator pane.

Double-click WSDL Configuration.

Enter probsummary in the Name field and click Search.

Click the Fields tab and scroll to the bottom of the list of fields.

Click the Field column of the first empty row and remove oracle.connector.id.

Click the Caption column on the same row and remove OracleConnectorid, then
click OK.

6.6 Uninstalling EM CLI

To uninstall the Enterprise Manager command line interface (emcli), perform the
following steps:

ORACLE

1.
2.

Navigate to the entl i installation directory.

Delete the entl i directory and all sub-directories from the system.
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Enabling SSL for HTTPS

This appendix provides the needed instructions if you choose HTTPS as the protocol
to establish a connection between HP Service Manager and Enterprise Manager.

A.1 Generating and Importing a Certificate Request

Do the following to generate and then import the certificate:

1. Generate a certificate request file for HP Service Manager and send it to the
Certificate authority, such as VeriSign.

The host name or IP address specified in the request must exactly match the host
name or IP address that the connector will use.

# Note:

The certificate request file is dependent on the Web server that HP
Service Manager uses.

2. After you get the certificate, import it to the Web server that HP Service Manager
uses. The import mechanism varies depending on the Web server that the HP
Service Manager Help Desk uses.

A.2 Installing and Configuring SSL

For information about installing and configuring SSL, see the Service Manager 9
Installation Guide.

A.3 Importing the Adapter Certificate into Enterprise
Manager

To import the adapter SSL certificate into the Enterprise Manager keystore:

1. Atthe Service Manager web server system, extract the SSL certificate from the
keystore into a certificate file using the RFC 1421 format.

If you use the Java keytool -export_cert command to extract the certificate, the -rfc
option stores the certificate in the correct format.

2. Transfer the certificate file to the system where Enterprise Manager is installed.
3. Append the contents of the certificate file to:

$I NSTANCE_HOME/ sysman/ conf i g/ b64Local Certificate. txt

*  Only append the following lines to the b64LocalCertificate.txt file (that is, do
not include blank lines or comments or any other special characters):

ORACLE A-1



ORACLE

Appendix A
Importing the Adapter Certificate into Enterprise Manager

----- BEG N CERTI FI CATE-----
<<<Certificate in Base64 format>>>
----- END CERTI FI CATE-----

Restart the OMS by entering the following commands:

enct| stop ons
enct| start oms

# Note:

Do not run the emctl secure oms/agent command after adding the external
certificate to the b64LocalCertificate.txt file. If you run the emctl secure
command later, repeat steps 3 and 4 to make sure the external certificate
exists in the b64certificate.txt file.
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Preventing HP Service Manager Update
Issues

HP Service Manager 9 can cause update issues due to the method of locking for
incidents. When either the Service Manager Thick or Web Client opens an incident in
Service Manager for editing, a lock is placed on the incident that prohibits any updates
to the incident record until it is released.

It is best practice for Help Desk administrators not to open the incident in edit mode to
view the incident. If they need to edit the incident, they should minimize the time the
incident is in edit mode, so if any updates are processed by the Enterprise Manager
Connector Framework, the updates will be successful.
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Enterprise Manager Incident Format

Templates translate the XML format of Enterprise Manager incidents to the XML
format required for the end-point application's web service. To create custom
templates, you need to understand the format of both sides so that you know how to
map the data. This appendix provides detailed information on the format of the XML
document that contains incident information from Enterprise Manager.

A schema file defines the structure of an XML document. The EM nci dent . xsd
schema file defines the main structure of the incident data. This file also imports
structure information from other schema files. The following examples provide
information from the schema files that define the EMIncident XML format.

Examples in this appendix are as follows:
*  EMincident.xsd File

* connectorCommon.xsd File
EMEvent.xsd File

» externalEvent.xsd File

C.1 EMiIncident.xsd File

ORACLE

<?xm version="1.0" encodi ng="UTF-8"?>
<xsd: schema xm ns: xsd="htt p: //ww. w3. or g/ 2001/ XM_Schenma"
xm ns="http://xm ns. oracl e. conl sysman/ connect or "
tar get Nanespace="http://xnl ns. or acl e. com’ sysman/ connect or"
el ement For nDef aul t ="qual i fied">
<xsd:include schemaLocati on="connect or Conmon. xsd"/ >
<xsd:include schemalLocation="EMEvent.xsd"/>
<xsd: el ement nane="EM nci dent ">
<xsd: conpl exType>
<xsd: sequence>
<xsd: el ement name="Connect or GJI D' type="xsd:string"/>
<xsd: el ement name="Ticket| D" type="xsd:string" m nCccurs="0"/>
<xsd: el ement name="HDUser" type="xsd:string" mnCccurs="0"/>
<xsd: el ement name="NotificationRul eOaner" type="xsd:string"/>
<xsd: el ement name="NotificationRul eName" type="xsd:string"/>
<xsd: el ement nanme="ReopenTi cket" type="xsd:string" m nCccurs="0"/>
<xsd: el ement name="Connect or Vari abl " type="Vari abl eType"
m nQccurs="0" maxCccur s="50"/>
<xsd: el ement name="Property" type="PropertyType" m nCccurs="0"
maxQccur s="50"/ >
<xsd: el ement name="SystemAttributes"
type="1nci dent SystemAt t ri but esType"/>
<xsd: el ement name="HasEMEvent" type="xsd: bool ean" m nCccurs="1"
maxQccurs="1"/>
<xsd: el ement name="EMEvent" type="EMEvent Type" m nCccurs="0"/>
</ xsd: sequence>
</ xsd: conpl exType>
</ xsd: el ement >
<xsd: conpl exType nanme="Inci dent SystemAttri but esType">
<xsd: sequence>
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<xsd: el ement name="Inci dent| D" type="xsd:string"/>
<xsd: el ement nanme="Sour cel nfo" type="Sourcel nfoType"
maxQccur s="unbounded" / >
<xsd: el ement nanme="Inci dent URL" type="xsd:string"/>
<xsd: el ement nanme="Aut 00 ose" type="xsd: bool ean"/>
<xsd: el ement name="Ti cket Status" type="xsd:string" m nCccurs="0"/>
<xsd: el ement name="Owner" type="xsd:string"/>
<xsd: el ement name="Resol uti onState" type="xsd:string"/>
<xsd: el ement name="Acknow edge" type="xsd: bool ean"/>
<xsd: el ement nanme="Escal at ed" type="xsd: bool ean"/>
<xsd: el ement name="Escal ationLevel " type="xsd:string"/>
<xsd: el ement name="Priority" type="xsd:string"/>
<xsd: el ement name="Summary" type="xsd:string"/>
<xsd: el ement nanme="CreationDate" type="xsd: dateTine"/>
<xsd: el ement nanme="Last Updat edDate" type="xsd: dateTi ne"/>
<xsd: el ement nanme="Cat egory" type="xsd:string" m nCccurs="0"
maxQccur s="50"/ >
<xsd: el ement nanme="Last Modi fi edBy" type="xsd:string"/>
<xsd: el ement nanme="Severity" type="xsd:string"/>
<xsd: el ement name="SeverityCode" type="xsd:string"/>
</ xsd: sequence>
</ xsd: conpl exType>
</ xsd: schema>

C.2 connectorCommon.xsd File

<?xm version="1.0" encodi ng="UTF-8"?>
<xsd: schema xnm ns: xsd="htt p://ww. w3. or g/ 2001/ XM_.Schena"
xm ns="http://xn ns. oracl e. conl sysman/ connect or "
target Nanespace="http://xnl ns. oracl e. com sysnman/ connect or"
el ement For nDef aul t ="qual i fied">
<xsd:include schemaLocation="external Event.xsd"/>
<xsd: conpl exType nane="Sour cel nf oType">
<xsd: annot at i on>
<xsd: document at i on>
This section defines a conplext type for Source Information
</ xsd: docunent at i on>
</ xsd: annot at i on>
<xsd: sequence>
<xsd: el ement nanme="Sour ceQbj I nfo" type="Sour ceChj | nf oType"
m nCccur s="0">
<xsd: annot at i on>
<xsd: document at i on>
This el enent defines the data structure for the source object, the
EM subsystem or conponent, that raises an EMevent or an incident
</ xsd: docunent at i on>
</ xsd: annot at i on>
</ xsd: el ement >
<xsd: el ement name="Target | nfo" type="Target!|nfoType"
m nCccur s="0">
<xsd: annot at i on>
<xsd: document at i on>
The el ement defines the data structure for an EMtarget as related
to the connector franmework
</ xsd: docunent at i on>
</ xsd: annot at i on>
</ xsd: el ement >
</ xsd: sequence>
</ xsd: conpl exType>
<xsd: conpl exType nane="Sour ceQbj | nfoType">
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<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a conplex type for Source bject Information
</ xsd: document at i on>
</ xsd: annot ati on>
<xsd: sequence>
<xsd: el ement nanme="Qbj I D' type="xsd:string">
<xsd: annot ati on>
<xsd: docunent ati on>
The unique 1D to identify the source object.
</ xsd: document at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="0bj Nane" type="xsd:string">
<xsd: annot ati on>
<xsd: docunent ati on>
The nanme of the source object
</ xsd: document at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="Cbj Owner" type="xsd: string"
m nQccurs="0">
<xsd: annot ati on>
<xsd: docunent ati on>
The owner of the source object
</ xsd: document at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="Sour ceCbj Type" type="xsd:string">
<xsd: annot ati on>
<xsd: docunent ati on>
The type of the source object
</ xsd: document at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="Sour ceChj SubType" type="xsd: string"
m nQccurs="0">
<xsd: annot ati on>
<xsd: docunent ati on>
The subtype of the source object
</ xsd: document at i on>
</ xsd: annot at i on>
</ xsd: el enent >
</ xsd: sequence>
</ xsd: conpl exType>
<xsd: conpl exType nane="Tar get | nfoType">
<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a conplex type for target information
</ xsd: document at i on>
</ xsd: annot ati on>
<xsd: sequence>
<xsd: el ement nanme="Target GU D' type="xsd:string">
<xsd: annot ati on>
<xsd: docunent ati on>
A unique QUID for the target
</ xsd: document at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="Tar get Name" type="xsd:string">
<xsd: annot ati on>
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<xsd: docunent ati on>
Narme of the target
</ xsd: document at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="Target Type" type="xsd:string">
<xsd: annot ati on>
<xsd: docunent ati on>
Type of the target
</ xsd: document at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="Tar get TypeLabel " type="xsd:string">
<xsd: annot ati on>
<xsd: docunent ati on>
The display |abel of the target type
</ xsd: document at i on>
</ xsd: annot at i on>
</ xsd: el enent >
<xsd: el ement nanme="Target URL" type="xsd:string">
<xsd: annot ati on>
<xsd: docunent ati on>
The URL of the target
</ xsd: document at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="Tar get Property" type="PropertyType" ninCccurs="0"
maxQccur s="50">
<xsd: annot ati on>
<xsd: docunent ati on>
An optional list of properties for the target
</ xsd: document at i on>
</ xsd: annot ati on>
</ xsd: el enent >
</ xsd: sequence>
</ xsd: conpl exType>
<xsd: conpl exType nane="PropertyType">
<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a conplex type for a property attribute
</ xsd: document at i on>
</ xsd: annot ati on>
<xsd: sequence>
<xsd: el ement name="Nane" type="xsd:string">
<xsd: annot ati on>
<xsd: docunent ati on>
A string name defining a property attribute
</ xsd: docunent at i on>
</ xsd: annot at i on>
</ xsd: el enent >
<xsd: el ement nanme="Val ue" type="xsd:string"
nillable="true">
<xsd: annot ati on>
<xsd: docunent ati on>
A non-nul |l string val ue
</ xsd: docunent at i on>
</ xsd: annot at i on>
</ xsd: el enent >
</ xsd: sequence>
</ xsd: conpl exType>
<xsd: conpl exType nane="Vari abl eType" >

