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Prerequisites

PowerPack for Service Manager contains extensions to simplify the daily work in Microsoft
System Center Service Manager™ and makes analysts more effective performing common

tasks.

Important: If you are installing or upgrading PowerPack in a Service Manager 2012
environment, please make sure you use a version that is lower than 2.0. If you are on
Service Manager 2016 or later, please make sure you use an installer with a higher
version number than 2.0. If you have any questions, please contact
support@gridprosoftware.com.

Server installation requirements
e The server needs to have Microsoft System Center Service Manager installed
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Installation

This section is a step-by-step instruction how to install the PowerPack for Service Manager
software.

PowerPack for Service Manager

[ | IMPORTANT: Login using a user account that is a member of the local server
administrator group and has been assigned the SCSM Administrator role in Service

Manager.

Run PowerPack for Service Manager vXXXXXXmsi

OO

i PowerPack for Service Manager Setup I;li- Click Next

Welcome to the PowerPack for Service
Manager Setup Wizard

The Setup Wizard will install PowerPack for Service Manager
on your computer. Click Next to continue or Cancel to exit
the Setup Wizard.

chgridpro

D iz PowerPack for Service Manager Setup | = | & = Read the End-User License
End-User License Agreement Agreement carefully and if you
Please read the following license agreement carefully &

accept the terms check | accept
PLEASE READ THIS END-USER LICENSE AGREEMENT ("EULA") CAREFULLY ~ the terms In the Llcense
BEFORE USING THIS SOFTWARE PRODUCT. BY DOWNLOADING, INSTALLING, Ag reement then C“Ck Next

COPYING, ACCESSING OR USING THIS PRODUCT YOU AGREE IN RELATION TO
GRIDPRO AB (“GRIDPRO"), A SWEDISH CORPORATION WITH REGISTRATION
NUMBER 556823-7910, TO THE TERMS OF THIS EULA. IF YOU ARE ACCEPTING
THESE TERMS ON BEHALF OF ANOTHER PERSON OR A COMPANY OR OTHER
LEGAL ENTITY, YOU REPRESENT AND WARRANT THAT YOU HAVE FULL
AUTHORITY TO BIND THAT PERSON, COMPANY OR LEGAL ENTITY TO THESE
TERMS. IF YOU DO NOT AGREE TO THESE TERMS, YOU SHALL NOT
DOWNLOAD, INSTALL, COPY, ACCESS OR USE THIS PRODUCT, AND YOU MUST
RFTIIRN THF YOUIR 11ICFNSF KFY WITHIN THIRTY (301 DAYS T THF PARTY

v

(11 accept the terms in the License Agreement!




1) PowerPack for Service Manager Sewp | = | = |15 Remove features from the

Custom Setup C?.') installation by clicking on the
Select the way you want features to be installed. dI’Ode\X/n ICOH I’]e)(t tO eaCh
Click the icons in the tree below to change the way features will be installed. p rod u Ct an d th en ! Enti re Featu re

will unavailable”

PowerPack for Service Manager
- 53 = | PowerAssign
& - | PowerForm
- 53 v | PowerView

Thi festure requies 153063 on To add features after they have

your hard drive. It has 3 of 3
subfeatures selected. The

;uhgedamres require 4448 on your beel’] d'Sabl.ed CUCK the dl’Ode\X/l’]
ard drive.

icon next to each product and
Location: Eﬂa\l:‘;uggerr?m Files\Gridpro \PowerPack for Service theﬂ u\x/lu be II’]Stalled on Local.

Disk Usage || Back ” Mext || Cancel | hard dr|Ve"

< m >

Reset |

Remember the install location since it will be needed when preparing the server for
license activation

Click Next to continue

i) PowerPack for Service Manager Setup | = | & Il Click Install
Ready to install PowerPack for Service Manager &

Click Install to begin the installation. Click Back to review or change any of your
installation settings. Click Cancel to exit the wizard.

