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Introduction

System Center Service Manag@eta 1clearly aims to deliver more than just a rofrthe-mill helpdesk
ticketing system, bua comprehensiveolution for IT operationmmanagement In fact, the ITlconcepts
directly or indirectly referencethroughout are enough to make the M@iverse stand up and take
notice. In this article, | wilsharemy preliminary observations related froduct functionalityin the
Beta 1 releasand a few of the marquee features, and follow that up with a quictalteion
walkthrough.With the ink still wet on the Service Manger Beta 1 documentationfaous at this point
is simpl to educateby shaing some information and initidmpressions of the new platform

NOTEFor those unfamiliar with the IT Infrastiuli dzZNB [ A 0 Bldopidvidedsbrmielinks) = L Qf €
throughout this article to some quick definitions and additioredding on the topic.

Itis clear that MS intends toapitalize ortheir native advantages in the integration department,

providing connector$o Active Directory user data and hardware / software asset data housed in SMS

2003.My first impression of the product is that itpsetty big, and by big | mean physically. &2 dzQf f
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that to knock the product. We all know there is no such thing as a free lunch. With functicftdity

comes a certain amount of complexity bgcessity.

While mid-market enterprise shopping for a helpdesk solution may be put off by the infrastructure
requirements | think this product will play well in the enterprise space in a field littered with players
that lacktight and easily implementkintegration with systems management platfornitie reporting
engine, based on SQL 2005 Reporting Services, is also going fair well against the conmijeditiegree
to whichall this will spur enterprises to shun best-breedsolutionsin favor of eag integration and the
promise of data convergence will be interesting to witness.

Features and Functionality

Service Managatirectly or indirectly supports aumber of ITL disciplines, including Incident

Management, Change Management, Asset Managenaamd,ProblemManagement énd afew others
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User Interfaces

TheService Manager Consois the user interface that allows users to access the features of Service
Manager. Additionally, Service Mager includes 8elf-Service Portal which provides a web interface

to help end users help themselves through knowledge base searches for common problems
troubleshootingissues, as well as to create help requests to get assistance from Help Desk personnel
reducing the overall support burden of ti&ervice Desk


http://en.wikipedia.org/wiki/Information_Technology_Infrastructure_Library#Service_Desk
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functionality,building on thicommon themeasdelivered in thepreviously release@ystem Center
products, likeOperations Manager and Essentials 2007.
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The SelService Portal uses Office SharePoint Se206i7, which allows users to customize the interface

to suit their preferences. This feature requires Active Directory users to be imported iz tive

Directory Connector Wizard in the Service Manageonsole. Users imported from Active Directory are
automatically configured with the necessary administrative rights. Conveniently, the wizard offers a

scheduling feature, allowing daily or weekly import of users from the target Active Directory.
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Figue 2 - Active Directory Connection Wizard

Incident Management

Thelncident Managemenfeature provides maitaining ofdetailed records and monitarg ofincidents
reported by end userdT support analystsanrecordthe details of incidents reported by end usdng
phone The SelServe Portahlso allows users to submit incidents directly without callingHedpdesk.

The defaultNew Portal Incident Notificatiorrule, whichdefined the behavior of newervice requests
logged via theSeltServe PortalAdditional rules can be created to customize this behavior to suit the
organization.

Change Management

TheChange Managemerfeature in Service Manager, you can submit change requests for hardware
and software assets within your organizatidgdustomizable workflow provides some automation to the
approval process (the Change Management feature requires users, assetsraldnetification be
configured prior to first use).

Change requests can be linked to specific assets, incidents logtiedsystem, as well as other change
requestsjendingsupport tothe Problem Managemenprocess in thgivenenvironment. As the
associated items are updated in the process of change and incident management, the affected linked
items are automatically updatedind by accommodating the relationships in this automated way, the
product delivers a sethaintainingConfiguration Management Dataiise(CMDB)at least to the degree
these links are utilized to establish the requisite relationships.

This addresses a belief | have long held, which is ttuetasses automated to thgreatest degree
practical are the most likely to be successfully implemented in the long fEhims.linking feature
addresses a key aspect of Configuration Management, whiaejsing the CMDB up to date.

Asset Management

TheAsset Managemenfeature Service Managr categorizes assets in one of threstegories: system,
hardware and software. If Syhs Management Serv@003 SP& installed in your environment, asset
data can be imported automatically. For those lacking SMS, assets can be entered manually. Service
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manager actually maintains a catalog of the various asset types (roughly corresptmnthiadefinitive
Software Library and Hardware Statefined by ITIL). The process flow controlling asset entry into the
catalog can be controlled and customized by the IT organization via the Asset Management solution
pack.

Microsoft InfoPath can be &gl to author custonform templatesfor any of the aforementioned
disciplineseasing theask of customization to the target environment.

Reporting

Service Manager includes a reporting feature including a data warehouse, with a small number of
reports inbeta 1 corresponding to the Incident, Change and Asset management features central to the
product. It will be interesting to learn over time what integration will be provided to incorporate
warehouse data from other System Center produBsportsin my la took longer to render than | was
willing to wait in my initial tour through the produdio doubt a dedicated data warehouse would

resolve that issue.

Installing Service Manager

Hardware Sizing Recommendations:

Read these carefully in the beta documeatibn, as the hardweae requirements are substantiglthis is
not a small app when all prerequisites are consideheéeting the recommended GBof RAM is
definitely recommended, as well as dedicated couple of physical disks. In this trial in a very sizable
virtual lab environment, additional hardware resources were provisioned after installation to bring
application performance to a reasonable/és.

Lab specifications:

The lab environment was purposefully configured with a disjointed DNS namespace to determine if the
application was susceptible to the same issues encountered in Operations Manager and Essentials
reporting componentsTo the crediof the design team, Service Manager had no trouble with the
domain namespace.

Server,TM_W2K3E_APRE
AD Domain momresources.or@gNetBIOS: PETE

1. OntheComponents Selectioscreen complete install is the only option | was given. This is
certainly jus a beta 1 limitationDistributed installations should be supported in later releases.
You can choose the volume where the application binasidsbe installed.
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2. The nextscreenpresents system compliance to application prerequisites. The list of
prerequistes is quite lengthy and including the following

e Office SharePoint ServeaviDS$2007Enterprise
e SQL 2005 and SRS with SP2

e _.NET 2.0 and 3.0 Frameworks

e 1IS6.0

WARNINGWhen the SharePoint install was complete, the default website containin§@leReporting
Services instance would no longer render due to a conflict with a default SharePoint site labeled
BharePoint80Q® L 0 dzYLISR cyi K8 W4 €5 NB ethek stafted & defaildt Ndbsité y R
successfully.

3. On theAccountinformation screen, provide a domain user account with administrative rights
on the Service Manager server. This account does not require Domain Admin permissions.

4. Additionally, provide a domain group for provisioning administrative access to Service éflanag
for additional users.
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5. On theConfiguration Management Databasasreen, select the SQL instance that will be used
to host all Service Manager databases. As seen in the screenshot below, some configuration
options are unavailable in the beta.