C-4



Appendix C
connectorCommon.xsd File

<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a conplex type for a general variable
</ xsd: document at i on>
</ xsd: annot ati on>
<xsd: sequence>
<xsd: el ement nanme="Vari abl eNane" type="StringStrictT32">
<xsd: annot ati on>
<xsd: docunent ati on>
Name of the variable. It has to be a string containing 1 or upto
32 upper case or |ower case letters or nunbers
</ xsd: docunent at i on>
</ xsd: annot at i on>
</ xsd: el enent >
<xsd: el ement name="Vari abl eVal ue" type="StringT2048">
<xsd: annot ati on>
<xsd: docunent ati on>
Val ue of the variable. It has to be a string containing 1 or up to
2048 characters
</ xsd: docunent at i on>
</ xsd: annot at i on>
</ xsd: el enent >
</ xsd: sequence>
</ xsd: conpl exType>
<xsd: conpl exType nane="Cet Al ert sResponse">
<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a conplex type for responses to a getAlerts
request.
</ xsd: document at i on>
</ xsd: annot ati on>
<xsd: sequence>
<xsd: el ement nane="Alert" mnCccurs="0" maxCccurs="200">
<xsd: annot ati on>
<xsd: docunent ati on>
The individual alerts contained in the response. A response may
have up to 200 alerts
</ xsd: docunent at i on>
</ xsd: annot at i on>
<xsd: conpl exType>
<xsd: sequence>
<xsd: el enent ref="External Event">
<xsd: annot ati on>
<xsd: docunent ati on>
Details of the external event in the alert, as defined in
Ext ernal Event . xsd
</ xsd: docunent at i on>
</ xsd: annot at i on>
</ xsd: el enent >
<xsd: el ement name="InstanceVariabl e" type="Variabl eType"
m nQccurs="0" maxQccurs="50">
<xsd: annot ati on>
<xsd: docunent ati on>
A list of instance variables for the alert
</ xsd: docunent at i on>
</ xsd: annot at i on>
</ xsd: el enent >
</ xsd: sequence>
</ xsd: conpl exType>
</ xsd: el enent >
</ xsd: sequence>
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</ xsd: conpl exType>
<xsd: conpl exType nanme="Connect or Vari abl esType" >
<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a conplex type for connector variables. An el ement
of type ConnectorVariabl esType may have up to 50 connector variables, as
defined next
</ xsd: docunent at i on>
</ xsd: annot ati on>
<xsd: sequence>
<xsd: el ement name="Connector Vari abl e" type="Vari abl eType" mi nCccurs="0"
maxQccur s="50">
<xsd: annot ati on>
<xsd: docunent ati on>
A connector varialbe as a nane/val ue pair.
</ xsd: docunent at i on>
</ xsd: annot ati on>
</ xsd: el ement >
</ xsd: sequence>
</ xsd: conpl exType>
<xsd: si npl eType nane="StringT64">
<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a sinple type for a String with maxi mum|ength of
64 bytes
</ xsd: docunent at i on>
</ xsd: annot ati on>
<xsd:restriction base="xsd:string">
<xsd: minLength val ue="1"/>
<xsd: maxLength val ue="64"/>
</xsd:restriction>
</ xsd: si npl eType>
<xsd: si npl eType name="StringT128">
<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a sinple type for a String with maxi mum|ength of
128 bytes.
</ xsd: docunent at i on>
</ xsd: annot ati on>
<xsd:restriction base="xsd:string">
<xsd: minLength val ue="1"/>
<xsd: maxLengt h val ue="128"/>
</xsd:restriction>
</ xsd: si npl eType>
<xsd: si npl eType name="StringT256">
<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a sinple type for a String with maxi mum|ength of
256 bytes
</ xsd: docunent at i on>
</ xsd: annot ati on>
<xsd:restriction base="xsd:string">
<xsd: minLength val ue="1"/>
<xsd: maxLengt h val ue="256"/>
</xsd:restriction>
</ xsd: si npl eType>
<xsd: si npl eType name="StringT512">
<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a sinple type for a String with maxi mum|ength of
512 bytes
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</ xsd: docunent at i on>
</ xsd: annot ati on>
<xsd:restriction base="xsd:string">
<xsd: minLength val ue="1"/>
<xsd: maxLengt h val ue="512"/>
</xsd:restriction>
</ xsd: si npl eType>
<xsd: si npl eType name="StringT2048">
<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a sinple type for a String with maxi mum|ength of
2048 hytes.
</ xsd: docunent at i on>
</ xsd: annot ati on>
<xsd:restriction base="xsd:string">
<xsd: minLength val ue="1"/>
<xsd: maxLength val ue="2048"/>
</xsd:restriction>
</ xsd: si npl eType>
<xsd: si npl eType name="StringStrictT16">
<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a sinple type for a String with maxi mum|ength of
16 bytes. The String can only contain |ower or upper case letters
nunbers,
and the underscore characters
</ xsd: docunent at i on>
</ xsd: annot ati on>
<xsd:restriction base="xsd:string">
<xsd: minLength val ue="1"/>
<xsd: maxLength val ue="16"/>
<xsd: pattern val ue="([a-zA-Z0-9_])*"/>
</xsd:restriction>
</ xsd: si npl eType>
<xsd: si npl eType name="StringStrictT32">
<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a sinple type for a String with maxi mum|ength of
32 bytes. The String can only contain | ower or upper case letters
nunbers,
and the underscore characters
</ xsd: docunent at i on>
</ xsd: annot ati on>
<xsd:restriction base="xsd:string">
<xsd: minLength val ue="1"/>
<xsd: maxLength val ue="32"/>
<xsd: pattern val ue="([a-zA-Z0-9_])*"/>
</xsd:restriction>
</ xsd: si npl eType>
<xsd: si npl eType name="StringStrictT64">
<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a sinple type for a String with maxi mum|ength of
64 bytes. The String can only contain | ower or upper case letters
nunbers,
and the underscore characters
</ xsd: docunent at i on>
</ xsd: annot ati on>
<xsd:restriction base="xsd:string">
<xsd: minLength val ue="1"/>
<xsd: maxLength val ue="64"/>
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<xsd: pattern val ue="([a-zA-Z0-9_])*"/>
</xsd:restriction>
</ xsd: si npl eType>
<xsd: si npl eType nanme="StringStrictT128">
<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a sinple type for a String with maxi mum|ength of
128 bytes. The String can only contain |ower or upper case letters
nunbers,
and the underscore characters
</ xsd: docunent at i on>
</ xsd: annot ati on>
<xsd:restriction base="xsd:string">
<xsd: minLength val ue="1"/>
<xsd: maxLength val ue="128"/>
<xsd: pattern val ue="([a-zA-Z0-9_])*"/>
</xsd:restriction>
</ xsd: si npl eType>
<xsd: si npl eType name="StringStrictT256" >
<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a sinple type for a String with maxi mum|ength of
256 bytes. The String can only contain | ower or upper case letters
nunbers,
and the underscore characters
</ xsd: docunent at i on>
</ xsd: annot ati on>
<xsd:restriction base="xsd:string">
<xsd: minLength val ue="1"/>
<xsd: maxLengt h val ue="256"/>
<xsd: pattern val ue="([a-zA-Z0-9_])*"/>
</xsd:restriction>
</ xsd: si npl eType>
<xsd: si npl eType nane="VersionT">
<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a sinple type for a String with maxi mum|ength of
20 bytes. The String can only contain nunbers and the period characters
</ xsd: docunent at i on>
</ xsd: annot ati on>
<xsd:restriction base="xsd:string">
<xsd: minLength val ue="1"/>
<xsd: maxLengt h val ue="20"/>
<xsd:pattern value="([0-9.1)*"/>
</xsd:restriction>
</ xsd: si npl eType>
</ xsd: schema>

C.3 EMEvent.xsd File

<?xm version="1.0" encodi ng="UTF-8"?>
<xsd: schema xnm ns: xsd="htt p://ww. w3. or g/ 2001/ XM_.Schena"
xm ns="http://xn ns. oracl e. conl sysman/ connect or "
target Nanespace="http://xn ns. oracl e. com sysnman/ connect or"
el ement For mDef aul t ="qual i fied"
xm ns: jaxb="http://java.sun.conf xm /ns/j axb"
j axb: version="2.0"
xm ns: xj c="http://java.sun.conf xm /ns/jaxb/ xj c'
j axb: ext ensi onBi ndi ngPrefi xes="xj ¢">
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<xsd: annot ati on>
<xsd: appi nf 0>
<j axb: gl obal Bi ndi ngs>
<«xjc:sinple />
</j axb: gl obal Bi ndi ngs>
</ xsd: appi nf 0>
</ xsd: annot ati on>
<xsd: i ncl ude schemalLocati on="connect or Conmon. xsd"/>
<xsd: el ement nanme="EMEvent" type="EMEvent Type" />
<xsd: conpl exType nane="EMEvent Type" >
<xsd: sequence>

<xsd:
<xsd:

<xsd:
<xsd:
<xsd:
<xsd:

<xsd:

<xsd:

Appendix C
EMEvent.xsd File

el enent name="Connector QU D" type="xsd:string"/>
el enent name="External Event| D" type="xsd:string"

m nQccurs="0"/>

el enent name="NotificationRul eOaner" type="xsd:string"/>
el enent name="NotificationRul eName" type="xsd:string"/>
el enent name="Connect or Vari abl " type="Vari abl eType"

m nQccurs="0" maxQccurs="50"/>

el ement nanme="Property" type="PropertyType" m nCccurs="0"

maxQccur s="50"/>

el ement name="SystemAttributes”

type="Event SystemAttri but esType"/ >

el ement nanme="Event O assSpecifi cAttributes">

<xsd: conpl exType>
<xsd: sequence>

<xsd: choi ce m nCccurs="0" maxCccurs="200">

<xsd: el ement name="StringAttribute" type="StringVal ueType"/>
<xsd: el ement name="Number Attribute" type="StringVal ueType"/>
<xsd: el ement name="RawAttribute" type="StringVal ueType"/>
<xsd: el ement nanme="DateAttribute" type="DateVal ueType"/>

</ xsd: choi ce>

</ xsd: sequence>

</ xsd:

conpl exType>

</ xsd: el enent >
<xsd: el ement nanme="Event Context Attri butes">
<xsd: conpl exType>

<xsd: sequence>

<xsd: choi ce m nCccurs="0" maxCccurs="200">

<xsd: el ement name="StringAttribute" type="StringVal ueType"/>
<xsd: el ement name="Number Attribute" type="StringVal ueType"/>
</ xsd: choi ce>

</ xsd: sequence>

</ xsd:

conpl exType>

</ xsd: el ement >
</ xsd: sequence>
</ xsd: conpl exType>
<xsd: conpl exType nanme="Event SystemAttributesType">
<xsd: sequence>

<xsd:
<xsd:
<xsd:
<xsd:
<xsd:
<xsd:
<xsd:
<xsd:
<xsd:
<xsd:
<xsd:
<xsd:
<xsd:

el enent
el enent
el enent
el enent
el enent
el enent
el enent
el enent
el enent
el enent
el enent
el enent
el enent

nane="Event O ass" type="xsd:string"/>

nane="Event | D' type="xsd:string"/>

nane="Sequencel D' type="xsd:string"/>
nane="CccurredDat e" type="xsd: dateTi me" m nCccurs="0"/>
nane="ReportedDate" type="xsd: dateTi me"/>

nane="Di spl ayTZ" type="xsd:string"/>

nane="Event Nane" type="xsd:string"/>

nane="Severity" type="xsd:string"/>
nane="SeverityCode" type="xsd:string"/>

nane="Sour cel nf 0" type="Sourcel nf oType"/>
nane="Message" type="xsd:string" mnCccurs="0"/>
nane="Acti onMessage" type="xsd:string" m nCccurs="0"/>
nane="Event URL" type="xsd:string"/>
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<xsd: el ement nanme="Aut o0 ose" type="xsd: bool ean"/>
<xsd: el ement name="Event Cat egory" type="xsd:string" m nCccurs="0"
maxQccur s="50"/ >
</ xsd: sequence>
</ xsd: conpl exType>
<xsd: conpl exType name="StringVal ueType">
<xsd: sequence>
<xsd: el ement nanme="Nane" type="xsd:string"/>
<xsd: el ement name="Val ue" type="xsd:string"/>
</ xsd: sequence>
</ xsd: conpl exType>
<xsd: conpl exType nane="Dat eVal ueType">
<xsd: sequence>
<xsd: el ement nanme="Nane" type="xsd:string"/>
<xsd: el ement nanme="Val ue" type="xsd: dateTi me"/>
</ xsd: sequence>
</ xsd: conpl exType>
</ xsd: schema>

C.4 externalEvent.xsd File

<?xm version="1.0" encodi ng="UTF-8"?>
<xsd: schema xnm ns: xsd="htt p://ww. w3. or g/ 2001/ XM.Schena"
xm ns="http://xn ns. oracl e. conl sysman/ connect or "
target Nanespace="http://xn ns. or acl e. com sysnman/ connect or"
el ement For nDef aul t ="qual i fied">
<xsd: el ement nanme="Ext er nal Event">
<xsd: annot at i on>
<xsd: document at i on>
This section defines the attribute requirenent of an extenral event
for the connector framework to process it
</ xsd: docunent at i on>
</ xsd: annot at i on>
<xsd: conpl exType>
<xsd: sequence>
<xsd: el ement name="SystemAttributes"
type="Ext ernal Event SystemAttri but esType">
<xsd: annot at i on>
<xsd: docurent at i on>
Attributes to capture general information about the external event
system These attributes are systemspecific, with all events from
the same external systemsharing the same systemattributes
</ xsd: docunent at i on>
</ xsd: annot ati on>
</ xsd: el ement >
<xsd: el ement name="Event Cl assAttributes"
type="Ext ernal Event Gl assAttri but esType">
<xsd: annot ati on>
<xsd: document at i on>
Attributes to capture specific information required for the event
as defined in the event class
</ xsd: docunent at i on>
</ xsd: annot ati on>
</ xsd: el ement >
</ xsd: sequence>
</ xsd: conpl exType>
</ xsd: el ement >
<xsd: conpl exType nane="Ext ernal Event SystemAttri but esType">
<xsd: annot at i on>
<xsd: document at i on>
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This section defines a conplext type for systemattributes required for
all external events
</ xsd: docunent at i on>

</ xsd: annot ati on>
<xsd: sequence>

<xsd: el ement nanme="event Name" type="xsd: string"

m nQccur s="0">

<xsd: annot ati on>
<xsd: docunent ati on>
Nane of the event
</ xsd: document at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="category" type="xsd:string" m nCccurs="0"

maxQccur s="50">

ORACLE

<xsd: annot ati on>
<xsd: docunent ati on>
The event category to which the event bel ongs
</ xsd: docunent at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="t arget Name" type="xsd:string">
<xsd: annot ati on>
<xsd: docunent ati on>
Name of the target on which event was generated. It refers
to an entity in external systens sinillar to an EMtarget
</ xsd: docunent at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="t arget Type" type="xsd:string">
<xsd: annot ati on>
<xsd: docunent ati on>
The type of the target. Target types defined for event connectors
are used. See connect or Depl oy. xsd
</ xsd: docunent at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement name="occurrenceDate" type="xsd: dateTi me">
<xsd: annot ati on>
<xsd: docunent ati on>
Date when the event occured
</ xsd: docunent at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement name="det ect edDat e" type="xsd: dateTi ne">
<xsd: annot ati on>
<xsd: docunent ati on>
Date when the event was |ast detected
</ xsd: docunent at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="aut o0 ose" type="xsd: bool ean" >
<xsd: annot ati on>
<xsd: docunent ati on>
A flag indicating if an event is auto closed by the system or it
has to be manual |y closed by users
</ xsd: docunent at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="nmessage" type="xsd:string">
<xsd: annot ati on>
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<xsd: docunent ati on>
A description of the event
</ xsd: docunent at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="severity" type="xsd:string">
<xsd: annot ati on>
<xsd: docunent ati on>
Severity level of the event.
</ xsd: docunent at i on>
</ xsd: annot ati on>
</ xsd: el enent >
</ xsd: sequence>
</ xsd: conpl exType>
<xsd: conpl exType nane="External Event O assAttri but esType">
<xsd: annot ati on>
<xsd: docunent ati on>
This section defines a conplext type for class specific attributes
required
for all external events in the class
</ xsd: docunent at i on>
</ xsd: annot ati on>
<xsd: sequence>
<xsd: el ement nanme="external _event _id" type="xsd:string">
<xsd: annot ati on>
<xsd: docunent ati on>
ID used in external systemto identify the event
</ xsd: docunent at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="external _rule_id" type="xsd:string"
m nCccur s="0">
<xsd: annot ati on>
<xsd: docunent ati on>
Optional rule IDthat delivered the event in the external system
</ xsd: docunent at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement name="external _host" type="xsd:string"
m nCccur s="0">
<xsd: annot ati on>
<xsd: docunent ati on>
Optional host information fromextrernal systemwhere event was
gener at ed
</ xsd: docunent at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="ext ernal _source" type="xsd:string"
m nCccur s="0">
<xsd: annot ati on>
<xsd: docunent ati on>
Optional source information fromthe external system
</ xsd: docunent at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="external _severity" type="xsd:string">
<xsd: annot ati on>
<xsd: docunent ati on>
Severity level of the event on external system
</ xsd: docunent at i on>
</ xsd: annot ati on>

C-12



</ xsd: el enent >
<xsd: el ement nanme="external _status" type="xsd:string"
m nQccur s="0">
<xsd: annot ati on>
<xsd: docunent ati on>
Status of the event on extenral system
</ xsd: document at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement name="custom fiel d1" type="xsd:string"
m nQccur s="0">
<xsd: annot ati on>
<xsd: docunent ati on>
An optional field
</ xsd: document at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement name="custom fiel d2" type="xsd:string"
m nQccurs="0">
<xsd: annot ati on>
<xsd: docunent ati on>
An optional field
</ xsd: document at i on>
</ xsd: annot at i on>
</ xsd: el enent >
<xsd: el ement name="custom fiel d3" type="xsd:string"
m nQccurs="0">
<xsd: annot ati on>
<xsd: docunent ati on>
An optional field
</ xsd: document at i on>
</ xsd: annot at i on>
</ xsd: el enent >
<xsd: el ement nanme="custom fiel d4" type="xsd:string"
m nQccurs="0">
<xsd: annot ati on>
<xsd: docunent ati on>
An optional field
</ xsd: document at i on>
</ xsd: annot ati on>
</ xsd: el enent >
<xsd: el ement nanme="custom fiel d5" type="xsd:string"
m nQccurs="0">
<xsd: annot ati on>
<xsd: docunent ati on>
An optional field
</ xsd: document at i on>
</ xsd: annot ati on>
</ xsd: el enent >
</ xsd: sequence>
</ xsd: conpl exType>
</ xsd: schema>
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HP Service Manager WSDL Format

Templates translate the XML format of Enterprise Manager incidents to the XML
format required for the end-point application's web service. To create custom
templates, you need to understand the format of both sides so that you know how to
map the data. This appendix provides detailed information on the format of the XML
document that the Service Manager Web service requires.

