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Introduction to the Cherwell SyncPack

Overview

This manual provides an overview of the Integration Service: Cherwell SyncPack, which you can use to manage
the Federated CMDB integration between Cherwell Service Management (CSM) and Sciencelogic (SL1).

NOTE: This manual assumes that you have already installed CSM, SL1, and the Integration Service, and
that you have a basic level of CSM knowledge and can create and publish CSM Blueprints.

This chapter covers the following topics:

Overview of the Cherwell SyncPack ... .. 4
Terminology ... ... 5
Importing and Installing the Cherwell SyncPack ... .. . . . 6



Overview of the Cherwell SyncPack

Cherwell Service Management (CSM) is a low-code, no-code tool where you can manage the CMDB, track
the life cycle of assets, manage changes, and manage incidents and requests. You can use the Infegration
Service: Cherwell SyncPack to manage the Federated CMDB integration between CSM and SL1.

The following graphic provides an overview of the various workflows available in the Integration Service: Cherwell
SyncPack:
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Using the Infegration Service, you can perform the following integrations between CSM and SL1:

« Incident Creation and Update Sync

« Configuration ltem (Cl) Creation and Update Sync
o ClRelationship Sync

o Maintenance Window Sync

« Retirement of Cls from SL1 and CSM

Known Issue

The following known issue was found in this version of the Cherwell SyncPack:

o Because CSM version 9.7.0 runs automated processes in multiple threads, if Incident Creation is set up to
use the Organization Name as the Customer for the Incident, but the Organization does not already exist as
a Customer in Cherwell, and multiple Events were created at the same time for that SL1 Organization,
multiple records might be created for the same SL1 Organization. As a result, Incidents will not be created.
For more information, see Troubleshooting CSM and the Cherwell SyncPack.



Terminology

The following table lists the names and definitions of the various elements in SL1 and Cherwell:

Blueprint An XML file that contains configuration information; these files can be
shared between different CSM instances

Business object Provides a view for the user for objects like Cls, federated
relationships, federated field mappings, and federated Cl mappings

Cl Configuration ltem in CSM, also known as a "Device" in SL1

CR Change Request

CSM Cherwell Service Management

CSM Administrator client The CSM administration application, typically depicted by a round
orange icon

CSM User client The CSM application for CSM users, typically depicted by a round blue
icon

Discovery Session (SL1) Service Catalog Request (CSM)

IS Sciencelogic Integration Service

mApp CSM Mergeable Application; a combination of Blueprints that contain

configuration information

One-Step A low-code/no-code tool in CSM that allows users to chain a series of
actions into a simple or complex workflow

SL1 Sciencelogic SLT monitoring platform

Topology (SL1) Dependency (CSM)




Importing and Installing the Cherwell SyncPack

Toimport a SyncPack in the Integration Service user inferface:

1. On the SyncPacks page, click [Import SyncPack]. The Import SyncPack page appears.

2. Click [Browse] and select the .whl file for the SyncPack you want to install.

TIP: You can also drag and drop a .whlfile to the SyncPacks page.

3. Click [Import]. The Integration Service registers and uploads the SyncPack. The SyncPack is added to the
SyncPacks page.

NOTE: You cannot edit the content package in a SyncPack published by Sciencelogic. You must make a
copy of a Sciencelogic SyncPack and save your changes to the new SyncPack to prevent overwriting
any information in the original SyncPack when upgrading.

To install a SyncPack in the Integration Service user interface:

1. On the SyncPacks page, click the [Actions] button ( E ) for the SyncPack you want to install and select
Activate & Install. The Activate & Install SyncPack modal appears.

TIP: By default, the SyncPacks page only displays activated and installed SyncPacks. If you do not see the

SyncPack that you want to install, click the toggle icon ( = ) on the SyncPacks page and select Show All
SyncPacks to see a list of the uninstalled SyncPacks.

2. Click [Yes] to confirm the activation and installation. When the SyncPack is activated, the SyncPacks page

displays a green check mark icon ('ﬁ') for that SyncPack. If the activation or installation failed, then a red

exclamation mark icon (o) appears.

3. Formore information about the activation and installation process, click the check mark icon (a) or the

exclamation mark icon (o) in the Activated column for that SyncPack. For a successful installation, the
"Activate & Install SyncPack" integration application appears, and you can view the Step Log for the steps. For
a failed installation, the Error Logs window appears.

The Cherwell SyncPack requires you to install and configure the "Federated CMDB" mApp and the "IS Content"
mApp, and perform additional configuration after that before running the SyncPack. For more information,
see Installing and Configuring Cherwell mApps and Configuring Credentials and the Federated

Registration Record.



Chapter

Installing and Configuring Cherwell mApps

Overview

In Cherwell Service Management (CSM), an mApp is a set of XML files containing configuration information that
can be installed and configured on multiple instances of CSM. You need to install and configure the following
mApps to before you can use the Integration Service: Cherwell SyncPack:

o The "Federated CMDB" mApp
o The"IS Content' mApp

This chapter describes how to install and configure these mApps onto an existing CSM instance, and how to
configure the Federation Registration record in CSM to use the automation processes and One-Steps in the
mApps.

This chapter covers the following topics:

Installing the Federated CMDB mAPD .. . 8
Installing the IS Content MAPD .. 13
Creating the Federation Registration Record ... .. . . 15
Configuring CSM Access for Scheduled Tasks and the APl . . ... 18

Configuring CSM Scheduled Tasks .. ... . 30



Installing the Federated CMDB mApp

The "Federated CMDB" mApp provides a Federated CMDB solution where you can add and map Federated
CMDB sources for Cherwell Configuration ltems (Cls).

WARNING: Applying this mApp might overwrite some of your system definitions. Performing a system backup
is highly recommended.

NOTE: You will need to have a local version of the mApp to complete this process; see your Cherwell
or Sciencelogic contact for the latest mApp. Also, the name of the mApp might be different from the
name used in these steps.

To install the "Federated CMDB" mApp:

1. Open the CSM Administrator client and select mApps from the Categories sub-menu.

@ Chenwell Service Management Administrator (icerrced to Streamling Fariners) e o o

.  Pick a task...

@ View installed mapps

@ Go to the mapp Exchange
& Set Designer ID

D View mApp Histary

Categaries

ﬂL- J @ Apply 2 mApp

% Automation Proges @ Create a new mApp
Q) Edit an existing mApp

Back to categaries

Help

2. From the Pick a task section, select Apply a mApp. An Open dialog appears.

3. Navigate to the mApp on your local drive, select the mApp, and click [Open]. The Apply mApp Wizard
page appears.

4. Click [Next]. The License Information page appears.
Select Yes, | accept the terms and click [Next]. The Localization page appears.

6. Click [Next]. The Amount of User Interaction page appears.



7. Select Make reasonable decisions, but ask me if unsure and click [Next]. The Merge Actions for

10.
11.
12.

Configuration ltem Child ltems page appears:

¥ Apply mApp Wizard - Federated CMDB X

Memge Actions for Configuration ltem Child kems

¢t merge actions and target #ems for children of Configuration kem

Merge Actions and Target Items for Configuration Item Children

mApp Item « MergeAction Target Item
» - =| Fidds
: Friendly Name Ovenarite Friendly Name
: HostName Overwrite Host Name

~ =1 Indexes

=) ConfigSoftwareLicense Softw... Overwrite ConfigSoftwareLicense_SoftwareD
: Configurationltem_fsseTag Overwrite Configurationltem_AssetTag
: Configurationltem_FriendlyN Overwrite ConfigurationItem_FriendlyName
=1 InstalledSoftware_Produd Overnrite InstalledSoftware_Produc
B Latitude Overwrite Latitude
E Longitude Overwrite Longitude
2 PK_Configurationltem Overwrite PK_Configurationkem
+ rh Relationships

5 Configuration ltemLinks Fed...  Import (Treat as new - no match)
- Configuration ftem Owns Fed... Import (Treat as new - no match)
5, Configuration Item Owns Fed... Import (Treat as new - no match)
= Configuration ftem Owns Fed ... Import (Treat as new - no match)

@) Help

Select the desired action to take for each of the child objects of the cument business object and which object you want to ovenwrite or
merge. The best match is selected by default. You can also select an object with a smilar name or open 3 dialog to select any obect of
the same type or create a new object

Progress: 5% < Back Fnish Cancel

which you are installing.

Click [Next]. The Merge Actions for Change Request Child ltems page appears.

Click [Next]. The Merge Actions for Event Child ltems page appears.

Click [Next]. The Merge Actions for Incident Child ltems page appears.
Click [Next]. A second Merge Actions for Incident Child ltems page appears.
Click [Next]. A third Merge Actions for Incident Child ltems page appears.

