Using ZENworks with Novell Service

Desk
Service Desk 7.0

November 14, 2012

Novell



Legal Notices

Novell, Inc. makes no representations or warranties with respect to the contents or use of this documentation, and specifically
disclaims any express or implied warranties of merchantability or fitness for any particular purpose. Further, Novell, Inc.
reserves the right to revise this publication and to make changes to its content, at any time, without obligation to notify any
person or entity of such revisions or changes.

Further, Novell, Inc. makes no representations or warranties with respect to any software, and specifically disclaims any
express or implied warranties of merchantability or fitness for any particular purpose. Further, Novell, Inc. reserves the right
to make changes to any and all parts of Novell software, at any time, without any obligation to notify any person or entity of
such changes.

Any products or technical information provided under this Agreement may be subject to U.S. export controls and the trade
laws of other countries. You agree to comply with all export control regulations and to obtain any required licenses or
classification to export, re-export or import deliverables. You agree not to export or re-export to entities on the current U.S.
export exclusion lists or to any embargoed or terrorist countries as specified in the U.S. export laws. You agree to not use
deliverables for prohibited nuclear, missile, or chemical biological weaponry end uses. See the Novell International Trade
Services Web page (http://www.novell.com/info/exports/) for more information on exporting Novell software. Novell assumes
no responsibility for your failure to obtain any necessary export approvals.

Copyright © 2012 Novell, Inc. All rights reserved. No part of this publication may be reproduced, photocopied, stored on a
retrieval system, or transmitted without the express written consent of the publisher.

Novell, Inc.

1800 South Novell Place
Provo, UT 84606

U.S.A.

www.novell.com

Online Documentation: To access the latest online documentation for this and other Novell products, see the Novell
Documentation Web page (http://www.novell.com/documentation).

Novell Trademarks

For Novell trademarks, see the Novell Trademark and Service Mark list (http://www.novell.com/company/legal/trademarks/
tmlist.html).

Third-Party Materials

All third-party trademarks are the property of their respective owners.


http://www.novell.com/info/exports/
http://www.novell.com/info/exports/
http://www.novell.com/documentation
http://www.novell.com/documentation
http://www.novell.com/company/legal/trademarks/tmlist.html

Contents

About This Guide 5

1 Overview 7
2 Configuring ZENworks with Novell Service Desk 9
2.1  Logging in to the Novell Service Desk User Interface . . ...... ... ... . . .. 9
2.2 Integrating ZENworks with Novell Service Desk . .. ... ... . .. 10
221 Enabling ZENWOIKS: . . .. .o 10

222 Enabling ZENworks Authentication for Service Desk Users ........................ 11

2.3 Importing the ZENworks User Source to Novell Service Desk .. ........ ... .. ... .. ... . .... 12
2.4 Assigning Processes to Users Imported to Novell Service Desk. . . ......... ... .. ... . .... 14
25 Addingthe Userstoa Team . ... ... ...t e e e 16
2.6 Importing the ZENworks Device Details to Novell Service Desk . . . .......... ... .. ... . .... 16
2.7  Configuring Novell Service Desk By Using ZENworks Control Center .. ..................... 18
27.1 Registering Novell Service Desk Server with ZENworks. . ............. ... ... ...... 19

2.7.2 Configuring the OpenID Setting. . . . . .. ... 19

2.7.3 Configuring the User Source in ZENworks Control Center ... ........... ... ....... 19

2.7.4  Creating ZENworks Administrators . . . . ... .o 20

2.8  Configuring the ZENworks Primary Server Details . ............ .. .. 20
2.9 Logging in to the Novell Service Desk User Interface through ZENworks. . ................... 22

3 Managing ZENworks Bundles 25
3.1 Listing the Bundles For a Service ReqUESE . . . . ... ..ot e e 25
311 Listing the Device Bundles . .. ... . . e 26