A WSDL file defines the interface that must be used to call a Web service. The WSDL
defines the structure of the XML document that it accepts and how the Web service is
to be called. The contents of the WSDL file are listed in IncidentManagement WSDL
File. All unused operations and messages have been removed to reduce the amount
of information. This is the out-of-box WSDL that Service Manager provides. Your
WSDL may be significantly different, because the Service Manager web services can
be highly customized.

Examples provided in this appendix are as follows:

e IncidentManagement WSDL File

e Common.xsd File

D.1 IncidentManagement WSDL File

ORACLE

<?xm version="1.0" encodi ng="UTF-8" standal one="yes" ?>
<definitions target Namespace="http://servicecenter.peregrine.con P\
xm ns="http://schemas. xn soap. or g/ wsdl /"
xm ns: corm="ht t p: // servi cecent er. peregri ne. conf PW§/ Conmon"
xm ns: http="http://schemas. xm soap. org/wsdl / http/"
xm ns: m me="http://schemas. xm soap. or g/ wsdl / m me/"
xm ns:ns="http://servicecenter.peregrine.con P\§'
xm ns: soap="http://schemas. xm soap. or g/ wsdl / soap/" xm ns: xsd="htt p://ww. w3. or g/
2001/ XM_.Schena"
xm ns: xsi ="http://ww. w3. or g/ 2001/ XM_Schema- i nst ance"
xsi: schemaLocation="http://schenmas. xn soap. org/wsdl/ http://schemas. xn soap. or g/
wsdl /">
<types>
<xs:schema xn ns: xs="http://ww. w3. or g/ 2001/ XM_Schens"
attribut eFormDef aul t ="unqual i fi ed"
el ement For mDef aul t ="qual i fied" target Nanespace="http://
servi cecenter. peregrine. conf PW§'
version="2012-10-25 Rev 0" xm ns="http://servicecenter. peregrine.con P\
xm ns: corm="ht t p: // servi cecent er. peregri ne. conf PWs/ Conmon" >
<xs:inport namespace="http://servicecenter. peregrine.com P\S/ Cormon"
schemalLocation="http://iwave-hpsmiwave. | ocal : 13080/ sc62ser ver/ PWs/
Cormon. xsd"/ >
<xs: conpl exType nanme="Inci dent KeysType" >
<Xs: sequence>
<xs: el ement m nCccurs="0" name="Incident|D" nillable="true"
type="cm: StringType"/>
</ xs: sequence>
<xs:attribute name="query" type="xs:string" use="optional"/>
</ xs: conpl exType>
<xs: conpl exType nanme="Inci dent | nst anceType" >
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<Xs: sequence>
<xs: el ement m nCccurs="0" nanme="Incident|D" nillable="true"
type="cmn: StringType"/>
<xs: el ement m nCccurs="0" nane="Category" nillable="true"
type="cmn: StringType"/>
<xs: el ement m nCccurs="0" nanme="CpenTi me" nillable="true"
type="cmn: Dat eTi neType"/ >
<xs: el ement m nCccurs="0" nanme="CpenedBy" nillabl e="true"
type="cmn: StringType"/>
<xs: el ement m nCccurs="0" name="Urgency" nillable="true"
type="cmn: StringType"/>
<xs: el ement m nCccurs="0" nanme="Updat edTi me" nillabl e="true"
type="cmn: Dat eTi neType"/ >
<xs: el ement m nCccurs="0" nanme="Assi gnment Group" nillabl e="true"
type="cmn: StringType"/>
<xs: el ement m nCccurs="0" nanme="C osedTi ne" nillable="true"
type="cmn: Dat eTi neType"/ >
<xs: el ement m nCccurs="0" nanme="C osedBy" nillabl e="true"
type="cmn: StringType"/>
<xs: el ement m nCccurs="0" nanme="C osureCode" nillable="true"
type="cmn: StringType"/>
<xs: el ement m nCccurs="0" nanme="AffectedCl" nillable="true"
type="cmn: StringType"/>
<xs: el ement m nCccurs="0" name="Description">
<xs: conpl exType>
<xs: conpl exCont ent >
<xs: extensi on base="cm: ArrayType" >
<Xs: sequence>
<xs: el ement maxCccur s="unbounded”
m nCccur s="0"
nane="Descri pti on"
type="cmn: StringType"/>
</ xs: sequence>
</ xs: ext ensi on>
</ xs: conpl exCont ent >
</ xs: conpl exType>
</ xs: el ement >
<xs: el ement m nCccurs="0" nanme="Sol ution">
<xs: conpl exType>
<xs: conpl exCont ent >
<xs: extensi on base="cm: ArrayType" >
<XSs: sequence>
<xs: el ement maxCccur s="unbounded”
m nCccur s="0"
nane="Sol ution" type="cm: StringType"/>
</ xs: sequence>
</ xs: ext ensi on>
</ xs: conpl exCont ent >
</ xs: conpl exType>
</ xs: el ement>
<xs: el ement m nCccurs="0" nanme="Assi gnee" nillable="true"
type="cmn: StringType"/>
<xs: el ement m nCccurs="0" name="Contact" nillable="true"
type="cmn: StringType"/>
<xs: el ement m nCccurs="0" name="Jour nal Updat es" >
<xs: conpl exType>
<xs: conpl exCont ent >
<xs: extensi on base="cm: ArrayType" >
<XSs: sequence>
<xs: el ement maxCccur s="unbounded”
m nCccur s="0"
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type="cmn: StringType"/>

</ x

<XS:

<XS:

<XS:

<XS
type="cmn: StringType"/>

<XS
type="cmn: StringType"/>

<XS:

<XS
type="cmn: StringType"/>
<XS
type="cmn: StringType"/>
<XS
type="cmn: StringType"/>

<XS:

<XS:

<XS
type="cmn: StringType"/>

<XS:

<XS:

nillable="true"

<XS:

<XS
type="cmn: StringType"/>

<XS:

m nQccurs="0"

type="cmn: StringType"/>
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nane="Jour nal Updat es"

</ xs: sequence>
</ xs: ext ensi on>
</ xs: conpl exCont ent >
</ xs: conpl exType>

s: el enent >
el enent mnCccurs="0" name="AlertStatus" nillable="true"
type="cmn: StringType"/>
el enent m nCccurs="0" name="Cont act Last Name" nillabl e="true"
type="cmn: StringType"/>
el enent m nCccurs="0" name="Contact Fi rst Nane" nillable="true"
type="cmn: StringType"/>
el ement minCccurs="0" nanme="Conpany" nillable="true"

cel ement minCccurs="0" name="Title" nillable="true"

el ement m nCccurs="0" nanme="Ti cket Oaner" nillabl e="true"
type="cmn: StringType"/>
el ement mnCccurs="0" nanme="Updat edBy" nillabl e="true"

celement mnQccurs="0" name="Status" nillable="true"
cel ement minCccurs="0" name="Area" nillable="true"

el ement m nCccurs="0" nanme="SLAAgreenent| D" nillable="true"
type="cmn: Deci mal Type"/ >

el ement m nCccurs="0" nanme="SiteCategory" nillable="true"
type="cmn: StringType"/>

el ement minCccurs="0" name="Subarea" nillable="true"

el ement m nCccurs="0" nane="Probl enifype" nillabl e="true"
type="cmn: StringType"/>
el ement m nCccurs="0" name="Resol utionFi xType"

type="cmn: StringType"/>

el ement m nCccurs="0" name="UserPriority" nillable="true"
type="cmn: StringType"/>

el ement minCccurs="0" name="Location" nillable="true"

el ement mnCccurs="0" name="expl anation">
<xs: conpl exType>
<xs: conpl exCont ent >
<xs: extensi on base="cm: ArrayType" >
<XSs: sequence>
<xs: el ement maxCccur s="unbounded"

nane="expl anati on"

</ xs: sequence>
</ xs: ext ensi on>
</ xs: conpl exCont ent >
</ xs: conpl exType>

</ xs: el enent >

<XS
type="cmn: StringType"/>
<XS
type="cmn: StringType"/>
<XS
type="cmn: StringType"/>
<XS

el ement minCccurs="0" nanme="Inpact" nillable="true"
celement mnQccurs="0" name="folder" nillable="true"
el ement m nQccurs="0" name="Service" nillable="true"

