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Outline
2 f
0 ITSM Migrations: Difficult; No Tools
0 How Meta-Updatee® Handles Migrations
0 Meta-Updatee Benefits
0 Sample Migration (Background, Live Demo)
0 A look at Meta-Updatee® Scripting

0 More Information
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Obijectives/Results

-4
> Obijectives
> Learn what’s involved in an ITSM 6 to 7 data migration

> Learn how Meta-Update® facilitates all requirements for a
successful data migration

> Results
> A live ITSM 6 to 7 migration will be demonstrated

» Skills developed
> An introduction to Meta-Update® scripting
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ITSM Data Challenges

N

o The ITSM 7 Suite contains:

> 1,800 Forms

» 25,000 Active Links

» 8,000 Filters Data is represented by a
complex web of differently

> 500 Join Forms related records and tables.

Reference fields and tables are completely undocumented.




ITSM Data Challenges

.54

0 The ITSM 7.6 Suite contains:

> 2700 Forms 1,800

» 36,000 Active Links 25,000

> 18,000 Filters 8,000 Datais represented by a
complex web of differently

> 800 Join Forms 500 related records and tables.

Reference fields and tables are completely undocumented.




ARS Data Challenges

o All ARS Applications represent “Requests” by
trees of data records.

o Records Iin different forms are connected by
referencing data in those records.

[ Ch ] Request Id Three different keys
e Change Number for a single table.
Instance Id

Dependent tables
have their own set of

| Workitss Request Id different keys and
» s Instance ld various combinations
(| Approvers of their parent’s keys.

Change Request Id
- Change Number
| Approvals Change Instance Id

—




ITSM Data Challenges

o Support Staff Example

C1-12
S C1'29<|;|1 o A symbolic name must
Grou 5 197” be looked up and the
: s new ID reference
People T assigned.

Association
P1-1142 C1-12 G1-134
Group G2 - 213 —

G2 - 427

Group
Association

P1-1142 C1-12 G2-427




ITSM Data Challenges

iMigrating data across environments

* Once Foundation Data changes are developed and tested there is no
sure way to extract these changes and merge them correctly on a
different server.

[Migrating data across ITSM releases

* |TSM release changes are significant undertakings. The conventional
advise is to not migrate data because of the difficulty in automating
data cleansing and migration into mismatching schemas and field sets.

[Automating Imports, Customer On-boarding

« Canbea omplex, time consuming, expensive ARS or ITSM
development task using staging forms and merge workflow.




Challenges in Migrating to ITSM 7

Data cleansing

« |ITSM data is validated. Addresses and model names for example,
need to be looked up against other defining tables. There is no tool
that allows you to automate validation and transformation rules.

 Dissimilar Data Schema |

« Completely different and more complex table structure in [TSM 7. Diary
fields need be converted to records. Attachments must be moved.
Completely different Company, Person, Support, Groups, Rights, in
short, Foundation Data structures.

| Following chains of related records

* Aprimary cause of difficulties with any extract, import, report, validation
- any data operation, on a complex tree of data.
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Ways of Automating Migrations

| I —

(/

Manual exports to
CSVs, Excel to
change values,

manual imports.

Automated with
staging forms and

import workflow:
a time-
consuming,
expensive
Workflow Project.

supplied
templates.

Can’t use your
own or handle
different sources.

Manual validation

and firing.

Automated with
staging forms
and import
workflow.

Automated with
complex Merge
workflow.

May require
changes to
application.

Workflow Project
can approach API
costs.

Sure way to
automate.

Expensive and
slow to develop.

Usually needs
outside, non-
Remedy staff.

A ( N ( N ( N ([
ARS Import |€Mplate- | Panacea API
Ex of')t based Migrator Perl SQL
: Products DSO AIE Javac
T Mustuse 2

Dangerous to the
integrity of the
ARS system data.

Expensive and

slow to develop.

Usually needs
outside, non-
Remedy staff.

~
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Meta-Update Migration Automating

|

/

~

( No Server\ f [ [ Efforts
Scripting Changes No API Any Costs
Tool NoWorkflow Needed Sources e

Meta-Update
reads a simple
ASCII script file,
and performs
your functions
through the API.

Replete with look-
ups, value
transforms, file
facilities,
messaging and
error handling.

No server
changes at all.

No staging forms
and complex
Merge workflow.

No changes to
00TB
applications.

No API
programmers.

No time-
consuming,
expensive,
frustrating
development
projects.

Your ARS staff
easily implement
any automation.

Handle CSVs of
any type — even
with line feeds.

Handle your own
developed
templates.

Apply automatic

value transforms.

Use CSVs as
Look Ups.

ROl is typically
its first use.

Reduce efforts
and time to
delivery by an
order of
magnitude.
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Comparison of Automation Costs

224
> ITSM 6 to ITSM 7 Migration

Based on estimates for an unrealized
migration, a real migration implemented
with Meta-Update, and an inadequate partial
migration implemented with ARS facilities.