3.1.2  Listing the Customer Bundles . . ... 26

3.1.3 Listing Allthe ZENworks Bundles . . ... ... i i e 27

3.2 Viewing Bundle INformation . . . . ... ... 27
3.3  AssigningaBundleto aDeVICe . . . . ...t 28
3.4 AssigningaBundle to @ CUSIOMEr. . .. ... it 29
3.5 Removing a Bundle Assignment from a DeviCe. . .. ...ttt 30
3.6  Removing a Bundle Assignment from a Customer . ............. ittt 31
3.7 Searching For Bundles. . . . ... .. 31
3.8 Blockingthe Bundles . . ... . 33
38.1 Blocking the Bundles Assignedto aDevice ... ... ... . . 34

3.8.2 Blocking the Bundles Assigned to a CuStomer .. ... ... ..ttt 34

3.9  Unblocking BUNdIES . . . . ..o 35
3.9.1  Unblocking Bundles Assigned to DeVICeS . . . ... ..ottt 35

3.9.2 Unblocking Bundles Assigned to CUStOMErS. . .. .. oottt e e 36

3.10 Bundle QUICK TasKsS . . . ..ot 36

4 Using ZENworks Remote Management with Novell Service Desk 39

Contents 3



4 Using ZENworks with Novell Service Desk 7.0



About This Guide

This guide includes information that helps you to configure Novell Service Desk to seamlessly work
with the Configuration Management tool, so that the Novell Service Desk users can manage incidents
more efficiently.

The information in this guide is organized as follows:

¢ Chapter 1, “Overview,” on page 7

¢ Chapter 2, “Configuring ZENworks with Novell Service Desk,” on page 9

¢ Chapter 3, “Managing ZENworks Bundles,” on page 25

¢ Chapter 4, “Using ZENworks Remote Management with Novell Service Desk,” on page 39

Audience

This guide is intended for administrators.

Feedback

We want to hear your comments and suggestions about this manual and the other documentation
included with this product. Please use the User Comments feature at the bottom of each page of the
online documentation.

Additional Documentation
Novell Service Desk is supported by other documentation that you can use to learn about and

implement the product. For additional documentation, see the Novell Service Desk documentation
Web site (http://www.novell.com/documentation/servicedesk6)

About This Guide
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Overview

Novell Service Desk is a complete service management solution that allows you to easily monitor and
solve service issues so that there is minimal disruption to your organization. Novell Service Desk
provides an online support system to meet the service requirements of all your customers,
administrators, supervisors, and technicians.

The key capabilities include:

*

User-friendly interface that offers an easy-to-use Knowledge Base and Request tracking system
for your customers.

Easy-to-use tools that enable technicians to offer the most effective and efficient support service.

Comprehensive management and reporting for the service desk, its technicians, and all support
issues.

Ability to use Novell ZENworks Configuration Management bundle management features from
the Novell Service Desk user interface.

The Novell Service Desk software solution is completely Web-based and is highly scalable. The
application can be deployed on Windows or Linux and supports a variety of RDBMS.

Novell Service Desk has the following editions available:

*

Novell Service Desk for Incident Management: Includes Incident, Configuration, and Service
Level Management (Basic) functionality with an emphasis on internal or external customer
support.

Novell Service Desk for ITIL Management: A comprehensive service management solution
that is fully compliant with Information Technology Infrastructure Library (ITIL) standards.
Novell Service Desk for ITIL Management supports eleven core ITIL processes including
Request, Incident, Problem, Change, Configuration, and Service Level Management. This
enterprise-wide solution delivers complete customer service and support for any size of
organization.

Overview
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Configuring ZENworks with Novell
Service Desk

Novell Service Desk 7.0 enables the integration of ZENworks with Novell Service Desk. Novell
Service Desk can be configured to work seamlessly with the ZENworks Configuration Management
tool, which allows Novell Service Desk users to use the ZENworks tool to efficiently and quickly
resolve incidents for a device.

IMPORTANT: You must ensure that the time on the Novell Service Desk server, the server hosting
the user source, and the ZENworks Primary Server that is configured for the Novell Service Desk
server is synchronized.

For information on configuring ZENworks Primary Server with Novell Service Desk, see Section 2.8,
“Configuring the ZENworks Primary Server Details,” on page 20.