celement mnQccurs="0" name="Cracl eConnectorld”
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nillable="true"
type="cmn: StringType"/>
<xs: el ement m nCccurs="0" nanme="attachments" nillable="true"
type="cmn: Att achnent sType"/ >
</ xs: sequence>
<xs:attribute name="query" type="xs:string" use="optional"/>
<xs:attribute name="uni quequery" type="xs:string" use="optional"/>
<xs:attribute name="recordi d" type="xs:string" use="optional"/>
</ xs: conpl exType>
<xs: conpl exType nane="Inci dent Mbdel Type">
<XSs: sequence>
<xs: el ement name="keys" type="Inci dent KeysType"/>
<xs: el ement nanme="instance" type="Incident|nstanceType"/>
<xs: el ement m nCccurs="0" nanme="nessages"
type="cm: MessagesType"/ >
</ xs: sequence>
<xs:attribute name="query" type="xs:string" use="optional"/>
</ xs: conpl exType>
<xs: el ement name="Retri evel nci dent Request " >
<xs: conpl exType>
<XSs: sequence>
<xs: el ement nanme="nodel " type="Inci dent Model Type"/>
</ xs: sequence>
<xs:attribute name="attachnent|nfo" type="xs:bool ean"
use="optional "/>
<xs:attribute name="attachnentData" type="xs: bool ean"
use="optional"/>
<xs:attribute default="true" name="ignoreEnpt yEl enents"
type="xs: bool ean"
use="optional "/>
</ xs: conpl exType>
</ xs: el ement>
<xs: el ement nanme="Retri evel nci dent Response" >
<xs: conpl exType>
<XSs: sequence>
<xs: el ement name="nodel " type="Inci dent Model Type"/>
<xs: el ement m nCccurs="0" nanme="nessages"
type="cm: MessagesType"/ >
</ xs: sequence>
<xs:attribute name="status" type="cm: StatusType"
use="required"/>
<xs:attribute name="message" type="xs:string" use="required"/>
<xs:attribute name="schenmaRevisi onDate" type="xs: date"
use="required"/>
<xs:attribute name="schemaRevisi onLevel " type="xs:int"
use="required"/>
<xs:attribute name="returnCode" type="xs:deciml"
use="optional"/>
<xs:attribute name="query" type="xs:string" use="optional"/>
</ xs: conpl exType>
</ xs: el ement>
<xs: el ement name="Retri evel nci dent KeysLi st Request " >
<xs: conpl exType>
<xSs: sequence>
<xs: el ement name="nodel " type="Inci dent Model Type"/>
</ xs: sequence>
<xs:attribute name="attachnent|nfo" type="xs:bool ean"
use="optional"/>
<xs:attribute name="attachnentData" type="xs: bool ean"
use="optional "/>
<xs:attribute default="true" nanme="ignoreEnpt yEl enents"
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type="xs: bool ean"
use="optional"/>
</ xs: conpl exType>
</ xs: el ement >
<xs: el ement nanme="Retri evel nci dent KeysLi st Response" >
<xs: conpl exType>
<Xxs: sequence>
<xs: el ement maxCccur s="unbounded" nanme="keys"
type="1nci dent KeysType"/ >
<xs: el ement m nCccurs="0" nanme="nessages"
type="cm: MessagesType"/ >
</ xs: sequence>
<xs:attribute name="status" type="cm: StatusType"
use="required"/>
<xs:attribute name="message" type="xs:string" use="required"/>
<xs:attribute name="schenmaRevi si onDate" type="xs: date"
use="required"/>
<xs:attribute name="schemaRevisi onLevel " type="xs:int"
use="required"/>
<xs:attribute name="returnCode" type="xs:decimal"
use="optional"/>
<xs:attribute name="query" type="xs:string" use="optional"/>
</ xs: conpl exType>
</ xs: el ement>
<xs: el ement name="Retri evel nci dent Li st Request " >
<xs: conpl exType>
<XSs: sequence>
<xs: el ement maxCccur s="unbounded" nanme="keys"
type="1nci dent KeysType"/ >
</ xs: sequence>
<xs:attribute name="attachnent|nfo" type="xs:bool ean"
use="optional"/>
<xs:attribute name="attachnentData" type="xs: bool ean"
use="optional"/>
<xs:attribute default="true" nanme="i gnoreEnpt yEl enents"
type="xs: bool ean"
use="optional "/>
</ xs: conpl exType>
</ xs: el ement>
<xs: el ement name="Retri evel nci dent Li st Response" >
<xs: conpl exType>
<XSs: sequence>
<xs: el ement maxCccur s="unbounded" nanme="instance"
type="1Inci dent | nstanceType"/>
<xs: el ement m nCccurs="0" nanme="nessages"
type="cmn: MessagesType"/ >
</ xs: sequence>
<xs:attribute name="status" type="cm: StatusType"
use="required"/>
<xs:attribute name="message" type="xs:string" use="required"/>
<xs:attribute name="schenmaRevi si onDate" type="xs: date"
use="required"/>
<xs:attribute name="schemaRevisi onLevel " type="xs:int"
use="required"/>
<xs:attribute name="returnCode" type="xs:decimal"
use="optional"/>
<xs:attribute name="query" type="xs:string" use="optional"/>
</ xs: conpl exType>
</ xs: el ement>
<xs: el ement name="Creat el nci dent Request ">
<xs: conpl exType>
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<XSs: sequence>
<xs: el ement name="nodel " type="Inci dent Model Type"/>
</ xs: sequence>
<xs:attribute name="attachnent|nfo" type="xs:bool ean"
use="optional "/>
<xs:attribute name="attachnentData" type="xs: bool ean"
use="optional "/>
<xs:attribute default="true" nanme="ignoreEnpt yEl enents"
type="xs: bool ean"
use="optional"/>
</ xs: conpl exType>
</ xs: el ement >
<xs: el ement name="Creat el nci dent Response” >
<xs: conpl exType>
<XSs: sequence>
<xs: el ement nanme="nodel " type="Inci dent Model Type"/>
<xs: el ement m nCccurs="0" nanme="nessages"
type="cm: MessagesType"/ >
</ xs: sequence>
<xs:attribute name="status" type="cm: StatusType"
use="required"/>
<xs:attribute name="message" type="xs:string" use="required"/>
<xs:attribute name="schenmaRevi si onDate" type="xs: date"
use="required"/>
<xs:attribute name="schemaRevisi onLevel " type="xs:int"
use="required"/>
<xs:attribute name="returnCode" type="xs:deciml"
use="optional"/>
<xs:attribute name="query" type="xs:string" use="optional"/>
</ xs: conpl exType>
</ xs: el ement>
<xs: el ement name="d osel nci dent Request " >
<xs: conpl exType>
<XSs: sequence>
<xs: el ement nanme="nodel " type="Inci dent Model Type"/>
</ xs: sequence>
<xs:attribute name="attachnent|nfo" type="xs:bool ean"
use="optional"/>
<xs:attribute name="attachnentData" type="xs: bool ean"
use="optional"/>
<xs:attribute default="true" nanme="i gnoreEnpt yEl enents"
type="xs: bool ean"
use="optional "/>
</ xs: conpl exType>
</ xs: el ement>
<xs: el ement name="0d osel nci dent Response" >
<xs: conpl exType>
<XSs: sequence>
<xs: el ement name="nodel " type="Inci dent Model Type"/>
<xs: el ement m nCccurs="0" nanme="nessages"
type="cm: MessagesType"/ >
</ xs: sequence>
<xs:attribute name="status" type="cm: StatusType"
use="required"/>
<xs:attribute name="message" type="xs:string" use="required"/>
<xs:attribute name="schemaRevi si onDate" type="xs: date"
use="required"/>
<xs:attribute name="schemaRevisi onLevel " type="xs:int"
use="required"/>
<xs:attribute name="returnCode" type="xs:decimal"
use="optional "/>
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<xs:attribute name="query" type="xs:string" use="optional"/>
</ xs: conpl exType>
</ xs: el ement>
<xs: el ement name="Reopenl nci dent Request ">
<xs: conpl exType>
<Xs: sequence>
<xs: el ement name="nodel " type="Inci dent Model Type"/>
</ xs: sequence>
<xs:attribute name="attachnent|nfo" type="xs:bool ean"
use="optional "/>
<xs:attribute name="attachnentData" type="xs: bool ean"
use="optional"/>
<xs:attribute default="true" nanme="ignoreEnpt yEl enents"
type="xs: bool ean"
use="optional"/>
</ xs: conpl exType>
</ xs: el ement>
<xs: el ement name="Reopenl nci dent Response” >
<xs: conpl exType>
<XSs: sequence>
<xs: el ement nanme="nodel " type="Inci dent Model Type"/>
<xs: el ement m nCccurs="0" nanme="nessages"
type="cm: MessagesType"/ >
</ xs: sequence>
<xs:attribute name="status" type="cm: StatusType"
use="required"/>
<xs:attribute name="message" type="xs:string" use="required"/>
<xs:attribute name="schenmaRevi si onDate" type="xs: date"
use="required"/>
<xs:attribute name="schemaRevisi onLevel " type="xs:int"
use="required"/>
<xs:attribute name="returnCode" type="xs:deciml"
use="optional"/>
<xs:attribute name="query" type="xs:string" use="optional"/>
</ xs: conpl exType>
</ xs: el ement>
<xs: el ement name="Resol vel nci dent Request ">
<xs: conpl exType>
<XSs: sequence>
<xs: el ement nanme="nodel " type="Inci dent Model Type"/>
</ xs: sequence>
<xs:attribute name="attachnent|nfo" type="xs:bool ean"
use="optional"/>
<xs:attribute name="attachnentData" type="xs: bool ean"
use="optional"/>
<xs:attribute default="true" nanme="i gnoreEnpt yEl enents"
type="xs: bool ean"
use="optional "/>
</ xs: conpl exType>
</ xs: el ement>
<xs: el ement name="Resol vel nci dent Response” >
<xs: conpl exType>
<XSs: sequence>
<xs: el ement name="nodel " type="Inci dent Model Type"/>
<xs: el ement m nCccurs="0" nanme="nessages"
type="cmn: MessagesType"/ >
</ xs: sequence>
<xs:attribute name="status" type="cm: StatusType"
use="required"/>
<xs:attribute name="message" type="xs:string" use="required"/>
<xs:attribute name="schemaRevi si onDate" type="xs: date"
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use="required"/>
<xs:attribute name="schemaRevisi onLevel " type="xs:int"
use="required"/>
<xs:attribute name="returnCode" type="xs:decimal"
use="optional "/>
<xs:attribute name="query" type="xs:string" use="optional"/>
</ xs: conpl exType>
</ xs: el ement>
<xs: el ement name="Updat el nci dent Request ">
<xs: conpl exType>
<XSs: sequence>
<xs: el ement nanme="nodel " type="Inci dent Model Type"/>
</ xs: sequence>
<xs:attribute name="attachnent|nfo" type="xs:bool ean"
use="optional "/>
<xs:attribute name="attachnentData" type="xs: bool ean"
use="optional"/>
<xs:attribute default="true" nanme="ignoreEnpt yEl enents"
type="xs: bool ean"
use="optional "/>
</ xs: conpl exType>
</ xs: el ement>
<xs: el ement name="Updat el nci dent Response" >
<xs: conpl exType>
<XSs: sequence>
<xs: el ement name="nodel " type="Inci dent Model Type"/>
<xs: el ement m nCccurs="0" nanme="nessages"
type="cm: MessagesType"/ >
</ xs: sequence>
<xs:attribute name="status" type="cm: StatusType"
use="required"/>
<xs:attribute name="message" type="xs:string" use="required"/>
<xs:attribute name="schemaRevi si onDate" type="xs: date"
use="required"/>
<xs:attribute name="schemaRevisi onLevel " type="xs:int"
use="required"/>
<xs:attribute name="returnCode" type="xs:decimal"
use="optional"/>
<xs:attribute name="query" type="xs:string" use="optional"/>
</ xs: conpl exType>
</ xs: el ement>
</ xs: schema>
</types>
<message nane="Retrievel nci dent Request">
<part el ement="ns: Retrievel nci dent Request" name="Retri evel nci dent Request"/>
</ message>
<message nane="Retrievel nci dent Response">
<part el ement="ns: Retrievel nci dent Response" nane="Retri evel nci dent Response"/>
</ message>
<nessage name="Retrievel nci dent KeysLi st Request ">
<part el enent="ns: Retrievel nci dent KeysLi st Request "
nane="Ret ri evel nci dent KeysLi st Request"/ >
</ message>
<nessage name="Retrievel nci dent KeysLi st Response">
<part el enent="ns: Retrievel nci dent KeysLi st Response”
nane="Ret ri evel nci dent KeysLi st Response"”
/>
</ message>
<message nane="Retrievel nci dent Li st Request ">
<part el ement="ns: Retrievelnci dentLi st Request"
nane="Ret ri evel nci dent Li st Request"/ >

D-8



ORACLE

Appendix D
IncidentManagement WSDL File

</ message>
<nessage name="Retrievel nci dentLi st Response">
<part el enent ="ns: Retrievel nci dent Li st Response”

nane="Ret ri evel nci dent Li st Response"/ >

</ message>
<nessage nanme="(Creat el nci dent Request ">
<part el enent ="ns: Creat el nci dent Request" nane="Creat el nci dent Request "/ >
</ message>
<nessage nanme="Creat el nci dent Response” >
<part el enent ="ns: Creat el nci dent Response” nane="Cr eat el nci dent Response"/ >
</ message>
<nessage nanme="d osel nci dent Request ">
<part el enent ="ns: O osel nci dent Request" name="Cl osel nci dent Request "/ >
</ message>
<nessage nanme="d osel nci dent Response” >
<part el enent ="ns: O osel nci dent Response" nane="d osel nci dent Response"/ >
</ message>
<nessage nanme="Reopenl nci dent Request ">
<part el enent ="ns: Reopenl nci dent Request" nane="Reopenl nci dent Request "/ >
</ message>
<nessage nanme="Reopenl nci dent Response” >
<part el enent ="ns: Reopenl nci dent Response” nane="Reopenl nci dent Response"/ >
</ message>
<nessage nanme="Resol vel nci dent Request " >
<part el enent ="ns: Resol vel nci dent Request” nane="Resol vel nci dent Request "/ >
</ message>
<nessage nanme="Resol vel nci dent Response" >
<part el enent ="ns: Resol vel nci dent Response” nanme="Resol vel nci dent Response”/ >
</ message>
<nessage nanme="Updat el nci dent Request ">
<part el enent ="ns: Updat el nci dent Request" nane="Updat el nci dent Request "/ >
</ message>
<nessage nanme="Updat el nci dent Response” >
<part el enent ="ns: Updat el nci dent Response” nane="Updat el nci dent Response"/ >
</ message>
<port Type nanme="1Inci dent Managenent ">
<operation name="Retrievel ncident">
<docunent ati on/ >
<input message="ns: Retrievel nci dent Request"/ >
<out put nmessage="ns: Retrievel nci dent Response"/ >
</ operati on>
<operation nane="Retrievel nci dent KeysLi st">
<docunent ati on/ >
<input message="ns: Retrievel nci dent KeysLi st Request"/>
<out put message="ns: Retrievel nci dent KeysLi st Response"/>
</ operati on>
<operation name="Retrievel ncidentList">
<docunent ati on/ >
<i nput message="ns: Retrievel nci dentLi st Request"/>
<out put nmessage="ns: Retrievel nci dent Li st Response"/ >
</ operati on>
<operation name="Createl nci dent">
<docunent ati on/ >
<i nput message="ns: Creat el nci dent Request"/ >
<out put message="ns: Creat el nci dent Response"/ >
</ operati on>
<operation nanme="d osel nci dent ">
<docunent ati on/ >
<input message="ns: O osel nci dent Request"/>
<out put message="ns: C osel nci dent Response”/ >
</ operati on>
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<operation name="Reopenl nci dent">
<docunent ati on/ >
<i nput message="ns: Reopenl nci dent Request"/>
<out put message="ns: Reopenl nci dent Response"/ >
</ operati on>
<operation nanme="Resol vel nci dent">
<docunent ati on/ >
<input message="ns: Resol vel nci dent Request "/ >
<out put nmessage="ns: Resol vel nci dent Response"/ >
</ operati on>
<operation name="Updat el nci dent ">
<docunent ati on/ >
<i nput message="ns: Updat el nci dent Request "/ >
<out put message="ns: Updat el nci dent Response"/ >
</ operati on>
</ port Type>
<bi ndi ng name="1nci dent Management" type="ns: I nci dent Managenent " >
<soap: bi ndi ng styl e="document" transport="http://schemas. xm soap. or g/ soap/
http"/>
<operation name="Retrievel ncident">
<soap: operation soapAction="Retrieve" style="docunent"/>
<i nput >
<soap: body use="literal"/>
</input >
<out put >
<soap: body use="literal"/>
</ out put >
</ operati on>
<operation nane="Retrievel nci dent KeysLi st">
<soap: operation soapAction="RetrieveKeysList" style="docunent"/>
<i nput >
<soap: body use="literal"/>
</input >
<out put >
<soap: body use="literal"/>
</ out put >
</ operati on>
<operation name="Retrievel ncidentList">
<soap: operation soapAction="RetrieveList" style="docunent"/>
<i nput >
<soap: body use="literal"/>
</input >
<out put >
<soap: body use="literal"/>
</ out put >
</ operati on>
<operation name="Createl nci dent">
<soap: operation soapAction="Create" style="document"/>
<i nput >
<soap: body use="literal"/>
</input >
<out put >
<soap: body use="literal"/>
</ out put >
</ operati on>
<operation nanme="d osel nci dent ">
<soap: operation soapAction="C ose" style="document"/>
<i nput >
<soap: body use="literal"/>
</input >
<out put >
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<soap: body use="literal"/>
</ out put >
</ operati on>
<operation name="Reopenl nci dent">
<soap: operation soapAction="Reopen" style="document"/>
<i nput >
<soap: body use="literal"/>
</input >
<out put >
<soap: body use="literal"/>
</ out put >
</ operati on>
<operation name="Resol vel nci dent">
<soap: operation soapAction="Resol ve" style="docunent"/>
<i nput >
<soap: body use="literal"/>
</input >
<out put >
<soap: body use="literal"/>
</ out put >
</ operati on>
<operation name="Updat el nci dent ">
<soap: operation soapAction="Update" style="document"/>
<i nput >
<soap: body use="literal"/>
</input >
<out put >
<soap: body use="literal"/>
</ out put >
</ operati on>
</ bi ndi ng>
<servi ce nanme="Inci dent Managenment " >
<port bindi ng="ns: | nci dent Managenent " nanme="1nci dent Managenent " >
<soap: address | ocation="http://iwave-hpsmiwave.|ocal : 13080/
sc62server/ws"/ >
</port>
</ service>
</ definitions>