NOTE: The contents of the windows in this portion of the wizard might vary depending on the system to




13. Click [Next]. The Summary of Changes page appears:

¥ Apply mApp Wizard - Federated CMDB X
Summary of Changes
Summary of selected changes
J Summary of Selected mApp Changes to Apply
Savetofie..
mApp Item + MergeAction Target ltem
v~ O Customviens .
~ Q Portal Defaut Don't change Portal Defaut
~ (P Business Objeds
v B Incident Merge Incident
+ O Portal Secondary Import New
+ [T Business Objeds
v By Incident Merge Incident
+ 4 OneSteps
7 8 Activate/Deactivate Import New
.‘:l Assignto aTeam Import New
Assign to any individual Import New
Cherwell: Get Bearer Token Import New
#4 Create/Update Federated Mainteance  Import New
!4 Federation-CIRetirement Import New
#4 Federation-Clear Image Import New
.'_l Federation - Create Retired Federsted. . Import New
.'.l Federation - Create/Update/Cancel Ma... Import New
!4 Federation- Execute CTAction Import New
# 4 Federation - Execute Indident Action Import New
.‘_l Generate Manifest Import New
4 Generate New Token Import New
## Populate Field Definition Mappings Import New
!4 Populate Object DefintionMappings ~ Import New
# 4 ReconcileRelationship - Create Import Newi
£ ¢ Reconcile Relatinnshin - Remove. Imnor New -
<Back Enish Cancel

14. Review your list of selected mApp changes and click [Next]. The Final Options page appears.



Select Open a Blueprint so that | can preview the changes and click [Finish]. CSM will create a
Blueprint, which is an XML definition of changes being made to the underlying system. When the Blueprint is
created, the Manage objects page appears:

# Blueprints New Blueprint *
4 Obiect Manager

Manage objects...

Current view: [ Default =

Show object types:

@® Major O Supporting (O Lookup tables (O Groups (O Al Filter
Q (New Object) g FederationRegistration tasks
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]

— “f:n:em:r:cﬂ . Structure Appearance

7:]Bmlgl\:| o Edit Busin L. Edit form...
-g-chang: Request® Edit relationships... Edit summary form...
@ Configuration Jtem™ Delete Business Object... Edit mini-summary form...
g Config - Computer* Convert to Group Object... Edit mobile form...
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84 Config - Hetwork Device® —Slachone.. Edit form arrangement...
! 90 SpDroval SUDDOrt...

i--fig Config - Other CI* = —

afig - Printer®

| :ﬁzmg ~ Server* Map to Active Directory...

i~ iconfig - Software License* Scan for problems.

=3 Config - System®

gConfiy - Telephony Equipment™
& @ Customer

&) Customer - Internal

indo changes made in Blueprint...
Add to Blueprint...

View Blueprint changes for Federati
Reaistration...

istr;

Ex| il 3
- View Publish Log...
-4 Knowledge Article
- Problem
® Service
- Service Cart
¥ Service Catalog Template
fifsite
SLA
5 Supplier
%) Supplier Catalog Item
i} Work Unit

From the list of objects, select the "Federation Registration" object and then click Edit Actions. The Business
Object Actions for Federation Registration window appears:

o Business Object Actions for Federation Regustration [m] X

=mn iﬂ' Federation Registration Automatic Actions

These actions wil execute automaticaly when creating or saving Federation Registrations

Menu
‘ QX Action Generate Manfest
Netes:  Geneate the JSON Manfiest for the Federation Object
Tack Pane
- '
O Condition '3
Tooka [ Show Progress
—
- E] Execute on first save 7] Execute on additional saves
CortestMeny [ Execute before saving record
—

[Coc ] conce

Click the [Automatic Actions] tab on the left and verify that "Generate Manifest" is listed under "Save
actions". If "Generate Manifest" is not listed under “Save actions”, go fo the next step. If "Generate Manifest'
is listed, gotostep 19.



18. Toadd"Generate Manifest":

19.

20.

21.

22.

a. Right-click Save Actions and select Add One-Step action. The One-Step Action Manager page
appears.

b. Underthe Blueprint folder, select the Federation folder.
c. Inthe Association field, select Federation Registration.

d. Inthe right-hand pane, double-click Generate Manifest.
Click [OK].

On the Business Object Actions for Federation Registration window, click [OK]. The Manage objects
page appears:

®

M Cherwedl Service Management Admiresinabor - Mew Bluegnni * (loered to Stressnfine Pariners) - Amazon 5408 Test Server connechon
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-] Bageper . Filie
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From the Blueprints sub-menu, select Save Blueprint to disk and provide a name and location for the
Blueprint when prompted.

From the Blueprints sub-menu, select Publish Blueprint to apply the Blueprint changes to the current CSM
system. A Publish Options page appears.

Leave the options set to the defaults and click [Publish]. The Blueprint is scanned for changes against the
current CSM system. When the scan completes, a Scan successful dialog appears.



23. Click [OK]. The publishing process for the Blueprint begins. When the Blueprint is published, a Blueprint
has been published dialog appears.

NOTE: During the publishing process, a rollback Blueprint is created. This rollback Blueprint is in the
same file system location as the saved Blueprint, but it has _rollback added to the name. You
can use this Blueprint fo roll back the published changes if needed.

24. Click [Close]. The "Federated CMDB" mApp is now published.

Installing the IS Content mApp

Integration with a Federated source such as the Integration Service is typically accomplished using automation
processes and One-Steps that have been specifically configured for this purpose. These features are known as
Content, and they are contained in the "IS Content' mApp.

WARNING: Applying this mApp might overwrite some of your system definitions. Performing a system backup
is highly recommended.

NOTE: You will need to have a local version of the mApp to complete this process; see your Cherwell
or Sciencelogic contact for the latest mApp. Also, the name of the mApp might be different from the
name used in these steps.

To install the "IS Content" mApp:

1. Open the CSM Administrator client and select mApps from the Categories sub-menu:

& Cherwell Service Management Administrator (licensed to Streamline Partners) = ) | S S T © -

File Help

* Common Tasks .
© Ceate anew sueie Getting Started

Tasks to help set up your Cherwell system

@ Organization Info...

3ite Mang @ E-mail...
* Categories
# Home ® Active Directory/LDAP...
%o Automation Progesses
{X Bluepriris @ Escalations...
B Databaz

B3 Performance

2. From the Pick a task section, select Apply a mApp. An Open dialog appears.



N oo A

10.

11.

12.

Navigate to the mApp on your local drive, selectthe mApp, and click [Open]. The Apply mApp Wizard
page appears.

Click [Next]. The License Information page appears.
Select Yes, | accept the terms and click [Next]. The Localization page appears.
Click [Next]. The Amount of User Interaction page appears.

Select Make reasonable decisions, but ask me if unsure and click [Next]. The Summary of Changes
page appears:

¥ Apply mApp Wizard - CMDB Federation - Content - SciencelLogic IS X
Summary of Changes
Summary of selected changes
J Summary of Selected mApp Changes to Apply
Savetofie...
mApp Item + Merge Action Target Item
+ ~ [ Business Objeds
® Event Don'tchange Event
E Federated Maintenance Don'tchange Federated Maintenance
(3 Federated Retired Don't change Federated Retired
- .‘.0 One-Steps
4 15: CIReconcliation Import New
!4 15:Create and UpdateIncide... Import New
4 15: Create Maintenance Wind... Import New
#2415 Retire C1 Import New
~ [£] Webservices
E} IsClient Import New
< Back Cancel

Review your list of selected mApp changes and click [Next]. The Final Options page appears.

Select Open a Blueprint so that | can preview the changes and click [Finish]. When the Blueprint is
created, the Manage objects page appears.

On the Business Object Actions for Federation Registration window, click [OK]. The Manage objects
page appears.

From the Blueprints sub-menu on the left, select Save Blueprint to disk and provide a name and location
for the Blueprint when prompted.

From the Blueprints sub-menu, select Publish Blueprint to apply the Blueprint changes to the current CSM
system. A Publish Options page appears.



13. Leave the options set to the defaults and click [Publish]. The Blueprint is scanned for changes against the
current CSM system. When the scan completes, a Scan successful dialog appears.

14. Click [OK]. The publishing process for the Blueprint begins. When the Blueprint is published, a Blueprint
has been published dialog appears.

NOTE: During the publishing process, a rollback Blueprint is created. This rollback Blueprint is in the
same file system location as the saved Blueprint, but it has _rollback added to the name. You
can use this Blueprint to roll back the published changes if needed.

15. Click [Close]. The "IS Content" mApp is now published.

Creating the Federation Registration Record

The main component of the Federated CMDB system is the Federation Registration record. Before any further
configuration can occur, you must create at least one Federation Registration record.

After you create the Federation Registration record, you can configure that record to use the various automation
processes and One-Steps in the two mApps you just installed.

