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Overview

The Integration Service: ServiceNow Synchronization PowerPack version 2.5.1 addresses separate issues with the
"Sync Incident State from ServiceNow to SL1 Event" and the "Sync Devices from SL1 to ServiceNow" infegration
applications.

This document includes the following topics:

o Prerequisites

« Installing the "Sciencelogic SL1: CMDB & Incident Automation Application" in ServiceNow
« Installing the ServiceNow Synchronization PowerPack

« Theissues addressed in version 2.5.1

e The known issues in version 2.5.1

Prerequisites

The Integration Service: ServiceNow Synchronization PowerPack version 2.5.1 requires the following:

o SL1 version 8.12.2 orlater. For details on upgrading SL1, see the appropriate SL1 Release Notes.

o Anap2 version of 5.125.44 orlater of the user interface for SL1. For more information, see the
Introduction to SL1T manual.

« Integration Service platform version 1.8.4 or later.
o The "Sciencelogic SL1: CMDB & Incident Automation" application, version 1.0.35.

« ServiceNow versions Kingston, London, Madrid, or New York with Web Services enabled. A ServiceNow
MID Server is also required to sync maintenance windows from ServiceNow to SL1 using a ServiceNow MID
Server.

NOTE: The Integration Service Platform version 1.8.0 or later requires the docker-ce 18.06 version of
Docker. The Integration Service ISO includes this version of Docker by default, but if you plan to
upgrade to this version from the RPM, you must first upgrade Docker before you upgrade the
Integration Service. You can download the Docker RPM file from the following location: docker-ce-

18.06.1.ce-3.el7.x86 64.rpm. (INT-1528)

NOTE: If your ServiceNow instance is domain-separated, install the latest "SciencelLogic Domain Separation
(Global)" update setin ServiceNow. For more information, see the Integration
Service: ServiceNow Synchronization PowerPack manual.



https://portal.sciencelogic.com/portal/knowledge/release-notes
https://download.docker.com/linux/centos/7/x86_64/stable/Packages/docker-ce-18.06.1.ce-3.el7.x86_64.rpm
https://download.docker.com/linux/centos/7/x86_64/stable/Packages/docker-ce-18.06.1.ce-3.el7.x86_64.rpm
https://jira.sciencelogic.com/browse/INT-1528

Installing the "Sciencelogic SL1: CMDB & Incident
Automation Application" in ServiceNow

You must install the "Sciencelogic SLT: CMDB & Incident Automation" application on the ServiceNow instance to
enable the Infegration Service ServiceNow Synchronization PowerPack. The "Sciencelogic SL1: CMDB & Incident
Automation" application is also known as the "Certified" or "Scoped" application.

The most recent version of the application is 1.0.35, which is required for version 2.5.1 of the Synchronization
PowerPack.

NOTE: You must have a ServiceNow HI Service Account to request this application and download it onfo your
ServiceNow instance.

You must first request the "Sciencelogic SL1: CMDB & Incident Automation" application from the ServiceNow
Store and then install it.

To request and install the Certified Application:

1. Gotothe ServiceNow Store at https://store.servicenow.com and search for "Sciencelogic SL1".

2. Selectthe "Sciencelogic SL1: CMDB & Incident Automation" application. The detail page for the application
appears.

3. Click Get and log in with your HI credentials.

4. After the request is approved, log in to ServiceNow as an administrator and navigate to Application
Manager (System Applications > Applications).

5. Click Downloads in the menu header or search for "Sciencelogic".

6. Click the version drop-down for the "Sciencelogic ServiceNow Integration" application listing o make sure
you are using the correct version of the application that is compatible with your version of the Integration
Service ServiceNow Synchronization PowerPack.

7. Click Install for the "Sciencelogic ServiceNow Integration" application. The installation is complete when the
button changes to Installed.