D.2 Common.xsd File

<xs:schema xm ns: xs="http:// ww. w3. or g/ 2001/ XM.Schema"
attribut eFor mDef aul t ="unqual i fi ed"
el ement For mDef aul t ="qual i fied" target Nanespace="http://
servi cecenter. peregrine. conf PW§/ Cormon”
version="2012-10-25 Rev 0" xm ns="http://servicecenter. peregrine.com PWs/ Cormon"
xm ns: corm="ht t p: // servi cecent er. peregri ne. cont PWs/ Connon" >
<xs: conpl exType nanme="StringType">
<xs: si npl eCont ent >
<xs: extension base="xs:string">
<xs:attribute fixed="String" nane="type" type="xs:string"
use="required"/>
<xs:attribute name="mandat ory" type="xs:bool ean" use="optional"/>
<xs:attribute name="readonl y" type="xs:bool ean" use="optional"/>
</ xs: ext ensi on>
</ xs: si npl eCont ent >
</ xs: conpl exType>
<xs: conpl exType nane="Deci mal Type" >
<xs: si npl eCont ent >
<xs: extensi on base="xs: deci mal ">
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<xs:attribute fixed="Decimal" name="type" type="xs:string"
use="required"/>
<xs:attribute name="mandat ory" type="xs:bool ean" use="optional"/>
<xs:attribute name="readonl y" type="xs:bool ean" use="optional"/>
</ xs: ext ensi on>
</ xs: si npl eCont ent >
</ xs: conpl exType>
<xs: conpl exType nane="Bool eanType" >
<xs: si npl eCont ent >
<xs: extension base="xs: bool ean">
<xs:attribute fixed="Bool ean" nanme="type" type="xs:string"
use="required"/>
<xs:attribute name="mandat ory" type="xs:bool ean" use="optional"/>
<xs:attribute name="readonl y" type="xs:bool ean" use="optional"/>
</ xs: ext ensi on>
</ xs: si npl eCont ent >
</ xs: conpl exType>
<xs: conpl exType nane="Dat eTi neType" >
<xs: si npl eCont ent >
<xs: extensi on base="xs: dat eTi me">
<xs:attribute fixed="DateTine" name="type" type="xs:string"
use="required"/>
<xs:attribute name="mandat ory" type="xs:bool ean" use="optional "/>
<xs:attribute name="readonl y" type="xs:bool ean" use="optional"/>
</ xs: ext ensi on>
</ xs: si npl eCont ent >
</ xs: conpl exType>
<xs: conpl exType nanme="Dat eType">
<xs: si npl eCont ent >
<xs: extension base="xs: date">
<xs:attribute fixed="Date" name="type" type="xs:string"
use="required"/>
<xs:attribute name="mandat ory" type="xs:bool ean" use="optional"/>
<xs:attribute name="readonl y" type="xs:bool ean" use="optional"/>
</ xs: ext ensi on>
</ xs: si npl eCont ent >
</ xs: conpl exType>
<xs: conpl exType name="Ti meType">
<xs: si npl eCont ent >
<xs: extension base="xs:tinme">
<xs:attribute fixed="Tinme" name="type" type="xs:string"
use="required"/>
<xs:attribute name="mandat ory" type="xs:bool ean" use="optional "/>
<xs:attribute name="readonl y" type="xs:bool ean" use="optional"/>
</ xs: ext ensi on>
</ xs: si npl eCont ent >
</ xs: conpl exType>
<xs: conpl exType nane="Durati onType">
<xs: si npl eCont ent >
<xs: extensi on base="xs: duration">
<xs:attribute fixed="Duration" name="type" type="xs:string"
use="required"/>
<xs:attribute name="mandat ory" type="xs:bool ean" use="optional"/>
<xs:attribute name="readonl y" type="xs:bool ean" use="optional"/>
</ xs: ext ensi on>
</ xs: si npl eCont ent >
</ xs: conpl exType>
<xs: conpl exType name="Int Type">
<xs: si npl eCont ent >
<xs: extension base="xs:int">
<xs:attribute fixed="Int" name="type" type="xs:string"
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use="required"/>
<xs:attribute name="mandat ory" type="xs:bool ean" use="optional"/>
<xs:attribute name="readonl y" type="xs:bool ean" use="optional"/>
</ xs: ext ensi on>
</ xs: si npl eCont ent >
</ xs: conpl exType>
<xs: conpl exType nane="Short Type">
<xs: si npl eCont ent >
<xs: extension base="xs:short">
<xs:attribute fixed="Short" name="type" type="xs:string"
use="required"/>
<xs:attribute name="mandat ory" type="xs:bool ean" use="optional"/>
<xs:attribute name="readonl y" type="xs:bool ean" use="optional"/>
</ xs: ext ensi on>
</ xs: si npl eCont ent >
</ xs: conpl exType>
<xs: conpl exType name="LongType">
<xs: si npl eCont ent >
<xs:extensi on base="xs:|ong">
<xs:attribute fixed="Long" name="type" type="xs:string"
use="required"/>
<xs:attribute name="mandat ory" type="xs:bool ean" use="optional"/>
<xs:attribute name="readonl y" type="xs:bool ean" use="optional"/>
</ xs: ext ensi on>
</ xs: si npl eCont ent >
</ xs: conpl exType>
<xs: conpl exType nanme="ByteType">
<xs: si npl eCont ent >
<xs: extension base="xs: bhyte">
<xs:attribute fixed="Byte" name="type" type="xs:string"
use="required"/>
<xs:attribute name="mandat ory" type="xs:bool ean" use="optional "/>
<xs:attribute name="readonl y" type="xs:bool ean" use="optional"/>
</ xs: ext ensi on>
</ xs: si npl eCont ent >
</ xs: conpl exType>
<xs: conpl exType nane="Fl oat Type">
<xs: si npl eCont ent >
<xs: extension base="xs:float">
<xs:attribute fixed="Float" name="type" type="xs:string"
use="required"/>
<xs:attribute name="mandat ory" type="xs:bool ean" use="optional "/>
<xs:attribute name="readonl y" type="xs:bool ean" use="optional"/>
</ xs: ext ensi on>
</ xs: si npl eCont ent >
</ xs: conpl exType>
<xs: conpl exType nane="Doubl eType">
<xs: si npl eCont ent >
<xs: extensi on base="xs: doubl e">
<xs:attribute fixed="Double" nane="type" type="xs:string"
use="required"/>
<xs:attribute name="mandat ory" type="xs:bool ean" use="optional"/>
<xs:attribute name="readonl y" type="xs:bool ean" use="optional"/>
</ xs: ext ensi on>
</ xs: si npl eCont ent >
</ xs: conpl exType>
<xs: conpl exType nane="Base64Type">
<xs: si npl eCont ent >
<xs: extensi on base="xs: base64Bi nary">
<xs:attribute fixed="Base64" nane="type" type="xs:string"
use="required"/>
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<xs:attribute name="mandat ory" type="xs:bool ean" use="optional"/>
<xs:attribute name="readonl y" type="xs:bool ean" use="optional"/>
</ xs: ext ensi on>
</ xs: si npl eCont ent >
</ xs: conpl exType>
<xs: conpl exType name="ArrayType">
<xs:attribute fixed="Array" name="type" type="xs:string" use="required"/>
</ xs: conpl exType>
<xs: conpl exType nanme="StructureType">
<xs:attribute fixed="Structure" name="type" type="xs:string" use="required"/>
</ xs: conpl exType>
<xs: conpl exType nane="Attachnent Type">
<xs:attribute name="href" type="xs:string" use="optional"/>
<xs:attribute name="contentld" type="xs:string" use="optional"/>
<xs:attribute name="action" type="xs:string" use="optional"/>
<xs:attribute name="nane" type="xs:string" use="required"/>
<xs:attribute name="type" type="xs:string" use="required"/>
<xs:attribute name="len" type="xs:int" use="optional"/>
<xs:attribute name="charset" type="xs:string" use="optional"/>
<xs:attribute name="attachnent Type" type="xs:string" use="optional"/>
</ xs: conpl exType>
<xs: conpl exType name="Attachnent sType">
<XSs: sequence>
<xs: el ement maxCccur s="unbounded" m nCccurs="0" name="attachment"
type="Att achnent Type"
/>
</ xs: sequence>
</ xs: conpl exType>
<xs: conpl exType nane="MessageType" >
<xs: si npl eCont ent >
<xs: extension base="StringType">
<xs:attribute name="severity" type="xs:int" use="optional"/>
<xs:attribute name="rmodul e" type="xs:string" use="optional"/>
</ xs: ext ensi on>
</ xs: si npl eCont ent >
</ xs: conpl exType>
<xs: compl exType name="MessagesType">
<XSs: sequence>
<xs: el ement maxCccur s="unbounded" m nCccurs="0" name="nessage"
type="MessageType"/ >
</ xs: sequence>
</ xs: conpl exType>
<xs: si npl eType name="Stat usType">
<xs:restriction base="xs:string">
<xs:enumeration val ue="SUCCESS"/ >
<xs: enuneration val ue="FAl LURE"/ >
</xs:restriction>
</ xs: si npl eType>
</ xs: schema>
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Enterprise Manager Incident Examples

This appendix contains examples that show the XML format of incidents from
Enterprise Manager that conform to the schemas defined in Enterprise Manager
Incident Format. You can use these examples to help identify the fields to map when
generating custom templates. You can also use them to test your custom templates
after they have been built.

Examples provided in this appendix are as follows:

Create Example
Update Example
Clear Example

Reopen Example

E.1 Create Example

The following example shows the XML format Enterprise Manager generates for HP
Service Manager create operations.

ORACLE

<?xm version="1.0" encodi ng="UTF-8"?>
<EM nci dent xm ns="http://xm ns. oracl e. com sysman/ connect or ">

<Connect or GQUI D>5F8B3F54D2164AA8B4D3701656FF2524</ Connect or GUI D>
<Ticket1D >
<HDUser >i wave</ HDUser >
<Noti ficationRul eOxner >SYSMANK/ Not i fi cati onRul eOaner >
<NotificationRul eName>HPSM 9 Aut ocl ose Rul e</ Noti fi cati onRul eName>
<ReopenTi cket >No</ ReopenTi cket >
<Connect or Vari abl e>
<Vari abl eNanme>TI CKET_| D</ Vari abl eNane>
<Vari abl eVal ue>I ML0237</ Vari abl eVal ue>
</ Connect or Vari abl e>
<Property>
<Name>Aut hent i cat i onType</ Name>
<Val ue>HTTPBasi cAut henti cati on</ Val ue>
</ Property>
<Property>
<Name>| sNewTar get Type</ Name>
<Val ue>no</ Val ue>
</ Property>
<SystemAttributes>
<I nci dent | D>B6096FBDB6FEC905E040020A780122F7</ | nci dent | D>
<Sour cel nf 0>
<Sour ceQbj | nf 0>
<(bj | D>D93A2E4E1622013D74D9534ECB090944</ Chj | D>
<(bj Nanme>or csvr 1. i wavesof t war e. conx/ Cbj Name>
<(bj Owner >SYSMANK/ Cbj Owner >
<Sour ceOhj Type>Tar get s</ Sour ceChj Type>
<Sour ceObj SubType>host </ Sour ceChj SubType>
</ Sour ceQvj I nf 0>
<Tar get | nf 0>
<Tar get GUI D>D93A2E4E1622013D74D9534ECB090944</ Tar get GUI D>
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<Tar get Nane>or csvr 1. i wavesof t war e. conx/ Tar get Name>

<Tar get Type>host </ Tar get Type>

<Tar get TypeLabel >Host </ Tar get TypeLabel >

<Target URL>htt ps://orcsvrl.iwavesoftware.com 7801/ en redirect?

pageType=TARGET_HOMEPAGE&anp; t ar get Nane=or csvr 1. i wavesof t war e. comganp; t ar get Type=host
</ Tar get URL>

<Tar get Property>
<Name>Tar get _Host </ Name>
<Val ue>orcsvr 1. iwavesof t war e. conx/ Val ue>
</ Tar get Property>
<Tar get Property>
<Name>Tar get Versi on</ Name>
<Val ue>5. 5. 0. 0. 0</ Val ue>
</ Tar get Property>
<Tar get Property>
<Name>Li ne of Busi ness</Nane>
<Val ue>Sof t war e</ Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Locat i on</ Name>
<Val ue>Frisco, TX</Val ue>
</ Tar get Property>
<Tar get Property>
<Nanme>Coment </ Name>
<Val ue>Testing target properties</Val ue>
</ Tar get Property>
</ Tar get | nf 0>
</ Sour cel nf 0>
<l nci dent URL>ht t ps: //orcsvrl. i wavesof t ware. com 7801/ ent r edi r ect ?pageType=sdk-

core-event - consol e-det ai | I nci dent &anp; i ssuel D=B6096FBDB6FECI05E040020A780122F7
</ I nci dent URL>

<Aut oC ose>t rue</ Aut oCl ose>

<Owner/ >

<Resol uti onSt at e>new</ Resol uti onSt at e>

<Acknow edge>f al se</ Acknow edge>

<Escal at ed>f al se</ Escal at ed>

<Escal ati onLevel >0</ Escal ati onLevel >

<Priority>None</Priority>

<Summary>Menory Utilization is 81.988% crossed warning (40) or critical
(60) threshol d. </ Sunmary>