To create a new Federation Registration record:

1. Open the CSM User client (not the Administrator client) and log in to CSM using your credentials, preferably

with administrator rights:

Ot~ W : S
Global IT Global IT
; 22 My Work I kload
-0 0
com 0 I 0 |
o . 2
0
a
0 0 [ 0]
0 0 0 T d P y De
Proc oy
0 0 [ 0] 0
- 0 o &




Open the Tools menu and select Table Management. The Table Management page appears:

File Edit View Searching One-Step Customer Dashboards Tools Localization Help

Obck O # P [F]= Record 105 W M
[Task Pane *  Table Management
* Quick Search
Type Federaton Type - Show Search
~ Search Incident Customer Type A
. Database Type
Search - p Drag a<old p gpatmert
Event
(4 Open ncidents only Order + || Eyent €1 Condtion
0 | Event Level
=b Open Advanced Editor.. . | Event Piioiity
" | Event Status
2| Federated C1
* Common Tasks 3 | Federated CI Mapping
4 Federated Maintenance
Federated Retred

Federation Field Mapping Defintions
Federation Object Mapping Defintions
o Federation Type
Incadent Breach Reason té

\gar Chat Request Incident Category
Incident Cause
N Incident Detal
* Queues Incidert Emai Notéioations
ot aueue Incadent Pending Reaton

0% queled Incidert Phase Status
Incident Status
Incident SubCategory
Incidert Type
Knowledge Asticle Page Display
Knowledge Asticle Type
Knowledge Status

In the Type dropdown, select Federation Type.

Click [New] to create a new Federation Type. A new Federation Type record appears:

Table Management

Federation Type

Sciencelogic

Type a name in the Federation Type field, such as "Sciencelogic", and click [Select Image] to select an
appropriate image for this type.

NOTE: You selectimages from the Cherwell Image Manager. Ifthe image you need is not available,
you can import it by right-clicking in the Explorer view of the Image Manager screen and
selecting New.

Click the [Save] bution (M),



10.

Click the [New] button (0) and select New Federation Registration from the menu. A new Federation
Registration record appears:

FEDERATION REGISTRATION

9 MonFom i Jumals %, Federaen Crodereals

Basic Information

S s

.
H Development Environment .
.5 Sciencekagic P T

3 ses

isfiSciencelogic

Additional Configuration Options

From the Federation Type dropdown, select the Federation Type that you created in steps 3-6.

Type a name for the Federation Name field, such as "SL1-Dev", and add a description to the Description
field for the new record.

NOTE: Federation Name is a system-unique value and cannot be duplicated. You will use this value
when Integration Service applications interact with the Federated CMDB. The Integration
Service applications need to be configured to pass this unique name in all interactions.

Click [Save].



11. Click Activate if you wish to progress this record to the "Active" state. The Federation Registration record is

initially created in an "Inactive" state:

FEDERATION REGISTRATION

£ p—

9 ManFom G Jouras ", Fedension Odertisl

Basic Information

: Development Environment - T
R Sciencelogic P

. 3

T

LiiSciencelogic

NOTE: Integration Service infegration applications and any custom integration applications should
check for this state before passing integration data to CSM. Only "Active" records should be

allowed to process data. This allows the CSM administrator to turn off poorly behaving
integration applications.

12. The Federation Registration record is now "Active", but it is not properly configured to support integrations.
Go to the following topic to continue the configuration process.

Configuring CSM Access for Scheduled Tasks and the API

The Federation Registration One-Steps use the CSM REST API to create and update Cl records. You need to
create a new CSM Security Group and a CSM user account that has Create, Read, and Write access to alll

Federation business objects and all Configuration ltem business objects. This account must be able to access the
CSMREST APl remotely.



Creating a New Security Group

To create a new Security Group with CSM access:

1. Open the CSM Administrator client and select Security from the Categories sub-menu on the left.

2. From the Pick a task section, select Edit security groups. A Security Groups window appears:

o Security Groups u] X
File Options Help

[+] 'Im oD Group: | Admin v

NM‘?W'M*W'WGNP[}_ Rights  Busness Objects File Atachments Roles  Users
New Customer Security Group m

secusily group of Chenwel Service W wsers |

? Cherwell User Securty Group

[ |

I M‘ml Securty group for system adwinistrators, Typically. these Cheewel users can delete groups of recoeds.

3. Click [New] and select New Cherwell User Security Group. A new Security Groups dialog appears.

O Secuiity Groups O X
File Opfions Help
© -0 B [ X Group: | Sciencelogic Integration v

Ifo Rights Business Objects  File Atachmerts Roles Lsers

? Chenwell User Security Group

Name | ScienceLogic integration ]

Desorigfion | This Sacurty Group provides the necessary access rghts requined|for the integration between Sciencelogic and
Cherwell for the puposes of creating/updating Cl records, nelationships and other federation records.




4.

In the Name field, type a name for the new Security Group, and type a description of the group in the
Description field.

NOTE: The name you create for the group is not important, as the CSM This Security Group user will

later be linked to this Security Group. The name can abide by other naming standards if
needed.

5. Click the [Rights] tab and make sure that the Can run searches that reference fields to which the user doesn't
have rights option is configured for "Allow":

o Security Groups
File Options Help
° -
Info

g Rights

My X Group: | Sciencelogic Integration

Rights Business Objects  File Attachmerts Roles Users

Category: | Searches

Searches

0]
€) Can access the Quick Search Buiider?
) Can edi searches that reference fiskds to which the user doesn't have rights
Can 1un seaiches that ieference fiskds to which the user ¢
° Change FulkText search oplions ?
ﬂ Petfoem Blueprint searches?
[ Perform Busiess inteligence searches?
© Ferform Fult Teut search?
[ Pesform Global searches?
| R Peslorm Role seaiches?

v

>

pesnt have nights.

6. Click the [Business Obijects] tab.



7. Selectthe Customer business object from the Business Object dropdown and make sure that the following
rights are selected in the General section for that business object: View, Add, Edit, and Delefe:

oSacuﬁt)rﬁmups o %
File Cptions Help

o - Iy X | Group: -Sciml:eLogiclntegndon u|

ko  Rghts BusinessObjscts Fle Aachments Foles LUsers

_': Fyew add FEEit [ Delete
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=l Hew Field
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%::j; O vew [ Est
B Courty Code File Attachments
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[l Customs TypelD
E) Department
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] Fast Mame
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These are the rghts thal wil be assigned to the Customer Business Object

w | [ Different nghts based on awnership




8.

10.

11.

12.

13.

14.

Select New Field under the Customer business object and make sure that the following rights are selected in
the General section for that business object: View and Edit:

) Security Groups 0 %
Fle Options Help
o - [y X | Group: | Sciencelogic Integration

ko Rights Business Obsects Rle Attachmenis  Aoles  Users

Business Object: General
Cushomes = [V \iew

&l
m

& Cusstomes ~

= Bwatar

] Couriry

E) Couriry Code

] Crased By

[] Created By ID

[] Created Cuiture

[ Crasted Dt Time
E) Customer Type Hame
B Custommi TypelD
[ Department

B Emai

E] Emplapes 1D

] Fst Nuies

] Fuzt Hame

£l Full Mame

] Home Fhone

) Last Modifed By
) Last Modifed By ID
- TR T S,

D Differert rights based on cwnership

Thase are the rights that vwil sutomaticaly be assigned to new Customes flalds untl you set them using Secusity Geoups

Select the Customer - Internal business obiject from the Business Object dropdown and make sure that the
following rights are selected in the General section for that business object: View, Add, Edit, and Delete. No
other options should be selected.

Select New Field under the Customer - Internal business object and make sure that the following rights are
selected in the General section for that business object: View and Edit.

Selectthe Event business object from the Business Object dropdown and make sure that the following rights
are selected in the General section for that business object: View, Add, Edit, and Delete. No other options
should be selected.

Select New Field under the Event business object and make sure that the following rights are selected in the
General section for that business object: View and Edit.

Select the Federated Cl business object from the Business Object dropdown and make sure that the
following rights are selected in the General section for that business object: View, Add, Edit, and Delete. No
other options should be selected.

Select New Field under the Federated Cl business object and make sure that the following rights are selected
in the General section for that business object: View and Edit.
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16.

17.

18.

19.

20.

21.

22.

23.

24.

25.

26.

27.

28.

29.

30.

Select the Federated Cl Mapping business object from the Business Object dropdown and make sure that
the following rights are selected in the General section for that business object: View, Add, Edit, and Delete.
No other options should be selected.

Select New Field under the Federated Cl Mapping business object and make sure that the following rights
are selected in the General section for that business object: View and Edit.

Selectthe Federated Field Mapping business object from the Business Object dropdown and make sure that
the following rights are selected in the General section for that business object: View, Add, Edit, and Delete.
No other options should be selected.

Select New Field under the Federated Field Mapping business object and make sure that the following rights
are selected in the General section for that business object: View and Edit.

Select the Federated Maintenance business object from the Business Object dropdown and make sure that
the following rights are selected in the General section for that business object: View, Add, Edit, and Delete.
No other options should be selected.

Select New Field under the Federated Maintenance business object and make sure that the following rights
are selected in the General section for that business object: View and Edit.

Selectthe Federated Relationship business object from the Business Object dropdown and make sure that
the following rights are selected in the General section for that business object: View, Add, Edit, and Delete.
No other options should be selected.