¢ Section 2.1, “Logging in to the Novell Service Desk User Interface,” on page 9

¢ Section 2.2, “Integrating ZENworks with Novell Service Desk,” on page 10

¢ Section 2.3, “Importing the ZENworks User Source to Novell Service Desk,” on page 12

¢ Section 2.4, “Assigning Processes to Users Imported to Novell Service Desk,” on page 14

¢ Section 2.5, “Adding the Users to a Team,” on page 16

¢ Section 2.6, “Importing the ZENworks Device Details to Novell Service Desk,” on page 16

¢ Section 2.7, “Configuring Novell Service Desk By Using ZENworks Control Center,” on page 18
¢ Section 2.8, “Configuring the ZENworks Primary Server Details,” on page 20

¢ Section 2.9, “Logging in to the Novell Service Desk User Interface through ZENworks,” on
page 22

2.1 Logging in to the Novell Service Desk User Interface

1 Use a Web browser to go to the following URL:

http://Novell_Service_Desk:port/LiveTime/WebObjects/LiveTime.woa/wa/Login

Replace Novell_Service_Desk with the IP address or DNS name of the Novell Service Desk Server
and replace port with the port number specified during the installation of Novell Service Desk.
The default port is 8700.

Configuring ZENworks with Novell Service Desk 9



2 In the login dialog box, specify the credentials and click Login to display the Novell Service Desk
user interface.

e

Novell.

Service Desk

o

Uzernams

F asamard

2.2 Integrating ZENworks with Novell Service Desk

For Novell Service Desk to seamlessly work with ZENworks Configuration Management, you must
first enable ZENworks on the device and then enable ZENworks authentication for Service Desk

users.

NOTE: The integration of Novell Service Desk 7.0 works with ZENworks 11 SP1 or later, though
Service Desk makes no checks and allows integration attempts with prior versions of ZENworks.

¢ Section 2.2.1, “Enabling ZENworks:,” on page 10
¢ Section 2.2.2, “Enabling ZENworks Authentication for Service Desk Users,” on page 11

2.2.1 Enabling ZENworks:

1 On a device that has Novell Service Desk installed, Open the following file in a text editor:
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Service_Desk_Install_Path/Server/webapps/LiveTime/WEB-INF/LiveTime.woa/
Contents/Resources/system.properties.

2 Set the value of livetime.disableZENworks to false.

By default, the value of livetime._disableZENworks is set to true. Setting the value of
livetime.disableZENworks to false enables the ZENworks tab in the Setup >AMIE page of the
Novell Service Desk user interface.

3 Restart the LiveTime Service:

¢ On Windows: Run services.msc. In the Services window, right-click LiveTime Service and
click Start.

¢ On Linux: Run the Zetc/init.d/Livetime restart command.

2.2.2 Enabling ZENworks Authentication for Service Desk Users

1 Log in to the Novell Service Desk user interface as a supervisor or administrator.

For more information on logging in to the Novell Service Desk user interface, see Section 2.1,
“Logging in to the Novell Service Desk User Interface,” on page 9.

2 Click Setup > Privileges > System.
3 In the General Settings panel, set the OpenID Consumer option to On.
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KB Review Options
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4 Click Save.

The ZENworks icon @r is now displayed on the Novell Service Desk login page.

2.3 Impﬁrting the ZENworks User Source to Novell Service
Des

1 Log in to the Novell Service Desk user interface.

For more information on logging in to Novell Service Desk, see Section 2.1, “Logging in to the
Novell Service Desk User Interface,” on page 9.

2 Click Setup > Authentication.
3 On the LDAP or Active Directory Setup page, click Edit.
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Email Custom Fields Privileges Customize Localization Licenses Database [LDAP 550 Reports Billing AMIE

LDAP Setup

- N

Test Results a

Connection Test () Passed

User Groups
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4 Select one of the following authentication types:
¢ LDAP Server Authentication: Go to Step 5.
¢ Active Directory Server Authentication: Go to Step 6.
5 (Conditional)If you are using LDAP server authentication, configure the settings:
5a Fill in the following fields:

Security: Select the type of user authentication (Secure Socket Layering (SSL) or Clear Text
authentication). You can choose to use an anonymous or password-protected login. If you
choose an anonymous login, ensure that anonymous access to the directory is available.