<CreationDat e>2012-01- 10T16: 07: 54. 000- 06: 00</ Cr eat i onDat e>

<Last Updat edDat e>2012- 01- 10T16: 07: 54. 000- 06: 00</ Last Updat edDat e>

<Cat egor y>Capaci t y</ Cat egor y>

<Severity>Critical </ Severity>

<SeverityCode>CRI Tl CAL</ SeverityCode>

</ SystemAttri but es>
<HasEMEvent >t r ue</ HasEMEvent >
<EMEvent >

<Connect or GUl D>5F8B3F54D2164AA8B4D3701656FF2524</ Connect or GUI D>
<Not i ficationRul eOmner >SYSMAN</ Not i fi cati onRul eOaner >
<Not i ficationRul eName>HPSM 9 Aut ocl ose Rul e</Notifi cationRul eNanme>
<Connect or Vari abl e>
<Vari abl eNanme>TI CKET_| D</ Var i abl eNane>
<Vari abl eVal ue>l ML0237</ Var i abl eVal ue>
</ Connect or Vari abl e>
<Property>
<Name>Aut hent i cati onType</ Narme>
<Val ue>HTTPBasi cAut henti cat i on</ Val ue>
</ Property>
<Property>
<Name>| sNewTar get Type</ Name>
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<Val ue>no</ Val ue>
</ Property>
<SystemAttributes>
<Event O ass>metric_al ert</Event O ass>
<Event | D>B609743F7D2DA971E040020A78012529</ Event | D>
<Sequencel D>B609743F7D2EA971E040020A78012529</ Sequencel D>
<Report edDat €>2012- 01- 10T16: 07: 53. 000- 06: 00</ Repor t edDat e>
<Di spl ayTZ>Aner i cal/ Chi cago</ Di spl ayTZ>
<Event Name>Load: memJsedPct </ Event Name>
<Severity>Critical </ Severity>
<SeverityCode>CRI Tl CAL</ SeverityCode>
<Sour cel nf 0>
<Sour ceQhj I nf 0>
<(bj | D>D93A2E4E1622013D74D9534ECB090944</ Chj | D>
<(bj Nane>or csvr 1. i wavesof t war e. conx/ Cbj Name>
<Cbj Owner >SYSMANK/ Cbj Owner >
<Sour ceOhj Type>TARCGET</ Sour ceChj Type>
<Sour ceOhj SubType>host </ Sour ceChj SubType>
</ Sour ceQvj I nf 0>
<Tar get | nf 0>
<Tar get GUI D>D93A2E4E1622013D74D9534ECB090944</ Tar get GUI D>
<Tar get Nane>or csvr 1. i wavesof t war e. conx/ Tar get Name>
<Tar get Type>host </ Tar get Type>
<Tar get TypeLabel >Host </ Tar get TypeLabel >
<Target URL>htt ps://orcsvrl.iwavesoftware.com 7801/ en redirect?
pageType=TARGET_HOMEPAGE&anp; t ar get Nane=or csvr 1. i wavesof t war e. comganp; t ar get Type=host
</ Tar get URL>
<Tar get Property>
<Name>Tar get _Host </ Name>
<Val ue>orcsvr 1. i wavesof t war e. conx/ Val ue>
</ Tar get Property>
<Tar get Property>
<Name>Tar get Versi on</ Name>
<Val ue>5. 5. 0. 0. 0</ Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Li ne of Business</Name>
<Val ue>Sof t war e</ Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Locat i on</ Name>
<Val ue>Frisco, TX</Val ue>
</ Tar get Property>
<Tar get Property>
<Nanme>Comment </ Name>
<Val ue>Testing target properties</Val ue>
</ Tar get Property>
</ Tar get | nf 0>
</ Sour cel nf 0>
<Message>Menory Utilization is 81.988% crossed warning (40) or
critical (60) threshold.</Message>
<Event URL>htt ps: //orcsvrl. i wavesoftware. com 7801/ em redirect ?
pageType=sdk- cor e- event - consol e-
det ai | Event &anp; i ssuel D=B609743F7D2EA971E040020A78012529</ Event URL>
<Aut 0oC ose>t rue</ Aut oCl ose>
<Event Cat egor y>Capaci t y</ Event Cat egor y>
</ SystemAttri but es>
<Event O assSpeci fi cAttributes>
<StringAttribute>
<Name>i s_t hr eshol dabl e</ Nane>
<Val ue>1</ Val ue>
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</ StringAttribute>
<StringAttribute>
<Name>col | _nane</ Nane>
<Val ue>LoadLi nux</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>i s_netri c_ext ensi on</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri ¢c_col umm_r esbundl e</ Name>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>netric_description_resbundl e</ Name>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>uni t _r esbundl e</ Name>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>cycl e_gui d</ Name>
<Val ue>B609743F7D2AA971E040020A78012529</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>i s_r enot e</ Nane>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>netric_t ype</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri ¢c_gui d</ Name>
<Val ue>86821B5F0CE858D6E4A7TF7390E88B73C</ Val ue>
</ StringAttribute>
<StringAttribute>
<Nanme>num keys</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>key_val ue</ Nanme>
<Val ue> </ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>netric_description_nl si d</ Name>
</ StringAttribute>
<StringAttribute>
<Nane>val ue</ Name>
<Val ue>81. 988</ Val ue>
</ StringAttribute>
<StringAttribute>
<Nane>i s_| ong_r unni ng</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_group</ Nane>
<Val ue>Load</ Val ue>
</ StringAttribute>
<StringAttribute>

E-4



Appendix E
Update Example

<Name>i s_udnx/ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_descri pti on</ Name>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_col unm_nl si d</ Name>
<Val ue>host _| oad_memJsedPct </ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri ¢c_col um</ Nane>
<Val ue>menmJsedPct </ Val ue>
</ StringAttribute>
<StringAttribute>
<Nane>uni t _nl si d</ Nane>
<Val ue>em _sys__standard_percent </ Val ue>
</ StringAttribute>
<StringAttribute>
<Nane>uni t </ Nane>
<Val ue>%/ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_group_nl si d</ Name>
<Val ue>host _| oad</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_group_reshundl e</ Nane>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>severity_gui d</ Nane>
<Val ue>B609743F7D2AA971E040020A78012529</ Val ue>
</ StringAttribute>
</ Event Cl assSpeci fi cAttribut es>
</ EMEvent >
</ EM nci dent >

E.2 Update Example

ORACLE

The following example shows the XML format Enterprise Manager generates for HP
Service Manager update operations.

<?xm version="1.0" encodi ng="UTF-8"?>
<EM nci dent xm ns="http://xn ns. oracl e. com sysman/ connect or " >
<Connect or QU D>5F8B3F54D2164AA8B4D3701656FF2524</ Connect or GUI D>
<Ti cket | D> ML0258</ Ti cket | D>
<HDUser >i wave</ HDUser >
<Noti ficati onRul eOaner >SYSMAN</ Not i fi cat i onRul eOaner >
<Noti ficationRul eName>HPSM 9 Aut ocl ose Rul e</ NotificationRul eName>
<ReopenTi cket >No</ ReopenTi cket >
<Connect or Vari abl e>
<Vari abl eName>TI CKET_| D</ Var i abl eName>
<Vari abl eVal ue>I ML0237</ Vari abl eVal ue>
</ Connect or Vari abl e>
<Property>
<Nanme>Aut hent i cat i onType</ Name>
<Val ue>HTTPBasi cAut henti cati on</ Val ue>
</ Property>
<Property>
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<Name>| sNewTar get Type</ Name>
<Val ue>no</ Val ue>
</ Property>
<SystemAttributes>
<l nci dent | D>B6096FBDB6FECO05E040020A780122F7</ | nci dent | D>
<Sour cel nf 0>
<Sour ceQhj I nf 0>
<(bj | D>D93A2E4E1622013D74D9534ECB090944</ Qhj | D>
<(bj Nane>or csvr 1. i wavesof t war e. conx/ Cbj Name>
<Cbj Owner >SYSMANK/ Cbj Owner >
<Sour ceQhj Type>Tar get s</ Sour ceChj Type>
<Sour ceOhj SubType>host </ Sour ceChj SubType>
</ Sour ceQvj I nf 0>
<Tar get | nf 0>
<Tar get GUI D>D93A2E4E1622013D74D9534ECB090944</ Tar get GUI D>
<Tar get Nane>or csvr 1. i wavesof t war e. conx/ Tar get Name>
<Tar get Type>host </ Tar get Type>
<Tar get TypeLabel >Host </ Tar get TypeLabel >
<Target URL>htt ps://orcsvrl.iwavesoftware.com 7801/ en redirect?
pageType=TARGET_HOMEPAGE&anp; t ar get Nane=or csvr 1. i wavesof t war e. comganp; t ar get Type=host
</ Tar get URL>
<Tar get Property>
<Name>Tar get _Host </ Name>
<Val ue>orcsvr 1. iwavesof t war e. conx/ Val ue>
</ Tar get Property>
<Tar get Property>
<Name>Tar get Versi on</ Name>
<Val ue>5. 5. 0. 0. 0</ Val ue>
</ Tar get Property>
<Tar get Property>
<Name>Li ne of Busi ness</Nane>
<Val ue>Sof t war e</ Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Locat i on</ Name>
<Val ue>Frisco, TX</Val ue>
</ Tar get Property>
<Tar get Property>
<Nanme>Coment </ Name>
<Val ue>Testing target properties</Val ue>
</ Tar get Property>
</ Tar get | nf 0>
</ Sour cel nf 0>
<l nci dent URL>ht t ps: //orcsvr 1. i wavesof t ware. com 7801/ ent r edi r ect ?pageType=sdk-
core-event - consol e-det ai | I nci dent &anp; i ssuel D=B6096FBDB6FECI05E040020A780122F7
</ I nci dent URL>
<Aut 0oC ose>t rue</ Aut oCl ose>
<Owner/ >
<Resol utionSt at e>new</ Resol uti onSt at e>
<Acknow edge>f al se</ Acknow edge>
<Escal at ed>f al se</ Escal at ed>
<Escal ati onLevel >0</ Escal ati onLevel >
<Priority>None</Priority>
<Summary>Menory Utilization is 81.988% crossed warning (40) or critical
(99) threshol d. </ Sunmary>
<CreationDat e>2012-01- 10T16: 07: 54. 000- 06: 00</ Cr eat i onDat e>
<Last Updat edDat e>2012- 01- 10T16: 09: 31. 000- 06: 00</ Last Updat edDat e>
<Cat egor y>Capaci t y</ Cat egor y>
<Severity>War ni ng</ Severity>
<SeverityCode>WARNI NG</ Sever i t yCode>
</ SystemAttri but es>

ORACLE E-6



ORACLE

Appendix E
Update Example

<HasEMEvent >t r ue</ HasEMEvent >
<EMEvent >

<Connect or GUI D>5F8B3F54D2164AA8B4D3701656FF2524</ Connect or GUl D>
<Noti ficationRul eOwner >SYSMANK/ Not i fi cati onRul eOaner >
<NotificationRul eName>HPSM 9 Aut ocl ose Rul e</ Noti fi cati onRul eName>
<Connect or Vari abl e>
<Vari abl eNanme>TI CKET_| D</ Var i abl eNane>
<Vari abl eVal ue>I ML0237</ Vari abl eVal ue>
</ Connect or Vari abl e>
<Property>
<Name>Aut henti cati onType</ Name>
<Val ue>HTTPBasi cAut henti cati on</ Val ue>
</ Property>
<Property>
<Name>| sNewTar get Type</ Name>
<Val ue>no</ Val ue>
</ Property>
<SystemAttributes>
<Event C ass>metric_al ert</Event O ass>
<Event | D>B60974257B042B09E040020A7801251A</ Event | D>
<Sequencel D>B609743F7D2EA971E040020A78012529</ Sequencel D>
<Report edDat €>2012- 01- 10T16: 09: 30. 000- 06: 00</ Repor t edDat e>
<Di spl ayTZ>Aner i cal/ Chi cago</ Di spl ayTZ>
<Event Name>Load: mensedPct </ Event Nane>
<Severity>War ni ng</ Severity>
<SeverityCode>WARNI NG</ Sever i t yCode>
<Sour cel nf 0>
<Sour ceQhj I nf 0>
<(bj | D>D93A2E4E1622013D74D9534ECB090944</ Qhj | D>
<(bj Nane>or csvr 1. i wavesof t war e. conx/ Cbj Name>
<(bj Owner >SYSMANK/ Cbj Owner >
<Sour ceOhj Type>TARCGET</ Sour ceChj Type>
<Sour ceQhj SubType>host </ Sour ceChj SubType>
</ Sour ceQvj I nf 0>
<Tar get | nf 0>
<Tar get GUI D>D93A2E4E1622013D74D9534ECB090944</ Tar get GUI D>
<Tar get Nane>or csvr 1. i wavesof t war e. conx/ Tar get Name>
<Tar get Type>host </ Tar get Type>
<Tar get TypeLabel >Host </ Tar get TypeLabel >
<Target URL>htt ps://orcsvrl.iwavesoftware.com 7801/ enl redirect?

pageType=TARGET_HOMEPAGE&anp; t ar get Nane=or csvr 1. i wavesof t war e. comganp; t ar get Type=host
</ Tar get URL>

<Tar get Property>
<Name>Tar get _Host </ Name>
<Val ue>orcsvr 1. iwavesof t war e. conx/ Val ue>
</ Tar get Property>
<Tar get Property>
<Narme>Tar get Versi on</ Name>
<Val ue>5. 5. 0. 0. 0</ Val ue>
</ Tar get Property>
<Tar get Property>
<Name>Li ne of Busi ness</Nane>
<Val ue>Sof t war e</ Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Locat i on</ Name>
<Val ue>Frisco, TX</Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Comment </ Name>
<Val ue>Testing target properties</Val ue>
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</ Tar get Property>
</ Tar get | nf 0>
</ Sour cel nf 0>
<Message>Menory Utilization is 81.988% crossed warning (40) or
critical (99) threshol d.</Message>
<Event URL>htt ps://orcsvrl.iwavesoftware. com 7801/ em redirect ?

pageType=sdk- cor e- event - consol e-
det ai | Event &np; i ssuel D=B609743F7D2EA971E040020A78012529</ Event URL>

<Aut 0oC ose>t rue</ Aut oCl ose>
<Event Cat egor y>Capaci t y</ Event Cat egor y>

</ SystemAttri but es>
<Event O assSpeci fi cAttributes>

<StringAttribute>
<Name>i s_t hr eshol dabl e</ Nane>
<Val ue>1</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>col | _nane</ Nane>
<Val ue>LoadLi nux</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>i s_netri c_ext ensi on</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri ¢c_col umm_r esbundl e</ Name>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>netric_description_resbundl e</ Name>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>uni t _r esbundl e</ Name>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>cycl e_gui d</ Name>
<Val ue>B609743F7D2AA971E040020A78012529</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>i s_r enot e</ Nane>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>netric_t ype</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_gui d</ Name>
<Val ue>86821B5FO0CE858D6E4ATF7390E88B73C</ Val ue>
</ StringAttribute>
<StringAttribute>
<Nanme>num keys</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>key_val ue</ Nanme>
<Val ue> </ Val ue>
</ StringAttribute>
<StringAttribute>
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<Name>netric_description_nl si d</ Name>
</ StringAttribute>
<StringAttribute>
<Nane>val ue</ Name>
<Val ue>81. 988</ Val ue>
</ StringAttribute>
<StringAttribute>
<Nane>i s_| ong_r unni ng</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_group</ Nane>
<Val ue>Load</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>i s_udnx/ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_descri pti on</ Name>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_col unm_nl si d</ Name>
<Val ue>host _| oad_memJsedPct </ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri ¢c_col um</ Nane>
<Val ue>menmJsedPct </ Val ue>
</ StringAttribute>
<StringAttribute>
<Nane>uni t _nl si d</ Nane>
<Val ue>em _sys__standard_percent </ Val ue>
</ StringAttribute>
<StringAttribute>
<Nane>uni t </ Nane>
<Val ue>%/ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_group_nl si d</ Name>
<Val ue>host _| oad</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_group_reshundl e</ Nane>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>severity_gui d</ Nane>
<Val ue>B60974257B012B09E040020A7801251A</ Val ue>
</ StringAttribute>
</ Event Cl assSpeci fi cAttribut es>
</ EMEvent >
</ EM nci dent >