Select New Field under the Federated Relationship business object and make sure that the following rights
are selected in the General section for that business object: View and Edit.

Select the Federated Retired business object from the Business Object dropdown and make sure that the
following rights are selected in the General section for that business object: View, Add, Edit, and Delete. No
other options should be selected.

Select New Field under the Federated Retired business object and make sure that the following rights are
selected in the General section for that business object: View and Edit.

Selectthe Federated Credential business object from the Business Object dropdown and make sure that the
following rights are selected in the General section for that business object: View, Add, Edit, and Delete. No
other options should be selected.

Select New Field under the Federated Credential business object and make sure that the following rights are
selected in the General section for that business object: View and Edit.

Selectthe Federated Field Mapping Definitions business object from the Business Object dropdown and
make sure that the following rights are selected in the General section for that business object: View, Add,
Edit, and Delete. No other options should be selected.

Select New Field under the Federated Field Mapping Definitions business object and make sure that the
following rights are selected in the General section for that business object: View and Edit.

Select the Federated Object Mapping Definitions business object from the Business Object dropdown and
make sure that the following rights are selected in the General section for that business object: View, Add,
Edit, and Delete. No other options should be selected.

Select New Field under the Federated Object Mapping Definitions business object and make sure that the
following rights are selected in the General section for that business object: View and Edit.
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32.

33.

34.
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37.

38.

Select the Federated Registration business object from the Business Object dropdown and make sure that
the following rights are selected in the General section for that business object: View, Add, Edit, and Delete.
No other options should be selected.

Select New Field under the Federated Registration business object and make sure that the following rights
are selected in the General section for that business object: View and Edit.

Selectthe Federated Type business object from the Business Object dropdown and make sure that the
following rights are selected in the General section for that business object: View, Add, Edit, and Delete. No
other options should be selected.

Select New Field under the Federated Type business object and make sure that the following rights are
selected in the General section for that business object: View and Edit.

Selectthe Federation_joins_Cl business object from the Business Object dropdown and make sure that the
following rights are selected in the General section for that business object: View, Add, Edit, and Delete. No
other options should be selected.

Select New Field under the Federation joins Cl business object and make sure that the following rights are
selected in the General section for that business object: View and Edit.

Selectthe Configuration Item business object from the Business Object dropdown and make sure that the
following rights are selected in the General section for that business object: View, Add, Edit, and Delete. No
other options should be selected.

Select New Field under the Configuration ltem business object and make sure that the following rights are
selected in the General section for that business object: View and Edit.
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40.

41.
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43.

44,

45.

46.

Make sure that the following rights are selected in the General section for all Configuration ltem types
remaining in the dropdown: View, Add, Edit, and Delete (or just View and Edit where relevant):
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TIP: The Configuration ltem types all have "Config" at the start of their names.

Selectthe ClLink Table business object from the Business Object dropdown and make sure that the following
rights are selected in the General section for that business object: View, Add, Edit, and Delete. No other
options should be selected.

Select New Field under the ClLink Table business object and make sure that the following rights are selected
in the General section for that business object: View and Edit.

Select the Manufacturer business object from the Business Object dropdown and make sure that the
following rights are selected in the General section for that business object: View, Add, Edit, and Delete. No
other options should be selected.

Select New Field under the Manufacturer business object and make sure that the following rights are
selected in the General section for that business object: View and Edit.

Select the Cl Upstream Relationship business object from the Business Object dropdown and make sure that
the following rights are selected in the General section for that business object: View, Add, Edit, and Delete.
No other options should be selected.

Select New Field under the Cl Upstream Relationship business object and make sure that the following rights
are selected in the General section for that business object: View and Edit.

Click the [Save] button (H) to save the new Security Group, and then close the Security Groups window.



Creating a New User

To create a user for the new Security Group:

1. From the Pick a task section of the CSM Administrator client, select Edit users. The Users window appears:
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2. Click the [New] button (e)
3. Onthe [User] tab, complete the following fields:

o Login ID. Type a unique login for the user, such as "SL1".
« Security Group. Select the Security Group that you created in the previous procedure.
o Password. Type a password for the user, and confirm the password in the corresponding field.

o Full Name. Type a unique name for the user, such as "Sciencelogic Integration User".

NOTE: Make a note of the Login ID and Password values, as you will use these in additional
configuration steps.




4. Clickthe [Save] bution (M),
5. From the Pick a task section, select Edit teams and workgroups. The Teams and Workgroups dialog

appears:
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6. Inthe User teams section, select 1st Level Support.

7. Click the [Members] tab and make sure that the new user is listed as a member of this team.



Verifying the URL for APl Access

By default, the URL used by the Federated CMDB integration is the same URL used by the web-based client. This
section describes how to find this URL and how to make sure that the APl is functioning using this URL.

To verify the URL for AP| access:

1. From the Categories sub-menu of the CSM Administrator client, select Browser and Mobile:

2. From the Pick a task section, select Browser Application Settings. A Browser Settings window appears:
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3. Review the URL in the Browser Client field. If the field displays https://YourServerHere, then this value has
not been set yet.

4. lfthe value has not been set, specify the URL in the Browser Client field and then click [OK].



5. Ifyou add a suffix of /CherwellAPI to that URL in a web browser, the browser opens a Swagger window
similar to the following:
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6. Make a note of that URL for later configuration steps.

NOTE: If a DNS name is used in the URL, then that DNS name must be able to be resolved on the
server itself, as that is where all APl calls are made.

Obtaining a Client Key

Access to the CSM REST APl is controlled with the username and password as well as what is known as a Client
Key.

To create the Client Key:

1. Open the CSM Administrator client and select Security from the Categories sub-menu on the left.

2. From the Pick a task section, select Edit REST API Client settings. A REST API Clients window appears.



3. Click the [New] button (0) to create a new Client Key. A new record appears:
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4. Inthe Name field, type a name for the Client Key, such as "Sciencelogic Integration".

5. Copy the value in the Client Key field for later configuration steps.

6. Clickthe [Save] button ().

Configuring CSM Scheduled Tasks

Various back-end configuration processes, including scheduled tasks, are needed to cache configuration data for
the Federation to occur in an automated fashion. This back-end configuration uses web services, and you will use
the CSM user account that you just created for these configurations.

Configuring the Back-end Credentials and Endpoints
To configure the back-end credentials and endpoints:

1. Logintothe CSM Administrator client as an administrator and select Create a new Blueprint in the
Common Tasks sub-menu on the left.

2. From the [Managers] menu, select Stored Values. The Stored Values Manager window appears.

3. Selectthe Blueprint scope so you can edit the stored values.



4. Right-click the Cherwell REST API Key and select Edit. The Stored Value dialog appears:
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5. Inthe Value field, add the REST API Client Key that you configured in Obtaining a Client Key and click
[OK]. This value authenticates against the CSM REST API.

6. Right-click the Cherwell REST APl Username and select Edit. The Stored Value dialog appears.

7. Inthe Value field, type the unique login, such as "SL1", for the user you created in Creating a New User

and click [OK].
8. Right-click the Cherwell REST APl Password and select Edit. The Stored Value dialog appears.
9. Inthe Value field, type the password for the user you created in Creating a New User and click [OK].

10. Close the Stored Value Manager window and then click Save Blueprint to disk from the Blueprints sub-
menu.

11. Click Publish Blueprint. The Publish Options dialog appears.
12. Accept all defaults and click [Publish].
13. After the changes have been published, go to the following section to add the scheduled tasks.

Adding the Scheduled Tasks

The following scheduled tasks perform the caching of business objects used by the Federation system:

o Populate Field Definition Mappings
o Populate Object Definition Mappings

NOTE: These tasks must be successfully executed at least once to ensure that integration can occur. Ideally,
you should schedule these tasks on a recurring basis, at least weekly.




Creating and Testing the Populate Field Definition Mappings

The Federated CMDB integration uses the CSM REST APl to do inserts and updates, and these APl calls use IDs
instead of Names for CSM business object and fields. This scheduled task caches the IDs for all Configuration ltem
objects and their respective fields to avoid continuous lookup of these values with the CSM API.

To create and test the "Populate Field Definition Mappings" task:

1. Log in to the CSM Administrator client as an administrator and select Scheduling in the Categories sub-
menu on the left.

2. From the Pick a task section, select Edit Schedule. The Scheduled ltems window appears:
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3. Click [Add]. The Schedule ltem dialog appears.

4. Inthe Name field on the [General] tab, type a name for the task, such as "Cache Configuration ltem Field
Mappings".

5. Inthe Description field, type a short description of the task.



6. Click the [Schedule] tab and select Recurring:
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7. Complete the remaining fields based on how often you want the task to run on its schedule.

TIP: As a best practice, even though the task does not take long to run, you should schedule this task to
run during off-peak periods. You can set the recurrence interval to daily or weekly.

8. Click the [Action] tab and select One-Step from the Action dropdown. The One-Step Action Manager
dialog appears:
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9. Underthe Blueprint folder, select the Federation folder.