Back || Install | | Cancel |
i PowerPack for Service Manager Setup | = | = |13 Click Finish

Completed the PowerPack for Service
Manager Setup Wizard

Click the Finish button to exit the Setup Wizard.
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License Activation

This section shows a step-by-step instruction how license activation is accomplished. It is
the same procedure for evaluation activation and commercial registration. When
performing a commercial activation any active evaluation licenses will be automatically
removed and replaced by commercial license.

License Activation Process

[ | Launch PowerPack License Activation Wizard on the Apps program menu
0| e Gropro Actiation Bl Sclect | want to request a license file,
This product requires activation, please follow the instructions in the ther‘] C“CI’( Next
wizard to activate your product.
& | want to request a license file
I have a license file that | want to activate
chgridpro
Back Next
0| = Sidero Actetion ] Specify Service Manager Server Name
Licene Koy obanad o Gror e and License Key provided by Gridpro,
Service Manager Serer Name: then click Next
[localnost
License Key
|
&»gridpro
Back MNext
Ol = Grdpro Actvation B Click Copy and paste the information
Please copy and send the following key to support@gridprosoftware.com il’]tO a teXt ﬂ le
o Save the text file for later use
Click Close
&h gridpro
Back




Send the text file saved earlier as an attachment together with your Company name
and License Key to: support@gridprosoftware.com. You should expect to receive a
response within 24 hours (Business days).

When vou receive a response email contalining a license file you can continue to next
Step.

Launch ActivationWizard.exe that came with the download

Note: Be patient

B Gidpro Acthtion B Select | have a license file | want to
This product requires activation, please follow the instructions in the aCtiVate, then click Next
wizard to activate your product.
€ | want to request a license file
@ | have a license file that | want to activate
&hgridpro
Back Next
B Gidpro Actvetion Bl Specify Service Manager server name.
Sl S Click Open License File and browse to
[locaihost . . . .
et the license file received from Gridpro,
[ ¢ |Open License File] and CUCK Open
Click Next
&»gridpro
Back Next
& Gridpro Activation (3] C |_| C k Close
Activation successful, your application is ready for use.
&hgridpro
Back

Your license has now been activated and PowerPack for Service Manager is ready
to be used
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Upgrade

This section is a step-by-step instruction how to upgrade the PowerPack for Service
Manager software from any previous version.

PowerPack for Service Manager

[

IMPORTANT: Login using a user account that is a member of the local server
administrator group and has been assigned the SCSM Administrator role in Service
Manager.

Run PowerPack for Service Manager vXXXXXXmsi

OO

i PowerPack for Service Manager Setup I;li- Click Next

Welcome to the PowerPack for Service
Manager Setup Wizard

The Setup Wizard will install PowerPack for Service Manager
on your computer. Click Next to continue or Cancel to exit
the Setup Wizard.

chgridpro

s PowerPack for Service Manager Setup == - Read the End-User License
End-User License Agreement Agreement carefully and if you
Please read the following license agreement carefully &

accept the terms check | accept
PLEASE READ THIS END-USER LICENSE AGREEMENT ("EULA") CAREFULLY ~ the terms In the LICeﬂS@
BEFORE USING THIS SOFTWARE PRODUCT. BY DOWNLOADING, INSTALLING, Ag reement them Cl.le Next

COPYING, ACCESSING OR USING THIS PRODUCT YOU AGREE IN RELATION TO
GRIDPRO AB (“GRIDPRO"), A SWEDISH CORPORATION WITH REGISTRATION
NUMBER 556823-7910, TO THE TERMS OF THIS EULA. IF YOU ARE ACCEPTING
THESE TERMS ON BEHALF OF ANOTHER PERSON OR A COMPANY OR OTHER
LEGAL ENTITY, YOU REPRESENT AND WARRANT THAT YOU HAVE FULL
AUTHORITY TO BIND THAT PERSON, COMPANY OR LEGAL ENTITY TO THESE
TERMS. IF YOU DO NOT AGREE TO THESE TERMS, YOU SHALL NOT
DOWNLOAD, INSTALL, COPY, ACCESS OR USE THIS PRODUCT, AND YOU MUST
RFTIIRN THF YOILIR | ICFNSF KFY WITHIN THIRTY [30) DAYS TO THF PARTY

[ aecept the terms in the License Agreement:




1) PowerPack for Service Manager Sewp | = | = |15 Remove features from the

Custom Setup C?.') installation by clicking on the
Select the way you want features to be installed. dI’Ode\X/n ICOH I’]e)(t tO eaCh
Click the icons in the tree below to change the way features will be installed. p rod u Ct an d th en ! Enti re Featu re

will unavailable”

PowerPack for Service Manager
- 53 = | PowerAssign
& - | PowerForm
- 53 v | PowerView

Thi festure requies 153063 on To add features after they have

your hard drive. It has 3 of 3
subfeatures selected. The

;uhgedamres require 4448 on your beel’] d'Sabl.ed CUCK the dl’Ode\X/l’]
ard drive.

icon next to each product and
Location: Eﬂa\l:‘;uggerr?m Files\Gridpro \PowerPack for Service theﬂ u\x/lu be II’]Stalled on Local.

Disk Usage || Back ” Mext || Cancel | hard dr|Ve"

< m >

Reset |

Remember the install location since it will be needed when preparing the server for
license activation.

Click Next to continue

i PowerPack for Service Manager Setup \;li- CUCK |n5ta|-|-
Ready to install PowerPack for Service Manager &

Click Install to begin the installation. Click Back to review or change any of your
installation settings. Click Cancel to exit the wizard.

Back || Install I | Cancel
iG] PowerPack for Service Manager Setup [ = [ & I Click Finish

Completed the PowerPack for Service
Manager Setup Wizard

Click the Finish button to exit the Setup Wizard.
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IMPORTANT: Based on which version you are upgrading from you might have to
take manual action to remove an obsolete version of the view called "My Active
Work Items”. If you have two views called "My Active Work Items” in the "Work
ltems” section, please follow the steps below.

On a server or client with Service Manager console installed

Click Start - All Programs - Microsoft System Center — Service Manager — Service
Manager Console

Click Administration tab

Select Management Packs

In center-pane select Gridpro.ServiceManager.PowerView.Library

Select Delete in right-pane

(N

Delete Management Pack [ <] C ll e k Yes
All data relaked ko the management pack will be permanently
I\ Geleted. Do youwant to delete this management pack?

Upgrade completed

10



Uninstallation

Uninstalling PowerPack for Service Manager should be done in multiple steps starting with
the actual software and then by deleting the management packs.

Software

On the server that has PowerPack for Service Manager installed

Click Start — Control Panel

Click Uninstall a program

Right-click PowerPack for Service Manager and select Uninstall

Click Yes

Click Yes, on any User Access Control popup question

O O OO, O) O

Uninstallation completed

Management Packs

Depending on how many of the Power Pack features that was installed the number of
Management Packs that should be deleted may vary.

On a server or client with Service Manager console installed

Click Start - All Programs - Microsoft System Center — Service Manager - Service
Manager Console

Click Administration tab

Select Management Packs

In center-pane select Gridpro Service Manager PowerAssign Library

Select Delete in right-pane

O oooao o

Delete Management Pack Cl.le Yes

All data related to the management pack wil be permanenthy
l % deleted. Do you want to delete this management pack?

In center-pane select Gridpro Service Manager PowerForm Library

O O

Select Delete in right-pane
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Click Yes

All data related to the management pack will be permanently
B\, dsleted. Do you want to delets this mensgement pack?

Click Yes

All data related to the management pack will be permanently
§\,  deleted. Do you want to delets this mensgement pack?

In center-pane select Gridpro Service Manager PowerView Core

Select Delete in right-pane

O O O

Delete Management Pack Click Yes

2l data related to the management pack wil be permansntly
' % deleted. Do you want ko delete this management pack?

In center-pane select Gridpro Service Manager PowerView Configuration

Select Delete in right-pane

O O O

Delete Management Pack Click Yes

All data related to the management pack will be permanenthy
l % deleted. Do you want ko delete this management pack?

Management Packs uninstallation completed
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Getting started with PowerAssign

PowerAssign for Service Manager adds two tasks to each type of Work Item (grouped
together in an Assign by group task). To use the tasks for an Incident, follow the steps
below.