Clear Sanple
Listed below is a sanple of the XM. format generated by Enterprise Manager for HPSM
cl ear operations.
<?xm version="1.0" encodi ng="UTF-8"?>
<EM nci dent xmi ns="http://xm ns. oracl e. conml sysman/ connect or ">
<Connect or GUI D>5F8B3F54D2164AA8B4D3701656FF2524</ Connect or GUl D>
<Ti cket | D> ML0258</ Ti cket | D>
<HDUser >i wave</ HDUser >
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<Noti ficationRul eOwner >SYSMANK/ Not i fi cati onRul eOaner >
<NotificationRul eName>HPSM 9 Aut ocl ose Rul e</ Noti fi cati onRul eName>
<ReopenTi cket >No</ ReopenTi cket >
<Connect or Vari abl e>
<Vari abl eNanme>TI CKET_| D</ Var i abl eNane>
<Vari abl eVal ue>I ML0237</ Vari abl eVal ue>
</ Connect or Vari abl e>
<Property>
<Name>Aut hent i cati onType</ Narme>
<Val ue>HTTPBasi cAut henti cati on</ Val ue>
</ Property>
<Property>
<Name>| sNewTar get Type</ Name>
<Val ue>no</ Val ue>
</ Property>
<SystemAttributes>
<l nci dent | D>B6096FBDB6FECO05E040020A780122F7</ | nci dent | D>
<Sour cel nf 0>
<Sour ceQhj I nf 0>
<(bj | D>D93A2E4E1622013D74D9534ECB090944</ Qhj | D>
<(bj Nane>or csvr 1. i wavesof t war e. conx/ Cbj Name>
<(Cbj Owner >SYSMANK/ Cbj Owner >
<Sour ceQhj Type>Tar get s</ Sour ceChj Type>
<Sour ceOhj SubType>host </ Sour ceChj SubType>
</ Sour ceQvj I nf 0>
<Tar get | nf 0>
<Tar get GUI D>D93A2E4E1622013D74D9534ECB090944</ Tar get GUI D>
<Tar get Nane>or csvr 1. i wavesof t war e. conx/ Tar get Name>
<Tar get Type>host </ Tar get Type>
<Tar get TypeLabel >Host </ Tar get TypeLabel >
<Target URL>htt ps://orcsvrl.iwavesoftware.com 7801/ en redirect?
pageType=TARGET_HOMEPAGE&anp; t ar get Nane=or csvr 1. i wavesof t war e. comganp; t ar get Type=host
</ Tar get URL>
<Tar get Property>
<Name>Tar get _Host </ Name>
<Val ue>orcsvr 1. iwavesof t war e. conx/ Val ue>
</ Tar get Property>
<Tar get Property>
<Name>Tar get Versi on</ Name>
<Val ue>5. 5. 0. 0. 0</ Val ue>
</ Tar get Property>
<Tar get Property>
<Name>Li ne of Busi ness</Nane>
<Val ue>Sof t war e</ Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Locat i on</ Name>
<Val ue>Frisco, TX</Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Comment </ Name>
<Val ue>Testing target properties</Val ue>
</ Tar get Property>
</ Tar get | nf 0>
</ Sour cel nf 0>
<I'nci dent URL>ht t ps: //orcsvr 1. i wavesof t ware. com 7801/ ent r edi r ect ?pageType=sdk-
core-event - consol e-det ai | I nci dent &anp; i ssuel D=B6096FBDB6FECI05E040020A780122F7
</ I nci dent URL>
<Aut 0oC ose>t rue</ Aut oCl ose>
<Owner/ >
<Resol uti onSt at e>cl osed</ Resol utionSt at e>
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<Acknow edge>f al se</ Acknow edge>

<Escal at ed>f al se</ Escal at ed>

<Escal ati onLevel >0</ Escal ati onLevel >

<Priority>None</Priority>

<Summary>Menory Utilization is 81.791% fallen bel ow warning (98) and
critical (99) thresholds. </ Summary>

<CreationDat e>2012- 01- 10T16: 07: 54. 000- 06: 00</ Cr eat i onDat e>

<Last Updat edDat e>2012- 01- 10T16: 11: 01. 000- 06: 00</ Last Updat edDat e>

<Cat egor y>Capaci t y</ Cat egor y>

<Severity>C ear</ Severity>

<SeverityCode>CLEAR</ SeverityCode>

</ SystemAttri but es>
<HasEMEvent >t r ue</ HasEMEvent >
<EMEvent >

<Connect or GUI D>5F8B3F54D2164AA8B4D3701656FF2524</ Connect or GUl D>
<Noti ficationRul eOxner >SYSMANK/ Not i fi cati onRul eOaner >
<NotificationRul eName>HPSM 9 Aut ocl ose Rul e</ Noti fi cati onRul eName>
<Connect or Vari abl e>
<Vari abl eNanme>TI CKET_| D</ Var i abl eNane>
<Vari abl eVal ue>I ML0237</ Vari abl eVal ue>
</ Connect or Vari abl e>
<Property>
<Name>Aut henti cati onType</ Name>
<Val ue>HTTPBasi cAut henti cati on</ Val ue>
</ Property>
<Property>
<Name>| sNewTar get Type</ Name>
<Val ue>no</ Val ue>
</ Property>
<SystemAttributes>
<Event C ass>metric_al ert</Event O ass>
<Event | D>B609743F7D32A971E040020A78012529</ Event | D>
<Sequencel D>B609743F7D2EA971E040020A78012529</ Sequencel D>
<Report edDat €>2012- 01- 10T16: 11: 00. 000- 06: 00</ Repor t edDat e>
<Di spl ayTZ>Aner i ca/ Chi cago</ Di spl ayTZ>
<Event Name>Load: mensedPct </ Event Nane>
<Severity>C ear</ Severity>
<SeverityCode>CLEAR</ SeverityCode>
<Sour cel nf 0>
<Sour ceQhj I nf 0>
<(bj | D>D93A2E4E1622013D74D9534ECB090944</ Qhj | D>
<Cbj Nane>or csvr 1. i wavesof t war e. conx/ Cbj Name>
<Cbj Owner >SYSMANK/ Cbj Owner >
<Sour ceOhj Type>TARCGET</ Sour ceChj Type>
<Sour ceOhj SubType>host </ Sour ceChj SubType>
</ Sour ceQvj I nf 0>
<Tar get | nf 0>
<Tar get GUI D>D93A2E4E1622013D74D9534ECB090944</ Tar get GUI D>
<Tar get Nane>or csvr 1. i wavesof t war e. conx/ Tar get Name>
<Tar get Type>host </ Tar get Type>
<Tar get TypeLabel >Host </ Tar get TypeLabel >

<Target URL>htt ps://orcsvrl.iwavesoftware.com 7801/ en redirect?
pageType=TARGET_HOMEPAGE&anp; t ar get Nane=or csvr 1. i wavesof t war e. comganp; t ar get Type=host
</ Tar get URL>

<Tar get Property>

<Name>Tar get _Host </ Name>

<Val ue>orcsvr 1. iwavesof t war e. conx/ Val ue>
</ Tar get Property>
<Tar get Property>

<Name>Tar get Versi on</ Name>

<Val ue>5. 5. 0. 0. 0</ Val ue>
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</ Tar get Property>
<Tar get Property>
<Nane>Li ne of Business</Name>
<Val ue>Sof t war e</ Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Locat i on</ Name>
<Val ue>Frisco, TX</Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Comment </ Name>
<Val ue>Testing target properties</Val ue>
</ Tar get Property>
</ Tar get | nf 0>
</ Sour cel nf 0>
<Message>Menory Utilization is 81.791% fallen bel ow warning (98) and

critical (99) thresholds. </ Message>

<Event URL>htt ps://orcsvrl. i wavesoftware. com 7801/ em redirect?

pageType=sdk- cor e- event - consol e-
det ai | Event &np; i ssuel D=B609743F7D2EA971E040020A78012529</ Event URL>

<Aut 0oC ose>t rue</ Aut oCl ose>
<Event Cat egor y>Capaci t y</ Event Cat egor y>

</ SystemAttri but es>
<Event O assSpeci fi cAttributes>

<StringAttribute>
<Name>i s_t hr eshol dabl e</ Nane>
<Val ue>1</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>col | _nane</ Nane>
<Val ue>LoadLi nux</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>i s_netri c_ext ensi on</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri ¢c_col umn_r esbundl e</ Name>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>netric_description_resbundl e</ Name>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>uni t _r esbundl e</ Name>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>cycl e_gui d</ Name>
<Val ue>B609743F7D2AA971E040020A78012529</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>i s_r enot e</ Nane>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>netric_t ype</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
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<Name>net ri ¢c_gui d</ Name>
<Val ue>86821B5FO0CE858D6E4ATF7390E88B73C</ Val ue>
</ StringAttribute>
<StringAttribute>
<Nanme>num keys</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>key_val ue</ Nanme>
<Val ue> </ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>netric_description_nl sid</ Name>
</ StringAttribute>
<StringAttribute>
<Nane>val ue</ Name>
<Val ue>81. 791</ Val ue>
</ StringAttribute>
<StringAttribute>
<Nane>i s_| ong_r unni ng</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_group</ Nane>
<Val ue>Load</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>i s_udnx/ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_descri pti on</ Name>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_col unm_nl si d</ Name>
<Val ue>host _| oad_memJsedPct </ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri ¢_col um</ Nane>
<Val ue>menmJsedPct </ Val ue>
</ StringAttribute>
<StringAttribute>
<Nane>uni t _nl si d</ Nane>
<Val ue>em _sys__standard_percent </ Val ue>
</ StringAttribute>
<StringAttribute>
<Nane>uni t </ Nane>
<Val ue>%/ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri ¢c_group_nl si d</ Name>
<Val ue>host _| oad</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_group_reshundl e</ Nane>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>severity_gui d</ Nane>
<Val ue>B60974257B012B09E040020A7801251A</ Val ue>
</ StringAttribute>

Appendix E
Update Example
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</ Event Cl assSpeci fi cAttributes>
</ EMEvent >
</ EM nci dent >

E.3 Clear Example

ORACLE

The following example shows the XML format Enterprise Manager generates for HP
Service Manager clear operations.

<?xm version="1.0" encodi ng="UTF-8"?>
<EM nci dent xm ns="http://xmn ns. oracl e. com sysman/ connect or " >
<Connect or GUI D>5F8B3F54D2164AA8B4D3701656FF2524</ Connect or GUI D>
<Ti cket | D> ML0258</ Ti cket | D>
<HDUser >i wave</ HDUser >
<Not i ficationRul eOwner >SYSMANK/ Not i fi cati onRul eOaner >
<Not i fi cati onRul eName>HPSM 9 Aut ocl ose Rul e</Noti fi cati onRul eName>
<ReopenTi cket >No</ ReopenTi cket >
<Connect or Vari abl e>
<Vari abl eName>TI CKET_| D</ Var i abl eName>
<Vari abl eVal ue>| ML0237</ Var i abl eVal ue>
</ Connect or Vari abl e>
<Property>
<Nanme>Aut hent i cat i onType</ Name>
<Val ue>HTTPBasi cAut henti cat i on</ Val ue>
</ Property>
<Property>
<Name>| sNewTar get Type</ Name>
<Val ue>no</ Val ue>
</ Property>
<SystemAttributes>
<l nci dent | D>B6096FBDB6FECI05E040020A780122F7</ | nci dent | D>
<Sour cel nf 0>
<Sour ceQj | nf 0>
<hj | D>D93A2E4E1622013D74D9534ECB090944</ Cbj | D>
<Cbj Nanme>or csvr 1. i wavesof t war e. conx/ Cbj Name>
<Chj Owner >SYSMANK/ Cbj Owner >
<Sour ceCbj Type>Tar get s</ Sour ceQhj Type>
<Sour ceCbj SubType>host </ Sour ceChj SubType>
</ Sour ceQvj I nf 0>
<Tar get I nf 0>
<Tar get GUl D>D93A2E4E1622013D74D9534ECB090944</ Tar get GUI D>
<Tar get Name>or csvr 1. i wavesof t war e. conk/ Tar get Nane>
<Tar get Type>host </ Tar get Type>
<Tar get TypeLabel >Host </ Tar get TypeLabel >
<Target URL>ht t ps://orcsvrl.iwavesoftware.com 7801/ enl redirect?
pageType=TARGET_HOMEPAGE&anp; t ar get Nane=or csvr 1. i wavesof t war e. com&anp; t ar get Type=host
</ Tar get URL>
<Tar get Property>
<Name>Tar get _Host </ Name>
<Val ue>orcsvr 1. i wavesof t war e. conx/ Val ue>
</ Tar get Property>
<Tar get Property>
<Name>Tar get Versi on</ Name>
<Val ue>5. 5. 0. 0. 0</ Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Li ne of Business</Name>
<Val ue>Sof t war e</ Val ue>
</ Tar get Property>
<Tar get Property>
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<Nane>Locat i on</ Name>
<Val ue>Frisco, TX</Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Comment </ Name>
<Val ue>Testing target properties</Val ue>
</ Tar get Property>
</ Tar get | nf 0>
</ Sour cel nf 0>
<I'nci dent URL>ht t ps: //orcsvr 1. i wavesof t ware. com 7801/ ent r edi r ect ?pageType=sdk-
core-event-consol e-detai | I nci dent &anp; i ssuel D=B6096FBDB6FECI05E040020A780122F7<
/1 nci dent URL>
<Aut 0oC ose>t rue</ Aut oCl ose>
<Owner/ >
<Resol uti onSt at e>cl osed</ Resol utionStat e>
<Acknow edge>f al se</ Acknow edge>
<Escal at ed>f al se</ Escal at ed>
<Escal ati onLevel >0</ Escal ati onLevel >
<Priority>None</Priority>
<Summary>Menory Utilization is 81.791% fallen bel ow warning (98) and
critical (99) thresholds. </ Summary>
<CreationDat e>2012-01- 10T16: 07: 54. 000- 06: 00</ Cr eat i onDat e>
<Last Updat edDat e>2012- 01- 10T16: 11: 01. 000- 06: 00</ Last Updat edDat e>
<Cat egor y>Capaci t y</ Cat egor y>
<Severity>C ear</ Severity>
<SeverityCode>CLEAR</ SeverityCode>
</ SystemAttri but es>
<HasEMEvent >t r ue</ HasEMEvent >
<EMEvent >
<Connect or GUI D>5F8B3F54D2164AA8B4D3701656FF2524</ Connect or GUl D>
<Noti ficationRul eOwner >SYSMANK/ Not i fi cati onRul eOaner >
<NotificationRul eName>HPSM 9 Aut ocl ose Rul e</ Noti fi cati onRul eName>
<Connect or Vari abl e>
<Vari abl eNanme>TI CKET_| D</ Var i abl eNane>
<Vari abl eVal ue>I ML0237</ Vari abl eVal ue>
</ Connect or Vari abl e>
<Property>
<Name>Aut henti cati onType</ Name>
<Val ue>HTTPBasi cAut henti cati on</ Val ue>
</ Property>
<Property>
<Name>| sNewTar get Type</ Name>
<Val ue>no</ Val ue>
</ Property>
<SystemAttributes>
<Event C ass>metric_al ert</Event O ass>
<Event | D>B609743F7D32A971E040020A78012529</ Event | D>
<Sequencel D>B609743F7D2EA971E040020A78012529</ Sequencel D>
<Report edDat €>2012- 01- 10T16: 11: 00. 000- 06: 00</ Repor t edDat e>
<Di spl ayTZ>Aner i cal/ Chi cago</ Di spl ayTZ>
<Event Name>Load: mensedPct </ Event Nane>
<Severity>C ear</ Severity>
<SeverityCode>CLEAR</ SeverityCode>
<Sour cel nf 0>
<Sour ceQbj I nf 0>
<(bj | D>DI93A2E4E1622013D74D9534ECB090944</ Chj | D>
<Cbj Nane>or csvr 1. i wavesof t war e. conx/ Cbj Name>
<Cbj Owner >SYSMANK/ Cbj Owner >
<Sour ceChj Type>TARCGET</ Sour ceChj Type>
<Sour ceOhj SubType>host </ Sour ceChj SubType>
</ Sour ceQvj I nf 0>
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<Tar get | nf 0>
<Tar get GUI D>D93A2E4E1622013D74D9534ECB090944</ Tar get GUI D>
<Tar get Nane>or csvr 1. i wavesof t war e. conx/ Tar get Name>
<Tar get Type>host </ Tar get Type>
<Tar get TypeLabel >Host </ Tar get TypeLabel >
<Target URL>htt ps://orcsvrl.iwavesoftware.com 7801/ en redirect?
pageType=TARGET_HOMEPAGE&anp; t ar get Nane=or csvr 1. i wavesof t war e. comganp; t ar get Type=host
</ Tar get URL>
<Tar get Property>
<Name>Tar get _Host </ Name>
<Val ue>orcsvr 1. i wavesof t war e. conx/ Val ue>
</ Tar get Property>
<Tar get Property>
<Name>Tar get Versi on</ Name>
<Val ue>5. 5. 0. 0. 0</ Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Li ne of Business</Name>
<Val ue>Sof t war e</ Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Locat i on</ Name>
<Val ue>Frisco, TX</Val ue>
</ Tar get Property>
<Tar get Property>
<Nanme>Coment </ Name>
<Val ue>Testing target properties</Val ue>
</ Tar get Property>
</ Tar get | nf 0>
</ Sour cel nf 0>
<Message>Menory Utilization is 81.791% fallen bel ow warning (98) and
critical (99) threshol ds. </ Message>
<Event URL>htt ps: //orcsvrl. i wavesoftware. com 7801/ em redirect ?
pageType=sdk- cor e- event - consol e-
det ai | Event &anp; i ssuel D=B609743F7D2EA971E040020A78012529</ Event URL>
<Aut 0oC ose>t rue</ Aut oCl ose>
<Event Cat egor y>Capaci t y</ Event Cat egor y>
</ SystemAttri butes>
<Event O assSpeci fi cAttributes>
<StringAttribute>
<Name>i s_t hr eshol dabl e</ Nane>
<Val ue>1</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>col | _nane</ Nane>
<Val ue>LoadLi nux</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>i s_netri c_ext ensi on</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri ¢c_col umm_r esbundl e</ Name>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>netric_description_resbundl e</ Name>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>uni t _r esbundl e</ Name>
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<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>cycl e_gui d</ Name>
<Val ue>B609743F7D2AA971E040020A78012529</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>i s_r enot e</ Nane>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>netric_t ype</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri ¢c_gui d</ Name>
<Val ue>86821B5F0CE858D6E4A7TF7390E88B73C</ Val ue>
</ StringAttribute>
<StringAttribute>
<Nanme>num keys</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>key_val ue</ Nane>
<Val ue> </ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>netric_description_nl si d</ Name>
</ StringAttribute>
<StringAttribute>
<Nane>val ue</ Name>
<Val ue>81. 791</ Val ue>
</ StringAttribute>
<StringAttribute>
<Nane>i s_| ong_r unni ng</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_group</ Nane>
<Val ue>Load</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>i s_udnx/ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_descri pti on</ Name>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_col um_nl si d</ Name>
<Val ue>host _| oad_memJsedPct </ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri ¢c_col unm</ Nane>
<Val ue>menmJsedPct </ Val ue>
</ StringAttribute>
<StringAttribute>
<Nane>uni t _nl si d</ Nane>
<Val ue>em _sys__standard_percent </ Val ue>
</ StringAttribute>
<StringAttribute>
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<Nane>uni t </ Nane>
<Val ue>%/ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_group_nl si d</ Name>
<Val ue>host _| oad</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_group_reshundl e</ Nane>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>severity_gui d</ Nanme>
<Val ue>B609743F7D30A971E040020A78012529</ Val ue>
</ StringAttribute>
</ Event Cl assSpeci fi cAttribut es>
</ EMEvent >
</ EM nci dent >