Server Host: Specify the host name or IP address of the LDAP server.
Server Port: Specify the LDAP server port. The default port is 389.

User Name: Specify the username to authenticate in to the LDAP server or leave this blank
for anonymous connections. For example, cn=admin,o=novell.

Password: Specify the password.
BaseDN: Specify the base domain name.

The base domain name refers to the domain location of the user groups. For example, if the
location of the user groups is
ou=UserGroups,ou=MIS,dc=myoffice,dc=mycompany,dc=com, you must specify
ou=UserGroups,ou=MIS,dc=myoffice,dc=mycompany,dc=com.
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2.4

5b
5c
5d
5e

Include Customers: Ensure Yes is enabled. Internal Authentication is not supported by
ZENworks.

Mix Mode: Ensure No is enabled. Internal Authentication is not supported by ZENworks.

Default Timezone: Select the default time zone to be applied to all the user accounts that
are imported by using the authentication server.

Click Save.

Click Advanced.

Set the GUID option to Standard, and select GUID.
Skip to Step 7.

6 (Conditional) If you are using Active Directory server authentication, configure the settings:

6a Perform the following fields:

6b
6¢c
6d

or

Domains: Click New to specify a Active Directory domain.

Security: Select the type of user authentication (Secure Socket Layering (SSL) or Clear Text
authentication). You can choose to use an anonymous or password-protected login. If you
choose an anonymous login, ensure that anonymous access to the directory is available.

Server Host: Specify the host name or IP address of the Active Directory server.
Server Port: Specify the Active Directory server port. The default port is 389.

User Name: Specify the username to authenticate in to the Active Directory server or leave
this blank for anonymous connections.

Password: Specify the password.

Users Node: The component of the base domain name that refers to the location of the User
Groups. For example, cn=users.

Include Customers: Ensure Yes is enabled. Internal authentication is not supported by
ZENworks.

Mix Mode: Ensure No is enabled. Internal authentication is not supported by ZENworks.

Default Timezone: Select the default time zone to be applied to all the user accounts that
are imported by using the authentication server.

Click Save.
Click Advanced.
Set the GUID option to Standard, and select objectGUID.

7 Click Test to create a connection to the LDAP Server.

Click Sync to run the synchronization process manually. This is useful for the initial deployment
and when new directory server accounts have been created for users requiring immediate access
to the system.

Assigning Processes to Users Imported to Novell Service
Desk

After you have imported the ZENworks users to Novell Service Desk, you must assign the
appropriate user processes to the users:

1 Log in to the Novell Service Desk user interface.

Using ZENworks with Novell Service Desk 7.0



For more information on logging in to Novell Service Desk, see Section 2.1, “Logging in to the

Novell Service Desk User Interface,” on page 9.

2 Click User.

3 In the Customers page, click the name of the customer for whom you want to assign the

processes.

4 On the Customer Information page, click Edit.

Novell.
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Last Login
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weadha priyah
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hanager Technician
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W

D Request hBnagement
Incident hEnagemert
D Problem Wianagement

D Change hBnagement
D Relzasze Wanagement
D Deployment banagement

D Service Lewvel hianagement

Configuration Brnagement

Create Edit D Delete
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Create Edit D Delete D Putblish
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e S

5 Select the processes you want to assign to the customer and then click Save.
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2.5 Adding the Users to a Team

You must assign the user to one or more support teams. Before assigning the user to a team, you must
ensure that one or more processes has been assigned to the user. For more information on assigning
processes to users, see Section 2.4, “Assigning Processes to Users Imported to Novell Service Desk,”
on page 14.

To add users to a team:

1 Log in to the Novell Service Desk user interface as a supervisor or administrator.

For more information on logging in to Novell Service Desk, see Section 2.1, “Logging in to the
Novell Service Desk User Interface,” on page 9.

2 Click User >Users.
3 On the Users page, click the name of the user you want to assign to a team.

4 On the User Information page, click Team then click Edit.

Novell. Service Desk

Curtomers Uiers Assignments

| User Information

Indanm.atinn SChedule Aligses “ Hiils

deepthi lakshmi
Add By Team e

T I
e Find Tearm [Mame]

Dﬁéiign new userto layer one

5 In the Add By option, select Team.

6 In the Find Team option, specify the team or click @ to list all the support teams for the processes
that the user is assigned to.