10. Inthe Association dropdown, select Federation Registration.
11. Inthe right-hand pane, double-click Populate Field Definition Mappings. The [Actions] tab for the
Schedule ltem dialog appears.
12. Click [OK] to save the schedule. The Scheduled ltems window appears:
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13. Make sure that the new schedule has been added to the window, and then click [Test] for that schedule. The
test should display as Complete.
14.

To verify that the scheduled task has actually collected the necessary object data, log in to the Cherwell
Service Management client, open the [Tools] menu, and select Table Management:
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If data rows appear under Federation Field Mapping Definitions in the Type dropdown, then the
scheduled task executed successfully.

Creating and Testing the Populate Object Definition Mappings
To create and fest the "Populate Object Definition Mappings" task:

Log in to the CSM Administrator client as an administrator and select Scheduling in the Categories sub-
menu on the left.

From the Pick a task section, select Edit Schedule. The Scheduled ltems window appears.
3. Click [Add]. The Schedule Item dialog appears.



10.
11.

12.
13.

14.

In the Name field on the [General] tab, type a name for the task, such as "Cache Object Mapping
Definitions".

In the Description field, type a short description of the task.
Click the [Schedule] tab and select Recurring.

Complete the remaining fields based on how often you want the task to run on its schedule.

TIP: As a best practice, even though the task does not take long to run, you should schedule this task to
run during off-peak periods. You can set the recurrence interval to daily or weekly.

Click the [Action] tab and select One-Step from the Action dropdown. The One-Step Action Manager
dialog appears.

Under the Blueprint folder, select the Federation folder.
In the Association dropdown, select None.

In the right-hand pane, double-click Populate Object Definition Mappings. The [Actions] tab for the
Schedule Item dialog appears.

Click [OK] to save the schedule. The Scheduled ltems window appears.

Make sure that the new schedule has been added to the window, and then click [Test] for that schedule. The
test should display as Complete.

To verify that the scheduled task has actually collected the necessary object data, log in to the Cherwell
Service Management client, open the [Tools] menu, and select Table Management. If data rows appear
under Federation Object Mapping Definitions in the Type dropdown, then the scheduled task executed
successfully.



Chapter

Configuring Credentials and the Federated
Registration Record

Overview

Before you can enable and use the Cherwell SyncPack, you must create credentials to enable communication
between the Integrations Service, CSM, and SL1. You also need to configure a number of seftings on the
Federated Registration record to enable integrations between CSM and SL1.

NOTE: You should perform these configurations with the Cherwell Service Management (CSM) User client,
not the CSM Administrator client.

This chapter covers the following topics:

Creating the Cherwell APl Credential .. ... 37
Creating the Integration Service Federation Source Credential ... ... ... ... ... ... .................. 39
Configuring the APl Credentials ... . 40
Enabling the Federation Registration Record ... .. 40
Configuring Incident Creation and Updates ... ... . .. 41
Configuring Cl Creation and Updates ... .. il 43
Configuring Automated Maintenance Windows ... ... 46

Configuring Automated Cl Retirements ... . 48



Creating the Cherwell APl Credential

Federation Registration records use the Cherwell APl o create, update, and search for Cls, and these processes
require a Cherwell APl credential. Each Federation Registration record can use a different credential that tracks
which Federation source changed an aftribute.

You can use the same CSM username, password, and REST Client Key credentials that you created in
Configuring the Back-end Credentials and Endpoints.

To create the Cherwell API credential:

1. Log in to the CSM User client and go to the Federation Registration record you created in Creating the
Federation Registration Record:

FEDERATION REGISTRATION
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TIP: To quickly find this record, go to Searching > Search Manager and use the search queries
provided. For example, selectthe Global folder under the Team folder in the Search folder on
the left, select Federation Registration from the Association dropdown, and search through the

different sources in the bottom pane. The sample Federation Name for this record was "SL1-Dev".

2. On the Federation Registration record, go to the [Federation Credentials] tab:
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3. Click [New Federation Credential]. A new Federation Credential pane appears:

FEDERATION REGISTRATION
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4. Update the following fields:

W ©® N>

Type. Select Cherwell.

Name. Type a unique name, such as "Cherwell APl Credential".

Description. Type a short explanation of the credential.

APl Endpoint. Type the URL for the Cherwell API.

User Name. Type the username for the user you created in Creating a New User.
Password. Type the password for the user you created in Creating a New User.

API Client Key. Add the REST API Client Key you configured in Obtaining a Client Key.

Click the [Select] button to avoid repeated CSM REST API authentication requests by enabling this credential
and associated One-Steps to cache the Cherwell Bearer token for re-use. A Choose Action dialog appears.

On the [One-Steps] tab, select Blueprint > Federation > Cherwell in the Action section.

In the Association dropdown, select Federation Credential.

In the right-hand pane, double-click Cherwell: Get Bearer Token.

Click [OK]. On the Federation Registration record, click the [Save] button (H) to save the new credential.



Creating the Integration Service Federation Source
Credential

You need an API credential for Federation Registration records that update a Federation source, such as the
Integration Service, with incident reference numbers, maintenance windows, and Cl retirement information. You
can use this APl credential to authenticate with the Integration Service APl and provide updates with that API.

To create the Integration Service Federation source credential:

1.

Log in to the CSM User client and go fo the Federation Registration record you created in Creating the
Federation Registration Record.

On the Federation Registration record, go to the [Federation Credentials] tab.
Click [New Federation Credential]. A new Federation Credential pane appears.

Update the following fields:

o Type. Select Other.

« Name. Type a unique name, such as IS AP| Credential".

« Description. Type a short explanation of the credential.

o APl Endpoint. Type the URL for the Integration Service API.

« User Name. Type the username for the Integration Service, such as "isadmin".
« Password. Type the admin password for the Integration Service.

o API Client Key. Add the API Client Key for the Integration Service.

NOTE: Unless a One-Step author requests you to add a Token Generation process, you do not need
to click [Select] to add a token. See steps 5-8 in the previous procedure if you do need to add
a token.

5. Click [OK]. On the Federation Registration record, click the [Save] button (H) to save the new credential.



Configuring the APl Credentials

After you have created the Cherwell APl credential and the Integration Service (Federation source) credential,
align the credentials on the [Main Form] tab of the Federation Registration record:
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Enabling the Federation Registration Record

To enable processing, the Federation Registration record must be active and integration must be enabled. If
necessary, click Activate to activate the record:
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Configuring Incident Creation and Updates

The following settings on the [Main Form] tab of the Federation Registration record affect how Incident creation
and updates work:

« Create and update Incidents based on significant events. Select this option to enable Incident creation
and updates .

« Use Organization Name as the requester or customer. All Federated sources are required to send an
Organization name as part of the Incident payload. This setting allows the Organization name to be used as
the "Customer" name on a newly created Incident record. If the Organization name does not exist as a
Customer, it will be created.

o Customer Display Name. If the Use Organization Name as the requester or customer checkbox is not
selected, you can use this dropdown to select a customer record that will be populated as the "Customer"
name on each newly created Incident record.

« Initial Incident Owner. Each Incident record requires an "Owner", and this setting allows for the default
"Owner" to be selected for newly created Incident records. An "Owner" can be regarded as the "Assignee”,
the primary person scheduled to work on an Incident.

« Resolve Incident Owner. Use this dropdown to transfer Incident ownership to a new person when an
Incident is automatically resolved through this Federation Registration integration. To keep the same person
as initially set, select the same person.

« Automation Process. Regarded as Content, use the [Select] button to select the automation process or
One-Step that will be executed when a new Incident is needed. You can create different automation
processes or One-Steps for different Federation sources, and they can be one-way or (like the Integration
Service integration) two-way where the automations pass back the newly created Incident reference number
to the Integration Service through its REST API.

« Delete events that have been successfully processed. This setting helps reduce the storage space used by
incoming Incident events by deleting event records that have been successfully processed into Incident
records. You can create different automation processes or One-Steps for different Federation sources.



Configure these settings as needed. The following image shows an example configuration:

Automated Incident Creation and Updates
A Create and update incidents based on significant events

[ Use Organisation Name as the requestor or customer

Customer Display Name:

Initial Incident Owner:
Sciencelogic Integration User E]

Resolve Incident Owner:
'Sciencelogic Integration User

Automation Process: Select
IS: Create and Update Incidents

[] Delete events that have been successfully processed

You can find custom automation processes and One-Steps for Content in the following location after you click the
[Select] button next to the Automation Process field:

B Choose Action & Engsh (Uned Sues) [m] b
File Edit View Help Search -

(] o View» A - Associaum'liwn

- — A

Action Catalog

@ Wl User (CSDAdmin)

A @ Wl Role (IT Service Desk Manager)
@ W Team

Commands ® Wil Gobal
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=
B .

tems in this folder can only be edted inside of the blueprint edtor.




Configuring Cl Creation and Updates

The following settings on the [Main Form] tab of the Federation Registration record affect how incident creation
and updates work:

Create and update Cls and relationships. Select this option to enable Cl creation and updates.