O

Open the Service Manager Console

Navigate to Work Items - Incident Management

Click the All Incidents view

O
O
O

> Tasks Select an Incident and expand the
ol @ Assign by group task

IR9074 - Distribution list membership members... »

& assignb

2, Assign by »

'0 Change Incident Status b
Create Change Request
& Create Problem
Create Release Record

Create Service Request

Select the Support group task or Configuration Iltem task

Note: The name of the tasks may vary depending on which type of Work Item that was
selected

Select User [-[aB8| Select the user that should
Suppert Group: be set as Assigned by on

[Dert ]| the selected Incident.

Select user:

Optionally add an analyst

Display name User Name  Class

| Q Bosse Torstensson  BOTO Active Directory User | comme nt p r|Vate or pu b L| C.
D Bosse Olsson bool Active Directory User
= sin Murray bimu Active Directory User
D Bill Idel biid Active Directory User

Analyst Comment [] Private

Click OK to set the Assigned by property on the selected Work Item to the Selected
User
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To map which users that should be able to be selected by analysts when using the Assign
By tasks, start by doing the following.

O Open the Service Manager Console

O Navigate to Administration > Settings

O | inthe settings section click on PowerAssign Settings. This will open the
configuration dialog for PowerAssign.

To configure which users/groups that should be able to be selected, based on a selected
List Item on a Work Item (Support groups, Area etc), follow the steps below.

| inthe PowerAssign Configuration dialog navigate to List Iltem Mapping

[ | select which Work ltem type that should be used when fetching the list items that
can be mapped

~ List Itern Mapgping

Wark e bype:

Ed change Reqeest
Ll Drcidars
H protiem
L8 Relesce Record
u Service Reguest

[ | Atter a Work Item type has been selected, select which List Item to edit
» List Itern Mapping
Wiork e bype:

| encident |

List item to edit:

| =

4 | Ther 1 |

Ther 1.1
Taar 2

wer 3
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this list item

Work am bype:

When a list item has been selected you can now add and remove users/groups to

| 1 Ircdent
List @erm to adit:

Tur ]

Users mapped toc Tier 1

Duspley Nama

Ed Testuserioos
3 Testiser1io2
E3 Testisserions
-.J Tastiicer 1003

Analyst

Note: If a group is added the members of the group will also be available for the

Based on the configuration in this example, anytime an Incident has Tier1 set as

support group each user/group mapped to that list item will be available to the
Analyst when clicking on the Assign By Support Group task.

Active Directory User

h ]
hctive Directory User
hetron Dwractony User

Actrot Dewctory User

[ | saveall changes by clicking on the OK button

To configure which users/groups that should be able to be selected, based on assigned
Config Items on a Work Item, follow the steps below.

O

In the PowerAssign Configuration dialog navigate to Config ltem Mapping

15



Add which Config ltems that should be able to be mapped to users and groups

# Conihig Ttem Mapping
Canihy hbreg Corfigarstion
% CMn.gndprouse Windoves Computer Remos |
Uisers mapped toe CMI gridore.se
Displry Nsme Clags add |

Select a Config Item and add users/group to create the mapping

~ Conifig Ttem Mapping
ety ey Corbgration
i M1 gricprose Wirsdows Competer e— l

Lnery magped tos (M3 ondorcuee

Daser el
[ Testusmr1ooh  Active Darectory User

r_i Testleri0s  Acthen Derectory Uker ;w-_'_j
3 Testiserioz:  Active Directory User

3 Testusariodl ctive Durectory Uber

-'_—_i Testiineri03s Active Derechory User

3 Testuser1024  Active Directory User

Note: If a group is added the members of the group will also be available for the
Analyst

Based on the configuration in this example, anytime the computer CM1.gridpro.se
has been added as Affected Config Item to a work item each user/group mapped
to that config item will be available to the Analyst when clicking on the Assign By
Config Item task.
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Getting started with PowerForm

PowerForm for Service Manager introduce a convenient and powerful way of creating an

Incident or Service Request.

To use PowerForm, follow the steps below:.