Note that conversion of Diary entries into
Work Logs is not possible without Meta-
Update or the ARS API.

Partial | Estimated Meta-
Migration | Migration | Update

Months 7 24 3




Comparison of Automation Costs

> ITSM 6 to ITSM 7 Migration

Unrealized Estimated

Robust Migration \““\\ 3 24




Migration Milestones

Initial ,
Consult )
Post A
Delivery e . Fixed Price
Support

N

Migration Data :
Weekend Summary /

W

Meta-Updéte
Full ) \ i
Mapping

Migration '
g Sessions

Tests

N N

Data ) Selected \
Cleansing Trees _.

A N
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Demo of a ITSM 6 to 7.6 Migration

On-boarding
CSVs Translates
ARS
Meta:Update

ITSM6

|‘ N | lem
(_Production Data Migrations, New System
Imports, Batch .
. Output fi
Op-eratlnns C3V, htrnF:I!,lIJ}‘II"u’IIf:S
Report fies,
processes.
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Demo: ITSM 6 to 7.6 Migration

S
> We'll now move to the Demo part of the presentation

> We'll start by showing you a running ITSM 6 server
and a partially migrated 7.6.03 ITSM Suite

> WEe’'ll run the Help Desk to Incident script in debug
mode with an editor open to walk through a bit of it

> We’'ll let it run to completion and examine the results
with the User tool
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ITSM 6: HD Case 8

B Help Desk Case (Modify)

Help Desk Cases - Matc!

Priarity™ Statuz Categan™

Lo t] it ce
HO 0000000000003 edium Clozed IT Services Account Administration [P Aszzignment Or Change Meed an [P
HO 000000000001 0 High Clozed Metwarking Accesz to Files/Driver  Permizzions Error wihen ¢
HO 000000000001 3 Lo Clozed Saftware Other Report ‘whiter Errar using r
HO 000000000001 5 Iediurm Clozed M etwarking AccesstoFiles/Drives  Configuration Cannat map e
WM ANNNNNNNNNM & | st Mlaead F arilitias Fuumitira Memacentan  Chaic [ .
<

Remedy Remedy IT Service Management for the Enterprise |

Help Desk Case

Summary™ |I need an ergonomic assessment. ﬂ J Case Type™ ’m
Descriplion'|l amn having back pain and J L3sa i+ ’M Status™ ’m
Category™ |Facilities ﬂ Group+ ’W ﬂ Pending ’—L|
Type™ |Ergon0mics ﬂ Individual+ Felix Fac ﬂ Closure Code ’W
Item™ |Assessment ﬂ Request Impact ’h‘ E zcalated? ’m

Auto-Redssigil Priority= Low -

Requester Information  Activity l Duplicates] Solutions] Tasks] SLas ] Helatedltems] Problem Management] Attachments]

Casze Log Time Information

wiotk Log ‘l Assigned ,m J
it Tra Resolved ’m J
Time Spent Resolving Case Az Time | 20/09/2002 1:29:34 &M J
Estimated Total Time m Create Date | 20/03/2002 1:29:00 &M J
Start Time ’— | Start Clock | Stop Clack Dther Activities
Request Heassignmentm
Time Spent [min) 0 = Incident Reazon Code ﬂ
Tatal Time Spent [min]ISD—

Save Frint Case | Hepoltsl Bulletin Board| Fieminders Create Prablem Cloze | Help
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ITSM 6: HD 8: Requester Profile

Categorny™

zzighment O Change
Permizsions

ervices
Metworking

ffua

HD 0000000000010
HD 0000000000013 Low

HOO00000000001 5 Medium
HPONANNNNNNNM &

Access to Files/Drives

Person Information
Help Desk Case

Summary™ || need an erganomic Login™ |Elica Engineer Last Name®|Engineer Support 5taff?* |No -
Deszcription™ || am having back pai D |2D22 First Mame  |Erica Type® Internal -

Category™  |Facilties Status® |Active ﬂ Full Name* |Erica Engineer J WP MNa -

Type™ Ergonamics Training @ Manager? Mo -
Item™ Agzessment

Auto-Redszial

Contact I Pager ] Address] Financials]

. Hotification Method™ | Email | Hegion LS4 ﬂ Qffice 174
Requester Information ] Activity ] n]
Email Address efica Site: 25 B ay St, Mountain Wie ﬂ I anager's Mame+
Eriza Engineer

Login™+

Fhone Mumber 222.221 Department | Engineering ﬂ ‘wieb Page
Hame*+ Erica Engineer

Fax Mumber 2222220
WIP Mo

Phone

Requester's Cases

HOO00000: Printer is n iwhork. In P

Wiew Refresh Save Close Help
Save | Print Case | Reports | BUletn Board | Rermnoers Tieate Prooemn [ Those

i
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ITSM 6: Attachments Needed