Overwrite Cl attributes with blank values. This sefting determines whether CSM Cl fields will be
overwritten with blank values from a Federation source, even if that CSM Cl aftribute has data. If you check
this option, a CSM Cl field that has valid data will be overwritten with blank data from a Federated source if
that CSM Field is mapped.

Delete events that have been successfully processed. This setting helps reduce the storage space used by
incoming Cl events by deleting event records that have been successfully processed into Cl records. These
event records are not recoverable except from a backup if this option is selected.

Automation Process. Regarded as Content, use the [Select] button to select the automation process or
One-Step that will be executed when a new Cl event is received. You can create different automation
processes or One-Steps for different Federation sources.

Configure the settings as needed. The following image shows an example configuration:

Automation Process:  Select

IS: CI Reconciliation




You can find custom automation processes and One-Steps for Content in the following location after you click the
[Select] button next to the Automation Process field:

B Choose Action &  Enolish (Unhed States) ~ 0 %
File Edit View Help € ¥
[\ View » A +| Association|| Event v
— a | & Adtion a ¢ ] 0
.__- + Pinboard L] . [} *
Action Catelog W Bueprd R |5 Create and
Federation Reconciiatior] Update
Contert Incidents
i 5
Calendars = Evert Actons

[ User (CSDAdmIn)

+ Role (IT Service Desk Manager)
" Team
B

Global

tems in this folder can only be edted inside of the blusprint edior

0K Close

Configuring the Mappings between Source Cl Types and
CSM ClI Types

To map incoming Cl or Device Types from Federated sources like the Integration Service, you must configure the
mapping between source Cl Types and CSM Cl Types.

To map source Cl Types and CSM Cl Types:

1. While on Federation Registration record, select the [Federated Cl Type Mapping] tab.

2. Click the [New Federated Cl Mapping] button. A new Federated Cl Mapping record appears.
3. Complete the following fields:

« Federated Cl Type. Type the name that identifies the device or Cl in the Federated source.

« Target Cl Type Name. Select the name that identifies what CSM Cl Type will be created when a

new Clis required and the "Federated Cl Type" for that new Cl matches the value in the Federated
Cl Type field.

NOTE: If this dropdown is blank, referto Creating and Testing the Populate Field
Definition Mappings, as this process must be working for this dropdown to work.

« Target Cl Type. Selectthe target CSM Cl Type, which is related to the CSM Cl Type Name. This
value can be regarded as a further Cl Type classification, and in most CSM instances this is not a



required field.

4. Click the [Save] button (H) to save the mapping. Repeat this process for any other Cl Type mappings.

NOTE: This process can sometimes involve a large number of configurations, but the process can be
automated to create a large number of these configurations automatically.

Configuring the Mappings between Source Cl Attributes and
CSM Fields

To map incoming Device attributes from a Federated source to Cl aftributes, you must configure the mapping
between Federated source Cl attributes and CSM fields.

To map Federated source Cl attributes and CSM fields:

1. While on Federation Registration record, select the [Federated Field Mappings] tab.
2. Click the [New Federated Field Mapping] button. A new record appears.
3. Complete the following fields:
« Federated Field Name Type. Type the name of the Cl aftribute or field name that will be passed in
from the Federated source.

« Cherwell Business Object Name dropdown, select the CSM Cl Type Name to which the Cl aftribute
will be mapped. Different CSM Cl Types have different fields, and this dropdown drives the values in
the Cherwell Field Name dropdown.

NOTE: [f this dropdown is blank, refer to Creating and Testing the Populate Field
Definition Mappings, as this process must be working for this dropdown to work.
Additionally, if you need to map the same Federated source Cl aftribute or field name to
multiple CSM Cl Types, you must create multiple records for each CSM Cl Type.

o Cherwell Field Name. Select the Cl field name to which the Federated source attribute or field will
be mapped.

« Thisfield is used for reconciliation... Select this option if this attribute or field name is to be used for
Cl reconciliation, such as finding an existing Cl to update rather than creating a new one. As a best
practice, you should select at least one or more Cl Field mappings for Cl reconciliation for each Cl
Type. Otherwise, new Cls will be created for every sync to the Federated source.

4. Click the [Save] button (H) to save the mapping. Repeat this process for subsequent Cl Type mappings.



NOTE: If more than one Cl aftribute or field is selected for Cl reconciliation per CSM Cl Type Name, an AND
operation is performed to find a Cl. For example, if you used "FriendlyName" and "IPAddress" for

reconciliation, then a match must be found on "FriendlyName" AND "IPAddress" to find a Cl. [ not, a
new Clis created.

Updating the Integration Manifest

After you configure the Cl Field Mappings, you need to update the Integration Manifest. This manifest is a JSON

record on the Federation Registration record that caches the field mappings for easy reuse during the Cl Create
or Update process.

To update the manifest, go to the [Main Form] tab of the Federation Registration record and click [Update
Manifest]:

FEDERATION REGISTRATION

NG TEAM

“l Main Forn gl Federated Cl Type Mapping ™, Federated Cls (7] Federated Fiekd Mappings % Linked Configuration tems 10 Fadersted Relaionships Ty Linked Open) Incidents 4 Joumals  “, Federation Credertisls

Basic Information

Sciencelogic Development Environment2 » | X

ScienceLogic | reatedupd I — ;;da;l_ll.mrm

Configuring Automated Maintenance Windows

The following settings on the [Main Form] tab of the Federation Registration record affect how Automated
Maintenance Windows work:

« Apply maintenance windows for Cls affected by change requests. Select this option to enable
automated Maintenance Windows.

« Cancel maintenance windows when change requests are canceled. Select this option to cancel
Maintenance Windows when a corresponding CSM Change Request record is canceled.

« Start maintenance window N minutes before scheduled change starts. If it is required that the
Maintenance Window on the Federated source is started before the CSM Change Window starts, specify the
number of minutes that should be subtracted from the start time of the CSM Change Window. For example,

specifying a value of 60 in this field ensures that the Maintenance Window on a Federated device will start
one hour before the CSM Change Window.



« Start maintenance window N minutes before scheduled change starts. If it is required that the
Maintenance Window on the Federated source device is completed after the CSM change window ends,
specify the number of minutes that should be added after the scheduled CSM Change Window ends. For
example, specifying a value of 60 in this field ensures that the Maintenance Window on a Federated device
ends one hour after the CSM Change Window.

« Automation Process. Regarded as Content, use the [Select] button to select the automation process or
One-Step that will be executed for new or updated Maintenance Windows. You can create different
automation processes or One-Steps for different Federation sources.

Configure the settings as needed. The following image shows an example configuration:

Automated Maintenance Windows
E Apply maint windows for ('s affected by change requests
EF.r nair in ) aNg qu are cancelled
start maint window 60 min before scheduled change start
end maint window 120 min atter scheduled change ends
Automation Process; Select
I5: Create Maintenance Window




You can find custom automation processes and One-Steps for Content in the following location after you click the
[Select] button next to the Automation Process field:

8 Choose Action M| [Evotety fied St O X
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Configuring Automated Cl Retirements

The following settings on the [Main Form] tab of the Federation Registration record affect how Automated Cl
retirement works:

1. Retire Cls when placed into the following state: Select this option to enable automated Cl retirement. Use
the dropdown to select what Cl status will trigger the retirement workflow. Different implementations of CSM
— could have different statuses. When a Cl is placed into this status, the retirement process will be triggered.

2. Close Incidents/Problems/Events/Changes. Select the relevant checkboxes to control whether CSM
records and associated monitoring events in the Federated source will be closed as a result of Cl retirement.

NOTE: Because of varying closure procedures and ITIL processes, the automation process or One-
Step will need to be tuned for each customer environment. For example, some CSM
implementations have required fields on closure.

3. Automation Process. Regarded as Content, use the [Select] button to select the automation process or

One-Step that will be executed when retiring Cls. You can create different automation processes or One-
Steps for different Federation sources.



Configure the settings as needed. The following image shows an example configuration:

Automated Retirement

FA Retire CI's when placed into the following state:

Retired v
[] Close Incidents [] Close Problems

FA Close Events [] Close Changes

Automation Process: Select
IS: Retire Cl

You can find custom automation processes and One-Steps for Content in the following location after you click the
[Select] button next to the Automation Process field:
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Chapter

4

Configuring the Integration Service for the
Cherwell SyncPack

Overview

This chapter describes how to configure the integration applications in the Cherwell SyncPack to properly
authenticate the Integration Service with CSM and SL1.

Follow the procedures in this chapter only after you have configured the settings in CSM from the previous
chapters.

This chapter covers the following topics:

What is a Configuration Objecte il 51

Aligning a Configuration Object with Integration Application



What is a Configuration Object?

A configuration object is a stand-alone JSON file that lives on the Integration Service system. A configuration
object supplies the login credentials and other global variables that can be used by all steps and integration
applications. Configuration objects allow the same integration application to be deployed in multiple Integration
Service instances, with different configurations.