E.4 Reopen Example

ORACLE

The following example shows the XML format Enterprise Manager generates for HP
Service Manager reopen operations.

<?xm version="1.0" encodi ng="UTF-8"?>
<EM nci dent xm ns="http://xmn ns. oracl e. com sysman/ connect or " >
<Connect or GUI D>5F8B3F54D2164AA8B4D3701656FF2524</ Connect or GUI D>
<Ti cket | D> MLO257</ Ti cket | D>
<HDUser >i wave</ HDUser >
<Not i ficationRul eOwner >SYSMANK/ Not i fi cati onRul eOaner >
<Not i fi cati onRul eName>HPSM 9 Aut ocl ose Rul e</Noti fi cati onRul eName>
<ReopenTi cket >Yes</ ReopenTi cket >
<Connect or Vari abl e>
<Vari abl eName>TI CKET_| D</ Var i abl eName>
<Vari abl eVal ue>| ML0237</ Var i abl eVal ue>
</ Connect or Vari abl e>
<Property>
<Nanme>Aut hent i cat i onType</ Name>
<Val ue>HTTPBasi cAut hent i cat i on</ Val ue>
</ Property>
<Property>
<Name>| sNewTar get Type</ Name>
<Val ue>no</ Val ue>
</ Property>
<SystemAttributes>
<l nci dent | D>B6096FBDB700C905E040020A780122F7</ | nci dent | D>
<Sour cel nf 0>
<Sour ceQbj I nf 0>
<hj | D>D93A2E4E1622013D74D9534ECB090944</ Cbj | D>
<Cbj Nanme>or csvr 1. i wavesof t war e. conx/ Cbj Name>
<Chj Owner >SYSMANK/ Cbj Owner >
<Sour ceCbj Type>Tar get s</ Sour ceQhj Type>
<Sour ceCbj SubType>host </ Sour ceChj SubType>
</ Sour ceQvj I nf 0>
<Tar get I nf 0>
<Tar get GUl D>D93A2E4E1622013D74D9534ECB090944</ Tar get GUI D>
<Tar get Name>or csvr 1. i wavesof t war e. conk/ Tar get Nane>
<Tar get Type>host </ Tar get Type>
<Tar get TypeLabel >Host </ Tar get TypeLabel >
<Target URL>ht t ps://orcsvrl.iwavesoftware.com 7801/ enl redirect?
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pageType=TARGET_HOMEPAGE&anp; t ar get Nane=or csvr 1. i wavesof t war e. comganp; t ar get Type=host
</ Tar get URL>

<Tar get Property>
<Name>Tar get _Host </ Name>
<Val ue>orcsvr 1. iwavesof t war e. conx/ Val ue>
</ Tar get Property>
<Tar get Property>
<Name>Tar get Versi on</ Name>
<Val ue>5. 5. 0. 0. 0</ Val ue>
</ Tar get Property>
<Tar get Property>
<Name>Li ne of Busi ness</Nane>
<Val ue>Sof t war e</ Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Locat i on</ Name>
<Val ue>Frisco, TX</Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Coment </ Name>
<Val ue>Testing target properties</Val ue>
</ Tar get Property>
</ Tar get | nf 0>
</ Sour cel nf 0>
<I'nci dent URL>ht t ps: //orcsvr 1. i wavesof t ware. com 7801/ ent r edi r ect ?pageType=sdk-

core-event - consol e-det ai | I nci dent &anp; i ssuel D=B6096FBDB700C905E040020A780122F7
</ I nci dent URL>

<Aut 0oC ose>t rue</ Aut oCl ose>

<Owner/ >

<Resol uti onSt at e>new</ Resol uti onSt at e>

<Acknow edge>f al se</ Acknow edge>

<Escal at ed>f al se</ Escal at ed>

<Escal ati onLevel >0</ Escal ati onLevel >

<Priority>None</Priority>

<Summary>Menory Utilization is 81.65% crossed warning (44) or critical
(66) threshol d. </ Sunmary>

<CreationDat e>2012-01- 10T16: 13: 04. 000- 06: 00</ Cr eat i onDat e>

<Last Updat edDat e>2012- 01- 10T16: 13: 04. 000- 06: 00</ Last Updat edDat e>

<Cat egor y>Capaci t y</ Cat egor y>

<Severity>Critical </ Severity>

<SeverityCode>CRI Tl CAL</ SeverityCode>

</ SystemAttri but es>
<HasEMEvent >t r ue</ HasEMEvent >
<EMEvent >

<Connect or GUl D>5F8B3F54D2164AA8B4D3701656FF2524</ Connect or GUI D>
<Not i ficationRul eOmner >SYSMAN</ Not i fi cati onRul eOaner >
<Not i ficationRul eName>HPSM 9 Aut ocl ose Rul e</Notifi cationRul eNanme>
<Connect or Vari abl e>
<Vari abl eNanme>TI CKET_| D</ Var i abl eNane>
<Vari abl eVal ue>l ML0237</ Var i abl eVal ue>
</ Connect or Vari abl e>
<Property>
<Name>Aut hent i cati onType</ Name>
<Val ue>HTTPBasi cAut henti cat i on</ Val ue>
</ Property>
<Property>
<Name>| sNewTar get Type</ Name>
<Val ue>no</ Val ue>
</ Property>
<SystemAttributes>
<Event O ass>metric_al ert</Event O ass>
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<Event | D>B609743F16C20220E040020A78012524</ Event | D>
<Sequencel D>B609743F16C30220E040020A78012524</ Sequencel D>
<Report edDat >2012- 01- 10T16: 13: 04. 000- 06: 00</ Repor t edDat e>
<Di spl ayTZ>Aner i cal/ Chi cago</ Di spl ayTZ>
<Event Name>Load: memJsedPct </ Event Name>
<Severity>Critical </ Severity>
<SeverityCode>CRI Tl CAL</ SeverityCode>
<Sour cel nf 0>
<Sour ceQhj I nf 0>
<(bj | D>D93A2E4E1622013D74D9534ECB090944</ Chj | D>
<(bj Nane>or csvr 1. i wavesof t war e. conx/ Cbj Name>
<(bj Owner >SYSMANK/ Cbj Owner >
<Sour ceOhj Type>TARCGET</ Sour ceChj Type>
<Sour ceOhj SubType>host </ Sour ceChj SubType>
</ Sour ceQvj I nf 0>
<Tar get | nf 0>
<Tar get GUI D>D93A2E4E1622013D74D9534ECB090944</ Tar get GUI D>
<Tar get Nane>or csvr 1. i wavesof t war e. conx/ Tar get Name>
<Tar get Type>host </ Tar get Type>
<Tar get TypeLabel >Host </ Tar get TypeLabel >
<Target URL>htt ps://orcsvrl.iwavesoftware.com 7801/ en redirect?
pageType=TARGET_HOMEPAGE&anp; t ar get Nane=or csvr 1. i wavesof t war e. comganp; t ar get Type=host
</ Tar get URL>
<Tar get Property>
<Name>Tar get _Host </ Name>
<Val ue>orcsvr 1. i wavesof t war e. conx/ Val ue>
</ Tar get Property>
<Tar get Property>
<Name>Tar get Versi on</ Name>
<Val ue>5. 5. 0. 0. 0</ Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Li ne of Business</Name>
<Val ue>Sof t war e</ Val ue>
</ Tar get Property>
<Tar get Property>
<Nane>Locat i on</ Name>
<Val ue>Frisco, TX</Val ue>
</ Tar get Property>
<Tar get Property>
<Nanme>Coment </ Name>
<Val ue>Testing target properties</Val ue>
</ Tar get Property>
</ Tar get | nf 0>
</ Sour cel nf 0>
<Message>Menory Utilization is 81.65% crossed warning (44) or
critical (66) threshold.</Mssage>
<Event URL>htt ps: //orcsvrl. i wavesoftware. com 7801/ em redirect ?
pageType=sdk- cor e- event - consol e-
det ai | Event &anp; i ssuel D=B609743F16C30220E040020A78012524</ Event URL>
<Aut 0oC ose>t rue</ Aut oCl ose>
<Event Cat egor y>Capaci t y</ Event Cat egor y>
</ SystemAttri but es>
<Event O assSpeci fi cAttributes>
<StringAttribute>
<Name>i s_t hr eshol dabl e</ Nane>
<Val ue>1</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>col | _nane</ Nane>
<Val ue>LoadLi nux</ Val ue>
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</ StringAttribute>
<StringAttribute>
<Name>i s_netri c_ext ensi on</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_col umm_r esbundl e</ Name>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>netric_description_resbundl e</ Name>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>uni t _r esbundl e</ Name>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>cycl e_gui d</ Name>
<Val ue>B609743F16BF0220E040020A78012524</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>i s_r enot e</ Nane>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>netric_t ype</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri ¢c_gui d</ Name>
<Val ue>86821B5F0CE858D6E4ATF7390E88B73C</ Val ue>
</ StringAttribute>
<StringAttribute>
<Nanme>num keys</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>key_val ue</ Nanme>
<Val ue> </ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>netric_description_nl si d</ Name>
</ StringAttribute>
<StringAttribute>
<Nane>val ue</ Name>
<Val ue>81. 65</ Val ue>
</ StringAttribute>
<StringAttribute>
<Nane>i s_| ong_r unni ng</ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_group</ Nane>
<Val ue>Load</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>i s_udnx/ Name>
<Val ue>0</ Val ue>
</ StringAttribute>
<StringAttribute>
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<Name>net ri c_descri pti on</ Name>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_col unm_nl si d</ Name>
<Val ue>host _| oad_memJsedPct </ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri ¢c_col um</ Nane>
<Val ue>menmJsedPct </ Val ue>
</ StringAttribute>
<StringAttribute>
<Nane>uni t _nl si d</ Nane>
<Val ue>em _sys__standard_percent </ Val ue>
</ StringAttribute>
<StringAttribute>
<Nane>uni t </ Nane>
<Val ue>%/ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_group_nl si d</ Name>
<Val ue>host _| oad</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>net ri c_group_reshundl e</ Nane>
<Val ue>oracl e. sysman. enl . rsc. gen. host Msg</ Val ue>
</ StringAttribute>
<StringAttribute>
<Name>severity_gui d</ Nanme>
<Val ue>B609743F16BF0220E040020A78012524</ Val ue>
</ StringAttribute>

</ Event Cl assSpeci fi cAttribut es>
</ EMEvent >
</ EM nci dent >
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