Surnmary® A

3 E: A ienk | heed an e

HO 0000000000003 I ediurm IP Aszsignment Or Change Meed an P
HO 000000000001 0 High Cloged Metwarking Access to Files/Drives  Permissions Errar when ¢
HOO00000000001 3 Lo Clozed Software Other Fieport writer Errar using r

HOD 000000000001 5 14 ediurm Cloged M etwarking Access to Files/Drives  Configuration Cannat map
HIM ANANNNNANAMT & | rust Mlavad F arilifias Fuirmih rathmrasennias  Chair naad Auast

< I ]

Remedy Remedy IT Service Management for the Enterprise

Help Desk Case

Summary™ |I heed an ergonomic assessment. ﬂ J Caze Type'lm
Deszcription®|| am having back pain and J L3 e W Statug® lm
Categorp™ |Facilities ﬂ Group+ W ﬂ Pending l—Ll
Type™® |Ergonomics ﬂ Individual+ Felix Fac ﬂ Closure Code IW
Item™ |Assessment ﬂ Fequest Impact ’h Ezcalated? Mo -

Auto-FRedssignl Priority™ Low hd
Hequesterlnfolmation] Activity] Duplicates] Solutions] Tasks] SLAs ] Helatedltems] Prablem Management  Attachments l
Attachments
File: MNarme | Size | Attach... |
Attach...
Attach...
Attach...
Save Print Case | Feports | Bulletin Board | Reminders Create Problem Cloze | Help
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Meta-Update Scripting

.

Initial Assignments
ion?
Iteration .

e Sy S i
Qﬂ? @ egerysql>  <File—> @
Apply value interpretation
ad

and trans formation rules

L N| Lo
z‘E—V nothing next ARS record next SQL row next File row next Value
Pre-output Assignments
Output . L o Submit L
<Vom> @tpu} @aat% Modify 4@3 E§>
~ ol ~ Merg‘e' -
/ Create a new Createanew Create or modify /One ARS or: 7\
File / record ARS record an ARSrecord [ | File record
Output Assignments created or
Reload created or updated record "pday—\\/
Launch invoke other control sections iteratively :w Cerlon )
Post-output Assignments

Iteration?
Final Assignments
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ITSM 6: HD 8 Add Attachments

2010-18-14 10:40:06 .45
e :\Dta\BST\Dev\arutils\_samples\?18-I1TSM-6—-to—7> sthmupd?trcdbg HPD-6-AddAtt.ini Do —p HDBABABABABABA8 CI-Src.jpy

Meta—-Update Uersion 4.86 for ARS 1lib 7.8

(c> Copyright 1996-2018 by Software Tool House Inc.

wuwu.sof tuaretoolhouse.com

104040.444 i [Dol Qry: 1 of 1: HDARBRBBBBBBAAS Low Closed Facilit
104040.774 i [Dol Qry: 1 of 1: Merged schema: HPD:HelpDesk, Id: HDAPROANAABARAS 01dId=HDPRABAAABAAAAS
104040.775 i [Dol Qry: eof 1 record OK; B records with errors; total: 1.
104040.776 i Statistics:
104040.777 i Sections:
104040.778
1040
104040.779
104040.780
104040.780

Maximum section depth:
Assignment Sections:
Queries:

Query records:

OQutput Schemas:

errors: a

created
104040.782 updated <with @ skipped)
104040.783
104040.783
104040.784
104040 .785
104040.795

Output Schema records:

Qutputs OK:

OQutputs Errors:

OQutputs Aborts:

Input Errors:
terminating successfully in 9 sec.

OOORHREERKRRKRR

i
i
i
i
i
i
104040.781 i Output Schema records:
1
i
i
i
i
i

2010-10-14 10:40:40.80
e :\Dta\BST\Dev\arutils\_samples\?18-I1TSM-6-to—-?> sthmupd?trcdbg HPD-6-AddAtt.ini Do —p HDBBRBBAVBAABA8 CTI-xlate.jpy

Meta—Update Uersion 4.86 for ARS 1lib 7.0

(c)> Copyright 1996-2010 by Software Tool House Inc.

wwu.sof tuaretoolhouse.com

104113.868 i [Dol Qry: 1 of 1: HDARRRBBBBRBBAAS Low Closed Facilit
104114.128 i [Dol Qry: 1 of 1: Merged schema: HPD:HelpDesk, Id: HDBBBBBAAAARAAS 01dId=HDABBBBBBBBOOAS
104114.121 i [Dol Qry: eof 1 record OK; B records with errors; total: 1.
104114.121 i Statistics:
104114.122 i Sections:
104114.122 Maximum section depth:
104114.123 Assignment Sections:
1084114.124 Queries:
104114.124 Query records:
104114.125 OQutput Schemas:

i
i
i
i
i errors: 5]
i
104114.125 i Output Schema records:
i
i
i
i
i
i

created
104114.126 Output Schema records: updated <with 8 skipped)
104114.127 Outputs OK:

104114.127 Outputs Errors:
104114.128 Outputs Aborts:
104114.128 Input Errors:
104114.139 terminating successfully in 18

OOOHRREERHRRKE

2010-18-14 10:41:14.22
e :\Dta\BST\Dev\arutils\_samples\?18-1TSM-6—-to—7> sthmupd?trcdbg HPD-6-AddAtt.ini Do —p HDBABABABABANA8 CTI-xlate.xlsx.
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ITSM 6: Add Attachments

S

Administrator: Cmd

2010-18-14 10:40:06 .45
e :\Dta\BST\Dev\arutils\_s

Meta—-Update Uersion 4. -_lpdr
(c)> Copyright - -

wuu . sof twar HPFD:HelpDes=k,

104040.444 i [Dol Qry: 1

194048.774 i [Dol Qry: 1 i = "ELrg, CaseId:s"
184@48.775 i [Dol Qry: eo

184048. 776 | | Update = Hpd
Yez, NoWorkflow

Lzsign = Hpd-asg-upd

Merge

El [Hpd-asg-upd]
ECmd = @if ("SHpd, Lttachmentli"™ == "m)
Attachment]l = Arg, FleNme

i
i
i
i
i
i
i
i
i
i
i
i
i

194840.795 i terminating

2010-10-14 10:40:40.80 ECmd = glse
le =\Dta\BST\Dev\arutils\_s - R — . -
| ECmd = @if ("£Hpd, AttachmentZs™ == "m)
Meta-Update Uersiqn 4.8 )

(c> Copyright Attachment? = Arg, FleNme
| wuwyu.sof tvar
[194113.868 i [Dol Qry: 1 ACmd -

[1@4114.128 i [Dol Qry: 1 = elze

[184114.121 i [Dol Qry: o . . .
ué«14421isc&i$3c£° ZCmd = @if ("%Hpd, Attachment3$" == "m)
[1084114.122 i i )

[1@4114.122 LAttachment3 = Arg, FleNme
ECmd

[1@4114.123
[1@4114.124

BCmd = Lbort, E, Mo space for attachments in HPD:HelpDesk S5Hpd, 15
BCmd

104114.124
184114.125

ECmd = endif
terminating RCmd = endif

gelse

104114.126
[194114.127
184114.127
[194114.128
[184114.128
184114.139

1

i

i

i

i

i
1184114125 i

i endif

i

i

i

i

2010-18-14 10:41:14.22
k:\Dta\BST\Deu\arutils\_samples\?la—lTSH—G—to—?) sthmupd?trcdbg HPD-6-AddAtt.ini Do —p HDABABABABABANS CTI-xlate.xlsx.
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ITSM 6: Attachments Added

Priority* Status™ Surmmary®
HOoo d E rgonanmis I ik
HOO000000000009 Mediurm Clozed Account Administration [P Azzignment Or Change Meed an IP
HOO00000000aa1 0 High Claged Hetwarking Access to Files/Drives  Permizzions Errar when ¢
HOO00000000001 3 Lo Clozed Software Other Report writer Error using r

HOO00000000001 5 ediurn Clazed Hetwarking Access to Files/Drives  Configuration Carinot map
HRANANNANANNT & | e Mlarad Facilifias Eiimibradhcracennias  Chai ——

£ |

Remedy Remedy IT Service Management for the Enterprise

Help Desk Case

Summary™ |I need an ergonomic assessment. ﬂ J Case Type* ’m
Description® || am having back pain and J L3 e W Status™ ,m
Category™ |Facilities ﬂ Group+ W ﬂ Pending ,—L|
Type™ |Ergon0mics ﬂ Individual+ Felis Fac ﬂ Clozure Code ,W
Item™ |Assessment ﬂ Request Impact lh

Auto-Redssignl Priority* Low -

ik | heed an g

Egcalated?  |Mo -

Hequesterlnfolmation] Activit_l,l] Duplicates] Solutions] Tasks] Slag ] Helatedltems] Frablem M anagement  Attachments l

Attachments

File Narme | Size | Attach... |
¥eCl-Sre... 200KB  Aftach...
T 379KB  Attach...
BT, 16KE Attach...

Save Frint Case | Reports | Bulletin Board | Reminders Create Problem Cloze | Help
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ITSM 6: Notes Diary

Pricrity* Category®
Facilitie Erg 3 A, ent
IT Services Account Administration [P Azsighment Or Chatige

HOO00000000001 0 High Cloged Metworking Access o Files/Drives  Permizsions Emor when ¢
HOoooooa000001 3 Low Cloged Software Other Report 'writer Ermor using r
HOO00000000001 5 Medium Clozed okl hmmcuce = i sk obiow R —
HOANananannmnni g | s Cleaead

# Help Desk Case (sth-m3) -- Work Loj
File Edit Wiew

Diary Histary:
20/09/2002 3:47:.57 PM Felix Fac
H e|p Desk Case The ergonomic consulkant iz on site taday for the appointment.