Configuration objects can map variables from SL1 to a third-party platform. For instance, SL1 has device classes
and various third-party platforms have Cl classes; the configuration object would map these two variables.

You can create and edit configuration objects on the Configurations page of the Integration Service user
interface. After you create the configuration object, it appears in the Configuration dropdown on the
Configuration pane of the Integrations page. Before you can run an integration application, you must select a
configuration object and "align" that configuration object with the integration application.

TIP: You can select none from the Configuration dropdown to clear or "un-align" the selected configuration
object from an integration application. Also, if you did not select a configuration object when editing fields
on the Configuration pane, the previously set configuration object will remain aligned (if there was a
previously set configuration object).

You can include the config. prefix with a variable to tell the Integration Service to use a configuration file o resolve
the variable. If you want fo re-use the same settings between applications, such as hostname and credentials,
define configuration variables.



The Configurations page ( ¢) displays a list of available configurations. From this page you can create and edit

configuration objects:

Configurations isadmin + @
=
H )
Q search Create Configuration
CONFIG NAME VER  AUTHOR MODIFIED (UTC-3) DESCRIPTION acTions
= 1S - System Backup 100 s Losi Dec 20,2019 Exomple Confauration g Intesrations et s o
Confiuration Example 0. cienceLogic 12404 xample Configuration for running Integration Service System... H
15 - System Diagnostic 100 s Losi Dec 20,2019 Example Configuration g Integration s St . .
Configuration Example 0. Ciencelogic 12:40:24 Xxample Configuration for running Integration Service System... .
) . Dec 20,2019 . . )
B 1S System Config 10  Sciencelogicdocs 15914 Basic config (based on IS - System Diagnostic config) ~

Aligned Integrations

1. Integration Service System Diagnostics

2.Timed Removal

You can search for a specific configuration object by typing the name of that configuration in the Search field at the

top of the Configurations page. The user interface filters the list as you type. Click the [Actions] button ( * ) fora
configuration object o edit or delete that object.

TIP: Click the down arrow icon ( ) for a configuration object to see which infegration applications are
currently "aligned" with that configuration object.

Aligning a Configuration Object with Integration Application

The Cherwell SyncPack includes the "Cherwell Integration Settings" (cherwell_config) configuration object.

This configuration file contains default name-value pairs for the CSM and SL1 hosts, the CSM and SL1 users and
passwords, the Integration Service host, user, and password, and other keys and values. You can use this
configuration file as a template for the configuration objects you need to create and align with the

relevant Cherwell integration applications.



To view the contents of the "Cherwell Integration Seftings" (cherwell _config) configuration object, go to the
Configurations page of the Integration Service user interface and click the [Actions] button ( : ) next fo the
"Cherwell Integration Settings" configuration. The Configuration pane appears:

Configurations isadmin v

Cherwell Integration Settings X

Toggle JSON Editor

Description

Cherwell integration Configuration

Version
0.0.2

Configuration Data Values

Name Value

debug True D Encrypted X
Name Value ~
cherwell_host http://fec2-52-63-131-135.ap-sou D Encrypted

Name Value

cherwell_user 1S4User D Encrypted X
Name Value ~
cherwell_password *xXRPOrt6GWPUK7dy2SgtjXMt Encrypted

Name Value %
sl1_hostname https://ec2-3-105-165-48.ap-sou |:| Encrypted

Name Value

sl1_user em7admin |:| Encrypted X
Name Value x
sl1_password RnKIKfste/t/SsTYgyfe7eZS+0sEr Encrypted

¥

Adding and Editing Credentials in a Configuration Object

From the Configurations page of the Integration Service user interface, you can edit an existing configuration
object or create a new configuration object.

For example, you can edit the variables in the "Cherwell Integration Settings" configuration object that came with
the SyncPack and then align that configuration object with one or more CSM-related integration applications. You
can also use the [Copy As] button to make a copy of that configuration object so you can align it with other
integration applications.

The following configuration object variables are required for the Cherwell SyncPack:

o cherwell_host. Type the URL you use to access the Cherwell host. This is the same URL that you used in
Creating the Cherwell API Credential.

o cherwell_user. Type the CSM Login ID that will be used to authenticate to the CSM API. This is the same
username that you created in Creating a New User.

o cherwell_password. Type the CSM password for the Cherwell User that will be used to authenticate to the
CSM API. This is the same password that you created in Creating a New User.



o cherwell_api_key. Add the REST API Client Key that you configured in Obtaining a Client Key.

« federation_source. Type the Federation Name that you used in Creating the Federation Registration

Record:

FEDERATION REGISTRATION

gactivate

4 ManFom i Federsted C1 Type Mapping: ™, Federated s |7 Foderated Fiekd Mappings % Linked Corfigurstion terms 18 Federted Relstionshics 70 L

Basic Information

w | SLL-Dev

Sciencebagic Development Environment - T

EEScienceLogic

Aligning a Configuration Object with an Integration Application

For every infegration application in the Integration Service, you will need to "align" a configuration object to that
application to ensure that the application can properly authenticate to CSM. You can align the same configuration

object with multiple integration applications.

To align a configuration object with an integration application:

-:)

2. Selectthe integration application that you want to align with the configuration object, such as "Add
Sciencelogic SL1 Devices to Cherwell". The Integration Application page for that integration application

appears.

1. Inthe Infegration Service user interface, go fo the Integrations page (



Click [Configure] (E]). The Configuration pane opens on the right side of the Integration Application
page:

Add SciencelLogic SL1 Devices to Cherwell X
Modify configuration and save. Show JSON Configs
Configuration
cherwell_config -
sl1_hostname sl1_user
debug https://ec2-3-105-165-48.a @  em7admin a

sl1_password

V00RO RRRRRORRRNY ﬁ

cherwell_password

ﬁ G800 8080000000000 ﬁ

$lconfig.cherwell_password)

TIP: To view a pop-up description of a field on the Configuration pane for an integration application,
hover over the label name for that field.

Select a configuration from the Configuration dropdown to "align" to this integration application. This step is
required for all integration applications.

TIP: Click [Show JSON Configs] to view the JSSON configuration data for the configuration object.
Click [Hide JSON Editor] again to view the fields instead.

As needed, edit the other configuration values for the application. Press [Enter] after editing an item to make
sure your changes are saved.

NOTE: To prevent potential issues with security and configuration, any fields that are encrypted and

any configuration-specific fields containing a padlock icon ( E) on the Configuration pane
cannot be edited.

When you are finished, click [Save] at the bottom of the Configuration pane.



Chapter

Troubleshooting the Cherwell SyncPack

Overview

This chapter describes how to troubleshoot certain aspects of the SL1 and CSM integration for the Cherwell
SyncPack.

This chapter covers the following topics:

Incidents are not being created ..l 57
Clsare not being created .. il 57
Viewing Events Sent from the Integration Service ... .. . .. 61

Checking the Automation Process StatUs ... ... il 62



Incidents are not being created

If Incident Creation is set up to use the SL1 Organization as a Customer for the Incident, and Incidents are not
being created, check to see if a record for the SL1 Organization has not been created multiple times:

1. Inthe CSM User client, search all “Customer — Internals” Records by going to the following menu:

Task Pane a

% Quick Search

> Agreement
& Change Request
& Contract
Customer
%% Discussion
W Incident
¥ Knowledge Article
& o
u Problem
® Service
@ Service Catalog Template
ﬂ Supplier
& Supplier Catalog ltem

= Task N .

4 Quick Search

A Underpinning Contract

W Work Unit w~ Search Cystomer - L1L)
All werds

| v

@ Any words

2. Clickin the empty Search field and press [Enter] to search all records.
3. Ifyou find a duplicate record for the SL1 Organization, select the duplicate, and go to File > Delete.

4. After you delete all duplicates, when events come in for that Organization in SL1, the tickets should be
created without any issues.

TIP: Another option for fixing this issue is to manually create all SLT Organizations in CSM before enabling
Automated Incident Creation.

Cls are not being created

During the Cl creation process, various issues might occur. You can find more information about these issues on
the [Journal] tab of the Federation Registration record.

Some examples and possible solutions to those issues are listed below.



No mappings configured for Device Type

The following Journal entry indicates that a Device Type of "Microsoft | Windows Server 2012 R2" was sent from

the Integration Service (Federation source), but CSM does not know what type of Cl to create or update for this
device type:

Journal - Note

Created by Cherwell Admin on 2/7/ 2020 at 131 P

Ejis

Vv Customer P

Quick Entry

Mormal w
Details

Errge reconciling Cl from svent 330 .'d'
There is no Federated O] Type Ma g conf gured for Federated O Type

of: "Micrasoft | Windows Server 2012 R2'




To address this issue, create a Federated Cl Type Mapping for this device type:

< Main @ Federated Cl Type Magpng W, FederstedCls [%] Federated Field Mapt
ﬁNeerdemtedClMappmg X Record 1 of 1 Y * | View ~

Federated Cl Mapping -Microsoft | Windows Server 2012 R2

Federated Cl Type
|Microseft | Windows Server 2012 R2

Target (1 Type Name:

Target (1 Type:

M

For more information, see Configuring the Mappings between Source Cl Types and CSM Cl Types.