8. In the filter navigator, search for"Sciencelogic" and locate the application in the navigation menu in the left
pane.

WARNING: After you install the "Sciencelogic SL1: CMDB & Incident Automation" application on your
ServiceNow instance, you must upgrade your ServiceNow integration applications to version
2.0.0 or later on all Integration Service instances. Integration Service instances running version
2.0.0 or later of the ServiceNow integration applications are not backwards-compatible with the
previous ServiceNow update sets or with SyncServer. The "Sciencelogic SL1: CMDB & Incident
Automation" application is also not backwards-compatible with SyncServer. This change cannot
be reverted.



https://store.servicenow.com/sn_appstore_store.do#!/store/application/7f88f311db7c2300dc44f00fbf961996/

Installing or Upgrading the ServiceNow Synchronization
PowerPack

After you install the "Sciencelogic SL1: CMDB & Incident Automation" application to your ServiceNow instances,
you must upload the ServiceNow Synchronization PowerPack version 2.5.1 fo your Integration Service instances.

WARNING: If you are upgrading to this version of the Synchronization PowerPack from a previous version,
make a note of any settings you made on the various integration applications in this
Synchronization PowerPack, as these setftings are not retained when you upgrade.

NOTE: If you are running version 2.0.0 of the Integration Service platform, you can upload and install the
Synchronization PowerPack on the SyncPacks page of the Integration Service user interface. For
more information, see the "Managing Synchronization PowerPacks" chapter in the Integration

Service Platform manual (version 2.0.0 or later).

To update your infegration applications fo this version:

1. Download the .1gz archive file containing the integration applications from the Sciencelogic Customer Portal.
Save the file on your Integration Service instance.

2. SSH 1o your Integration Service instance and locate the .tgz archive file.

3. Run the following command to extract or "untar" the files:

tar -xvf ServiceNow SyncPack-2.5.1.tgz

4. On your Integration Service instance, change the directory to the new ServiceNow_SyncPack directory.

5. Run the following command twice to ensure that all infegration applications that depend on other integration
applications have been uploaded:

iscli -usf util/ -p <password>

where <password> is the Infegration Service administrator password that you set during installation.

NOTE: When importing objects from this Synchronization PowerPack to the Integration Service instance, you
might see the following message: "ERROR uploading _init _.pyc files to the APL." You can ignore
any error messages specific to posting the __init__.pyc file to the API.

6. Touploadthe 2.5.1 steps, run the following command:

iscli -usf steps/ -p <password>

7. Toupload the 2.5.1 integration applications, run the following command twice to ensure that all integration
applications that depend on other integration applications have been uploaded:

iscli -uaf apps/ -p <password>

8. Touploadthe 2.5.1 configurations, run the following command:


https://portal.sciencelogic.com/portal/integration-service

iscli -ucf configs/ -p <password>

After you finish this process, all of the integration applications on your Integration Service instance will be
updated to version 2.0.0 or later. You can view the applications in the Integration Service user interface.

NOTE: You might need to individually upload the "Sync Devices from SL1 to ServiceNow" integration
application a second time in the Infegration Service user interface after the bulk upload to ensure that
the application picks up the correct application variable formatting.

Issues Addressed

The following issue was addressed in the Infegration Service: ServiceNow Synchronization PowerPack version
2.5.1:

o Addressed an issue where the "Sync Incident State from ServiceNow to SL1 Event" integration application
failed on the "Parse Incidents" step for a user that had capital letters in his or her username. (INT-2635)(EM-

35642

o Addressed an issue where the "Sync Devices from SL1 to ServiceNow" integration application failed on the
"Generate SL1 Filters" step, with a Traceback message that ends in "File "device utils", line 118, in
generate_class_guids AttributeError: 'str' object has no attribute 'decode. The issue occurred due to @

compdtibility issue between Python 2.x and 3.x. (EM-35522)

Known Issues

This Synchronization PowerPack contains the following known issues:

o When syncing multiple VMware trees from SL1 to ServiceNow, the unique_id field that is mapped by default
to the object _id field in ServiceNow is not unique across multiple VMware trees. In a future release, the
default object_id field will be updated with a field that is unique across multiple VMware trees. (INT-2527)

« Applications and Application Components from SL1 are not synced by the Integration Service from SL1 1o
ServiceNow.


https://jira.sciencelogic.com/browse/INT-2635
https://jira.sciencelogic.com/browse/EM-35642
https://jira.sciencelogic.com/browse/EM-35642
https://jira.sciencelogic.com/browse/EM-35522
https://jira.sciencelogic.com/browse/INT-2527
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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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