21/09/2002 121833 AM Felix Fac
The consultant completed the azzessment and adjusted her work, area configuration,

Remedy IT Servic

Summary™ |I need an ergonomic asgeszment,

Description™ |I am having back pain and

29/10/2002 12:13:47 AM AR_ESCALATOR

Category™ |Facilities ﬂ Caze HDODDOODOOOQO02 was automaticaly clozed on 347499 2:47:03 PM.
Type™ | Ergonomics ﬂ
Item™ |.ﬁ.ssessment j
Auto-FRedssignl
Requester [nformation  dctivity ] Duplicates ] Solutio [ljlaw Edtor
Case Log
Wiork Log ‘
Audit Trail

Time Spent Resolving Case

Estimated Tatal Tirme |0 EI:
Start Time JI

Time Spent [min] ] 3:
Tatal Tirme Spent (min)| 30 |

Cancel

Save Print Case | Fleports| Bulletin Board|
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ITSM 6 to 7.6 Help Desk Migration

e Command Prompk

158747 _.334 1 [DoOnel Msg: Sample ITEM 6.8 to 7.8 migration script For Help Deszk; Uersion: 188

150748 .457 i [DoOnel] Msg: Default requester: CIM:People PPLAUBBABAEAOAS. Login: appadmin. Full Name: App Admin
150748 474 i [DoOnel Qry: 1 of 1: HDARAAAAABABAAAE Low Closed Facilit

150748 474 1 [DoOne] Qry: 1 of 1: Launching: 1 of 1 [DoHFD]
158748 474 [DoHPD]1 Msg: HPD: HDABBAARBBAARBAE haz no requester; using Submitter as requester and customer: Erica Engineer

158748 474 [DoHPD] Mzg: Doing attachmentsz on HPFD: HDEBEBBHRABBEAS

158748 .712 [DoHFD] One:

158748 712 [DoHPD]1 One: Launching: 1 of 4 [PplReql

158748 912 [PplReqgl Sqgl: 1 of 1: @,

158748 212 [PplReq] Sql:z 1 of 1: Msg: HPD: HDOARABPARABPAAR requester: Erica Engineer not found; using: appadmin instead

158751 287 [PplRegql] S5ql: eof 1 record OK: B records with errors; total:

158751 .287 [DaHPD] One: Launching: 2 of 4 skipped for Rif ("$HpdSceVl. DnGnntact$" == "1")PplCust

158751 287 [DoHPD] One: Launching: 3 of 4 [PplAsgl from @if ngdSPC, fAssigned To Group+$™ t= """ f& "SHpdSrc,. Assignee Login Hame$'
'_ Illl)P 1“
158751 ?24
150807 849
1568812.334
150812 849
1568812 _849
158812 _849
158812 _ 849
158812 _865
158812 _865
158812 _865
158812 _896
158812 _912
158813 .162
158813 177
158813177
158813.193
158839349
158839365
158839365
158839 .365
158839 .365
158839 724
158843 349
150843 349
158843 .349
150843 412
150843 412

[PplAsg]l Qry: eof B record OK; @ records with errors;: total: B.
[DoHFD] One: Launching: 4 of 4 [DoHFD-21
[DoHPD-21 One:
[DoHFD-21 One: rfLkpMew: Loading File GCTI-xlate.csv loaded for LooklUp [asg-H1t-CTI1
[DoHPD—21 One: FfDfGet: eof on CTI-xlate.csv; 31 records read + 1st field record
[DoHPD-21 One: »fLkpHew: File CTI-xlate.csv loaded for LooklUp [asg—¥1t—CTI1: 31 entries of 31 records with B skipped.
[DoHFD-2]1 One: rfLkpMew: Loading File CII-xlate.csv loaded for LookUp [asg-H1t-CTI-pl
[DoHFD-21 One: FfIMGet: eof on CTI-xlate.csv; 31 records read + 1st field record
[DoHFD-21 One: rfLkpHMew: File CTI-xlate.csv loaded for LooklUp [asg—¥1t—CTI-pl: 31 entries of 31 records with @ skipped.
[DoHPD—21 One: Msg: HPD: HDOBOUABBOBHOAHE hasz no requester; using Submitter as requester: Erica Engineer
[DoHFD—21 One: Merged schema: HPFD:Help Desk, Id: INCABBRARBROH162 01d1d=I1NCABRBRABAA1GZ
[DoHFD-21 One: Lauwnching: 1 of 8 [DollrkLogl
[DoWrkLogl Lp: 1 of Dry: 20828228, Felix Fac, The ergonomic consultant
[DollrkLog]l Lp:= 1 Update of HFD:WorkLog WLGAARABABAA162 skipped; no changes detected
[DollrkLog]l Lp:= 2 Dry: 2082-8%-21, Felix Fac. The conszultant completed
[DollrkLog]l Lp: 2 of Update of HPFD:WorkLog WLGARAAAARAA463 skipped; no changes detected
[DoMWrkLog]l Lp: 3 Dry: 20821029, AR_ESCALATOR. Case HDOBWAHWOBOAHEBE was
[DollrkLog]l Lp: 3 of 3: Update of HPD:UorkLog WLGAARBBAARB464 =zkipped; no changes detected
[DollrkLog]l Lp: eof 3 record OK; 8 records with errors; total: 3.
[DoHPD—21 One: Launching: 2 of 8 [DoWrkLog—-Att] from Bif ("$HpdSecl. DoAtt §" == "1">DolWrkLog-Att
[DollrkLog—-Att] One:
[DoWrkLog—Att] One: Merged schema: HPFD:WorkLog,. Id: WLGARGREAHEA465 01d41d4d-=-WLGOOBEROOAH465
[DollrkLog-Att]l One: 1 record OK; B records with errors; total:
[DoHFD-21 One: Lauwunching: 3 of 8 [DolrkLog—Regq—NWF1 from Bif ("$de3ch Dol L—-Reqg &' == "1"3DolWrkLog-Regq—NF
[DollrkLog—Reg—NF1 One:
[DoWrkLog—Req—HF1 One: Merged schema: HPD:WorkLog, Id: WLGARARABAAA466 01d1d-=-ULGABAARRRBB4G6
[DollrkLog—Reg—NF1 One: 1 record OK; B records with errors; total:

nwwwwwwmwwwwmwwwwmwwwwwwwwwwwwwwwwzwwwzw
=)
=4
[RYRTRATRTN!
it

158843 412 [DoHPD-21 One: Launching: 4 of & sklpped for @if ("SHpdSecl, DolL- Cust &' == " "3DoWrkLog—Cust—NF

150843 412 [DoHPD-21 One: Launching: 5 of 8 skipped for @if ("SHpdSrc. _dataport:Express" == "Yes" && ("SHpdSrc. Prioritys" ==
"Urgent" {1 "SHpdSrc. Priority$" == "High"

158843 412 i [DoHFD-21 One: Launching: 6 of & [DoAudLogl

158844 537 i [DoAudLog] executing waiting $PROCESSS Application—Query-Delete—Entry HPD:HelpDesk_ AuditLogSystem ’Original Request 1D’
"INCARARARAAA162" or 'Log Hey 1°

1516838_.5685 i [DoAudLog]l Gry: eof @ record OK; B records with errors; total: 8.

151@38.585 i
151A37.584 i
151837.584 i
151A38.A84 i

[DoHFD-21 One: Lauwnching: 7 of 8 [DoTasksl

[DoTasks1 Qry: eof A record OK; A records with errors;: total: A,
[DoHPD-21]1 One: Launching: 8 of 8 [DoAssoc] from Pif {("$Config, DofAssoc §" == "1">DoAssoc
[DoAssoc] Qry: eof A record OK:; B records with errors; total: B.




ITSM 6 to 7.6 Help Desk M

igration

=

El [DoHPD]
AszignInit
Launch
Launch
Launch

Launch
El [DoHPD-2]
$ ITsSM 7:

b

Update

Merge
Asszignilew
hs=ign
Launch
Launch
Launch
Launch
Launch

Launch

= RegPpl-
FplReqgq

asg-Init

@if ("#HpdScrV, DoContacti™ == "1") PplCust

= @if ("SHpdSrc, Lssigned To Group+s"™ = mn && &
"£HpdSrc, Lssignee Login HNames" I= "m) &

Ppli=g
= DoHFPD-2

HPD:Help De

Tags available
HpdSrc

DoRssoc
DoSurvey
DoSrmReqg

HpdTgt,
HPD:Help De
'179e"
Yesz, NoWork
Hpd-asg-new
Hpd-asg-upd
DoWrkLog
Bif ("SHpdS
Bif ("SHpdS
Bif ("SHpdS
Bif ("SHpdS
("EHp
"SHp

sk "Incident™ create / update —————————————————

This section is Launched for every €.0 ticket Tag: HpdSrc

an @EProd ITSM 6.0 HPD:HelpDesk rec

It creates an Incident Ticket on the 7 server using Merge with NoFilcers
It then launches sections:
DoWrkLog
DoWrkLog-Att
DoTasks

to loop through the Notes Diary field
loops 5HpdSrc, Hotes$ diarvy entries updating WorkLog recs
Queries CHG:Task=s for related tasks and builds

TH5:Tasks, THMS5:S5ummaryData, TMS5:Association
If configued or set, processes the S5HR:Association records
If configured, updates a 5RM:Survey record
If configured, updates a S5EM:Request record

sk, &
= "EHpdSrc, 179&"
Flow

rcWV, DoAtt gm == "1") DoWrkLog-Ltt

rcV, DoWL-Req gm == 1"} DoWrkLog-Reg-NF

rc¥W, DoWL-Cust £" == "1") DoWrkLog-Cust-NF

rc, _dataport:Express" == "Yez" E& &
dSrc, Prioritys" == "Urgent" || &
dSrc, Prioritys"™ == "High" ) } &

DoWrkLog-Exp

DoAudLog

Jp. All Rights Reserved.