No field mappings defined

The following Journal entry indicates that a Device Type of "Microsoft | Windows Server 2012 R2" was sent from
the Integration Service (Federation source), and CSM knows that this Device Type is mapped to a CSM Cl Type of

"Config — Server". However, there are no fields that have been mapped from the source data to CSM Cl Attributes
in the "Config — Server" Cl type:

Journal - Note

Created by Cherwell Admin on 2/7/2020 at 1:55 PM

ark as

Quick Entry

nonty

Mormal

Details

Ervor reconciling Cl from event: 331
P .
There are no Cl Field Mapping configured for Federated Cl Type of:

‘Microsoft | Windows Server 2002 R2' and Target (1 Type of: ‘Config
Server




To address this issue, create a Federated Cl Field Mapping for this CSM Cl Type:

<l Main Fomm Federated O Type Mapping ™., Federsted Cls|_|#) Federsted Field Mapoings | S0 Linked Corfig

\#] New Federated Field Mapping| X Record 1 of 1 Y-
Federated Field Mapping

Federated Field Name:

Name:

Cherwell Business Object Name:
Fonfig - Server v

Cherwell Field Name:

Friendly Name w

EA This field is used for reconciliation, to help identify existing CI's for updates

For more information, see Configuring the Mappings between Source Cl Attributes and CSM Fields.

After you configure the Cl Field Mappings, you need to update the Integration Manifest. This manifestis a JSON
record on the Federation Registration record that caches the field mappings for easy reuse during the Cl Create

or Update process.

To update the manifest, go to the [Main Form] tab of the Federation Registration record and click [Update

Manifest]:

FEDERATION REGISTRATION
SL1-Dev > Sciencelogic

STATUS

2
-8

Deactivate

OWNING TEAM

i Main Form  iggi Federated C1 Type Mapping ™, Federated Cls (3] Federated Field Mappngs % Linked Configuration tems 8! Federated Rislaionships Ty Linked [Open) Incidents 3 Joumals

Basic Information

Federation Type: Federation Name:
Sciencelogic vl [SL1-Dev
Description:
.
. 2 "y . - .
..S . . Sciencelogic Development Environment2 T I
8 088 bed/
sl C|enceLog IC
assee
LA Ll L]

» Federation Credertisls

Update Manifest

Viewing Events Sent from the Integration Service

Viewing the data from the Integration Service (Federated source) might help you with troubleshooting issues with

the Cherwell SyncPack.

To view data from the Integration Service

1. Log in tothe CSM User client and go to Searching> Search Manager. The Search Manager dialog

appears.

2. From the Association dropdown, select Event.



3. Double-click All Events fo run the search. A list of current events appears. The events sent from the
Integration Service are typically tagged with an Action aftribute in the Message field that signifies a Cl
Creation or Update:

Event 331

recorded

The following Action attributes are currently configured :

« ClUpdate. This aftribute is sent or received when a Cl needs to be created or updated.

« Event Raised. A new Event in the Integration Service (Federation source) has been registered, which usually
results in a new Incident.

o Event Cleared. An existing Event in the Integration Service (Federation source) has been cleared and sent
through, which usually results in an existing Incidentin CSM being resolved.

o Event Acknowledged. An existing Event in the Integration Service (Federation source) has been
acknowledged and sent through, which usually results in an existing CSM incident being acknowledged and
notes affached.

Checking the Automation Process Status

Federation processing such as creation of Incidents, Cl, Relationships, Maintenance windows efc relies on a lot of
CSM backend processes which is typically accomplished with what's called CSM “Automation Processes”. These
processes should always be enabled and can be confirmed using the following process.



1. Open the CSM Administrator client and select Automation Processes from the Categories sub-menu.

2. From the Pick a task section, select Individual Automation Process Status. A list of automation processes
appears. The processes used by the Federation system are highlighted below, and all processes should have
a Status of Enabled:

File Edit View Process Help
Process Type | A -
Automation Process Business Object Type Status
® (Ochange - Escalste 4 hous atter End Dote. Change Recuest TrreBasec Disabled
® A Change - Notiy Problem Onner Change Request SimpleActionCn...  Disabled
(@) A Crerge Spil 1 Change Beyest leActooln  Dieshied
() A Federation - Cancel Maintenance Windows Change Request Enabled
() A Federstion - Cl Retrement Federated Retied Ensbled
() B Federation - C1 Update Evert Enzbled
() A Federstion - Create Federsted Retired C1 Confiquration iem Enabled
() B Federaton - Create Mantenance Windows Change Request Erabisd
(®) A Federation - Create/Fesync Relationships Federated Flelationship Enabled
(®) A Federabon - Create,/Update Incidents Event Enabled
() B Federation - Create/pcate/Delete Martenance Windows Federaied Maintenance Enabled
() A Federation - Remove Relationships Federated Relationship Enabled
o Frotem
@@ Incident - Not Touchedin 3 Days Incidert TimeBased Disabied
(® A incidert - Corfimation Emal on Create Incidert SimpleActionOn...  Disabled
®(® Last Logon 90 Days Ago - Customer Intemal Customes - Intemal TimeBased Dissbied
(@ B Motfy Chang Owner of Assignmert Change Request SimpleActionOn. .. Disabled
@ A Notfy Change Team of Assignment Change Request SimpleAcionOn...  Disabled
() A Notfy Incident Owner of 2 new Joumal - Nate: Incidert SimpleActionOn . Enabled
(@ A Moty Incident Owner of Assignment Incidert SimpleAcionOn...  Disabled

3. Additionally, you can right-click an automation process and select Statistics to view more information about
runs that succeeded, failed, or were in progress:

File Edit View Process Help
® Process Typ= Al ~
Automation Process Business Object
(® (O Change - Escalate 4 hours after End Date Change Request
@ A Change - Notfy Problem Onner ©) Automation Process Statistics X
@® A Change Approval Notifications
@‘Fﬁdﬂahm-whhiﬂmw ‘ Federation - Cl Update
Siw; I.:E:m”” =" Last modfied at 2/7/2020 by CSDAdmin
(® A Federation - Create Federated Retird ~ Statistics
(® A Federation - Create Maintenance Wi
(® A Federation - Create/Resync Relatior]  COTPleteduns: 2 progress: 0
® A Federation - Create/Update Incident Succeeded. 2 Scheduled activiies. 0
() A Federation - Create/Update/Delete Faled: 0
(® A Federation - Remove Relationship
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LIMITATION OF LIABILITY AND GENERAL DISCLAIMER

ALL INFORMATION AVAILABLE IN THIS GUIDE IS PROVIDED "AS IS," WITHOUT WARRANTY OF ANY
KIND, EITHER EXPRESS OR IMPLIED. SCIENCELOGIC™ AND ITS SUPPLIERS DISCLAIM ALL WARRANTIES,
EXPRESS OR IMPLIED, INCLUDING, BUT NOT LIMITED TO, THE IMPLIED WARRANTIES OF
MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE OR NON-INFRINGEMENT.

Although Sciencelogic™ has attempted to provide accurate information on this Site, information on this Site
may contain inadvertent technical inaccuracies or typographical errors, and Sciencelogic™ assumes no
responsibility for the accuracy of the information. Information may be changed or updated without notice.
Sciencelogic™ may also make improvements and / or changes in the products or services described in this
Site at any time without notice.

Copyrights and Trademarks

Sciencelogic, the Sciencelogic logo, and EM7 are trademarks of Sciencelogic, Inc. in the United States,
other countries, or both.

Below is a list of frademarks and service marks that should be credited to Sciencelogic, Inc. The ® and ™
symbols reflect the trademark registration status in the U.S. Patent and Trademark Office and may not be
appropriate for materials to be distributed outside the United States.

« Sciencelogic™

e EM7™ andem7™

o Simplify IT™

o Dynamic Application™

« Relational Infrastructure Management ™

The absence of a product or service name, slogan or logo from this list does not constitute a waiver of
Sciencelogic’s frademark or other intellectual property rights concerning that name, slogan, or logo.

Please note that laws concerning use of trademarks or product names vary by country. Always consult a
local attorney for additional guidance.

Other

If any provision of this agreement shall be unlawful, void, or for any reason unenforceable, then that
provision shall be deemed severable from this agreement and shall not affect the validity and enforceability
of any remaining provisions. This is the entire agreement between the parties relating to the matters
contained herein.

In the U.S. and other jurisdictions, trademark owners have a duty to police the use of their marks. Therefore,
if you become aware of any improper use of ScienceLogic Trademarks, including infringement or
counterfeiting by third parties, report them to Science Logic’s legal department immediately. Report as much
detail as possible about the misuse, including the name of the party, contact information, and copies or
photographs of the potential misuse to: legal@sciencelogic.com
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