[

Open the Service Manager Console

O

Navigate to Work ltems

> Tasks Click the PowerForm task

B @

Incident Manage... ~

W€ Agvanced View Editor b

3 Create Folder

_ Create Folder (Advanced)

Create Incident

7] Create Incident from Temg

3 Create View

71 Quick Create Incident ¥

Work Items -
Create Folder (Advanced)

[:l PowerForm

h
O In the form that populates the fields,
m‘ L select which type of Work Item that
'| should be created and select a template
) Ircident () Service Request
Template
[7vme to fiter. p
Templates:
Name = Class
[5] ApplyTemplateTest Incident: 4
|2 ApplyTemplateTest? Incident H
|22 ApplyTemplateTestAdvanced Incident
|2 Default Incident Template Incident
|2 Generic Incident Request Incident -
D:;‘;::apulwed to incidents created via the portal

Click Open Form to open the form corresponding to the selected type of Work Iltem

with the selected template already applied

Click OK to save the new Incident or Service request
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Getting started with PowerView

PowerView for Service Manager makes it possible to merge existing views in Service
Manager into one, i.e. a PowerView. The PowerView can be further customized by
including only specific columns from the merged views or renaming the name of existing
columns.

To create a new PowerView, follow the steps below.

O

Open the Service Manager Console

Navigate to Work Items = Incident Management

Right-click Incident Management and click on the Create PowerView task

O O o

~ General

Specify a name and description for the view

Mame:

Description:

Folder:

Restricted type:

[ Work Item

Management pack

Service Manager Service Request Configuration Library
Last modified: 2014-09-01 10:31:30

In the opened form, enter a name
and description of the PowerView

Further, select which
Management Pack the
PowerView definition should be
saved in

~ Sub views

Display name  Class  Supports SLA

Select which sub views the
PowerView should include by
clicking Add

18



~ Columns Select which columns (properties)
Columns to isplay: that should be displayed in the

[ Actual Cost . E PowerView

[ Actual Downtime End Date

[] Actual Downtime Start Date
[ Actual end date

[ Actual start date

[ Actual Work Hours

[ Alternate contact method
[[] Approval Condition

O Approval Percentage

[ Area

[[] Auto Resalve Incidents 3

Display lcon Display SLA lcon

A Display Arrange columns in the prefered
S, Frewre T e order by using the arrow buttons
o1 D P
Affected User - Display Name | Affected User 4 4
Tale Tile 0 D Rename columns by entering a
Stat | Sats Lt | ¥ ||| customized display name
SLA Target End Date | Service Level Target FY N
Created date | Created date T ¥
Last Modified | Last Modified L ¥

Note: If you have re-arranged columns in the view as a personal preference this
might still override the default settings in the management pack (based on what
changes have been made). The default settings will however be used for users
without a personal preference for this view.

Click OK to create the PowerView

Note:

You can edit any created PowerView by right-click it and select Edlit PowerView:
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FAQ

Q: PowerView shows a warning saying that some sub views does not share the same
combination class. What is the reason for this?

A When PowerView collects the data from the different sub views only one match on an
object can be handled. If there are two views that return the same object (for example two
views contain a match on the same Incident) then PowerView would have to pick one of
these. Since these two object can contain different amount of data (depending on which
combination class that was used) there is a possibility that PowerView would pick one of
the object the user did not expect and display too little data.

To warn the user that the scenario above is about to happen, there is a constraint that if
two sub views target the same class (example: Incident) but do not share the same
combination class, PowerView will display a warning.

Q: PowerView shows a warning saying that there are properties or components missing for
one or more sub views. What is the reason for this?

A: The columns you can select in a PowerView are based on the classes or type
projections that the sub views are based on. All properties and components are merged
together and can be selected by the creator of PowerView.

If the PowerView should display a property (example: Escalated property on an Incident) or
a component (example: The display name of the affected user of an Incident) that is not
available in any other sub views, PowerView will warn the user.

Depending on what the user wants to display this may or may not be an issue. For
example, a Service Request does not have the property Escalated and therefore no data
will be displayed in the Escalated column for any Service Request.

If the missing property or component is not an issue the warning can safely be ignored.
Otherwise another sub view has to be picked that is based on a class or type projection
that contains the missing properties or components.
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