ITSM 7.6: WL: Attachments

% BMC Remedy User - [Incident (Modify)]
@Eile Edit Wew Tools Actions Window Help

algl =2 27| sl Bl ¥

< bmesoftware

Incidents - Matching

Incident [D*+ | Last Mame+ | First M ame+ I S
HOO000000000075 Admin App Ca
HDO00000000001 2 Admin App En
HD0O000000000010 Adriry App Ent
HDDDDDDDDDDDDDH Admin Ne:

Admin

Ll

€ Incident HDDD00DDDDDODOB (Modify)

u  Outodssion Company™+ Calbro Servic
&  Broadeast Incident Customer=+ ! work Info (its
. "
26| Custorner's Incidents Contact+ < bmesofward
,,‘E Incident Matching R
% Notes Incident }
_-.ﬁ’ Select Operational
Work Info T
e Select Product orkdnte 1y
Template+ Dat
ate+
5 -
“iew Audit Log Service®™ Summary™
Financials Ol Notes
Vs Target Date
Categaiizations Impact*
Uigency™
Fieminders . File Kame
| | Priority= ———
F i
< | _'l_l Incident Type~
Reported Source

Save | Next 51

[Twpe

‘wiorking Log
A | ‘working Log

‘Working Log

|Ready

Work\ni LDE

Incident Work Info

Work Info Type*
Date+

Source

Summary*

MHotes

Limit 2 Atachments

IW’nrking Log j

Locked®

_I View Access™

|1D£8.f'2|:l1 012:00:00 44

| =

& Ye: © Mo
& |nternal © Public

IDriginaI HPD Attachments

Original HPD Attatchments migrated to this wWork, Log entiy

N
1

File Mame File Size | Atkach Label | Submitter= IMigralion

2EeTI-

T, 2 KB Attachment 1 Submit Date~ [ioverzoioizooo0aM |
.trc 23 142 KB Attachment 2

E’] error.log 11KE Attachment 3

SLrnmar Files|Submit D ate i

: o {Original HPD Attachrients 1104842010 12:00:00 &M
Workmg Lag iMigratior: ticket's requester was: Erica Engineer 10/8/201012:00:00 AM
Wworking Log i Caze HDOODOOOODO0000E was autormatically closed on 3/7/99 2: 4."" 0/29/2002 121347 &
Wworking Log i The consultant completed the assessment and adjusted her work alf 194212002 121833 AM
working Log i The ergonomic conzultant iz on gite today for the appointment, 942042002 9.47.57 PM

Save | Cloze I

Save Close
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ITSM 7.6: WL: Attachments

=] [DoWrkLog-Att]

. ¥ HpdSrcWV DoWL-Reqg-Text string; text of the description (short) _
|5 BMC Rer

P BMC Re # HpdSrcv DoWL-Reg-Text-1 s=string; text of the description
zlﬁleﬂlgz # T'ni? gra].::.s the Tf’l.c]-:et's {attachﬂ.ents and creates a single specific Help
# "attachments" HPD:WorkLog record.
ﬁ # Do not launch if the attachments are null.
:gggggggg Update = WrkTIgt, &
:gggggggg HPD:WorkLog, &
T 'Incident Number' = "SHpdTgt, Incident Number$" AND & Sblic
: _ 'Short Description' = "aAttachments"™ AND &
'Submitter*®" = "Migration™ __I
3 b L==ign = Wrk-LAtt-asg _—
@ s | AZsignHew = Wrk-4Att-asg _I
# | Merge = Yes
%% sa—] [Wrk-Att-asg]
i 3| Incident Number = HpdTgt, Incident Number
Incident Entry ID = HpdTgt, 1 |
viewtw | Submitter = Migration __I
Finencial | Subhmit Date = Zdates
l‘: Last Modified By — Migration
m La=st Modified Date = Edates -
Reminde | Short Description = Attachments
J 7| Description = Original HPD Attachments iﬁ;“
Detailed Description = Origimal HPD Attatchments migrated to this Work Log entry 3aM
Status = Enabkled FM
0| Secure Work Log = Yes
Redy | yjew Access = Imternal
Work Log Submitter = Migration
Work Log Submit Date = Zdates

Work Log Date = Edates
Work Log Type = "Working Log"
z2LAF Work LogOl = @if ("SHpdSrc, Attachmentli"™ != "") HpdSrc, Attachmentl .
. s Group. All Rights Reserved.
z2LAF Work LogQ2 = @if ("SHpdSrc, AttachmentZi"™ != "'} HpdSrc, Attachment?

z2LAF Work LogO3 = @if ("SHpdSrc, Attachment3E"™ != "") HpdSrc, Attachment3



ITSM 7.6: WL: Missing Requester

El [FplReq] Help
# Will lookup the submitter and get his people record into PplReg
$# If there are no records, we'll point it at FplEREegDmy
# and build a nice text mes=sage with the contents of the ITSM & Ble  Edit
# SHR:People The ticket's original ITSM B requester with login "Erica Engineer' was
QuerySgl = RegCnt, CTM:People table
r & Logir: Erica Engineer
select count (¥} from CTM People & EMNWE m%ﬁg@%ﬁggz
where Remedy Login ID = '£X, Reg$!' 'ﬁ?:maarrn“: EE”’;%'”EB'
E==zignPost = RegPpl-asg-Term Telephone: 222221
i Reqiar: LSA
Site: 25 Bap St, Mountain Wiew, A,
[PplCust] Department: Engineering
= [RegPpl-a=sg-Term]
ECmd = @if ("SReqgCnt, 1&" == mgm)
ECmd = Mag, W, "HED: E£HpdSrc, 15 reguester: 55X, Regf® not found; &
using: %PplReglmy, Eemedy Login IDE instead"
ECmd = Ref, HpdSrcWV, DoWL-Eed, nlw
ECmd = Ref, HpdSrcV, DoWL-Reg-Text, "Migration: ticket's reguester was: £X, Regs:"
ECmd = @if ("$X, Reg$" = "SX, RegBS")
LoadQ = @Prod, PplReg-6, SHER:People, '"Login*' = "£X, Reqgs"
ECmd = Ref, HpdSrcV, DoWL-Req-Text-1, EReqgPpl-asg-Text
ECmd = Ref, PplReg-6, /delete neel |
ECmd = gl=ze :I_
ECmd = Ref, HpdSrcV, DoWL-Eeg-Text-1, ERegPpl-asg-Text-2
ECmd = endif
ECmd = Ref, X, Red, "ZPFplReglmy, Remedy Login IDE"™
ECmd = Ref, PplEeq, PplReqlmy, Bequ
ECmd = gl=e
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ITSM 7.6: WL: Missing Requester

El [DoHPD-21

Updatce = HpdTgt, &
HPD:Help Desk,
r17ae = "ZHpdSrc, 179&™
Merge = Yes=, NoWorkflow
AssignNew = Hpd-asg-new
L==ign = Hpd-asg-upd
Launch = DoWrkLog —
Launch = @?f ["$HpdSrcV, DoAtt gm == mi1"} DoWrkLog-Att ’?Wumlnh(kﬂh?ﬂm)"Nums
Launch = @if ("$HpdSrcV, DoWL-Reg gm == "1"} DoWrkLog-Reg-NHF ETR—
ilex i
=l [DoWrkLog-Req-HF] -
# This simly creates a new WL entry indicating the The ticket's original ITSM 6 requester with login "Erica Engineer” was not found in the ITSM 7.0
# original requester was not found. It picks up the CTH:People table
E SHR:People record from the source server and forms a Lagin: Erica Enginesr
# Text =string. :__D:IIN DDDED_EIDEIEDDI_JDDM
_ ull M ame: rica Engineer
Update = WrkTgt, Last Marne: Engines
HPD:WorkLog, Firgt Marme: Erica
. . Telephone: 22222
'Incident NHumber' = "£HpdTgt, Incident Humber:s" 1 Hz;ﬂﬁne IS4,
'Short Description' = "£Config, AddDta-Lbl-Reg-NF:E" 1 |Site 25 Bay 5t, Mountain Yiew, CA
' Submittert! — "Migration® Department: Engineering
A==ign = Wrk-Reg-NF-asg
AszigniNew = Wrk-Reg-NF-a=sg
Merge = Yesz
El [Wrk-Reqgq-HF-a=sg]

Incident Humber = HpdTgt,
Incident Entry ID = HpdTIgt, 1
Submitter = Migration
Submit Date = Zdatef
Last Modified By = Migration
Last Modified Date = Edates
Short Description = Config,
De=scription = HpdSrcV,
Detailed Description = HpdSrcV,
Status = Enabled
Secure Work Log = Yes

View Access = Internal

Incident Humber

Can

AddDta-Lbl-Reg-HF
DoWL-BReg-Text
DoWL-Regq-Text-1
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Conclusion

N
> Meta-Update is the only tool available to automate
the value transformations and the ability to follow
chains of records needed to perform a complete data

migration from prior releases of ITSM or from differing
on-boarding data structures.
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Thank You Questions

0 Check out the Web Site

www.softwaretoolhouse.com

O See Learning, SCI’ipf Libl"CIl'y Software Tool House Inc

0 Request a Trial License with
a Live Install WebEx

Training session
Ben Chernys

0 Contact us at:
Software Tool House Inc.

sales@softwaretoolhouse.com

CA + 1403 240 4377 GMT -7 + DST
DE +49 171 380 2329 GMT +1 + DST
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