7 Click the teams that you want to add the user to.
8 Click Save.

2.6 Importing the ZENworks Device Details to Novell Service
Desk

You import the ZENworks Device Details to Novell Service Desk by using database mapping;:

1 In Novell Service Desk user interface, click Setup > AMIE > New.
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2 In the Server section of the AMIE page, select the type of the inventory management product.
3 Fill in the fields in the Database section:

Type: Select the database type.

Host: Specify the hostname or IP address of the database.

Port: Specify the port number for the database server.

Name: Specify the database name.

Username: Specify the username.

Password: Specify the password.

For the internal Sybase database, you can obtain the password by running the following
command:.

zman dgc

For other databases, use the password that you configured during the ZENworks Primary
Server installation.

Configuring ZENworks with Novell Service Desk 17
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Schema: Specify the schema type. Depending on the database type, you must specify one of the
following schema types:

¢ For Sybase: zenadmin
¢ For MS_SQL: dbo
¢ For Oracle: ZENWORKS

Catalog: Specify the catalog name. Typically this would be the name of the database. Depending
on the database type, you must specify one of the following catalog types:

¢ For Sybase: zenworks
* For MS_SQL: zenworks_zonename

Replace zonename with the name of the management zone in which the Primary Server is
installed.

* For Oracle: ZENWORKS

In the Notification section, select whether you want notify technicians for generated change
requests. You can do this only if Control CMS via RFC is also enabled.

Fill in the fields in the Ownership section:

Unassigned (Import Items as Global): Select this option if the items are to be globally owned.
System User: Select this option to assign imported items to the System User.

Selected Customer: Select this option to assign imported items to a specific customer.

Fill in the fields in the Synchronization section:

Auto Create New Items: This option is visible only when a single AMIE source is defined
within AMIE. Click Yes to automatically create items upon synchronization, relative to the
"Control CMS via RFC" setting in the Setup > Privileges > Requests tab. If the setting is disabled, a
snapshot of imported asset information is listed within the Super > Configuration > AMIE
Snapshots tab.

Frequency: Choose a synchronization interval. You can leave this set to Never if the database will
be synchronized manually.

The synchronization time can vary, depending on the connection speed with the external service
and the database size.

7 Click Test to initiate a connection and test the setup.
8 Click Save.

9 In the AMIE page, click the server whose device details you want to import

10

Click the Import button.

Configuring Novell Service Desk By Using ZENworks
Control Center

You need to configure Novell Service Desk so that users can log in to ZENworks and use ZENworks
tools to resolve incidents for a device.

*

*

*

*

Section 2.7.1, “Registering Novell Service Desk Server with ZENworks,” on page 19
Section 2.7.2, “Configuring the OpenlD Setting,” on page 19

Section 2.7.3, “Configuring the User Source in ZENworks Control Center,” on page 19
Section 2.7.4, “Creating ZENworks Administrators,” on page 20

Using ZENworks with Novell Service Desk 7.0



2.7.1

2.1.2

2.1.3

Registering Novell Service Desk Server with ZENworks

1

aa b~ W N

Log in to the ZENworks Control Center from a ZENworks Primary Server that is configured
with Novell Service Desk.

For more information on configuring ZENworks Primary Server with Novell Service Desk, see
Section 2.8, “Configuring the ZENworks Primary Server Details,” on page 20.

Click the Configuration tab.
Click Service Desk Management.
Click the Service Desk Registration link.

On the Service Desk Registration page, configure the settings related to the registration of
Service Desk with ZENworks. For information on the settings, click the Help button.

Configuring the OpenlID Setting

To log in to ZENworks Control Center from Novell Service Desk, click the @ in the Novell Service
Desk user interface. For information on integrating the ZENworks icon with Novell Service Desk, see
Section 2.2, “Integrating ZENworks with Novell Service Desk,” on page 10.

If you want to maintain the session that was started when you first logged in to ZENworks through
Novell Service Desk, you need to configure the OpenlID setting in ZENworks Control Center:

1

a A W N

Log in to ZENworks Control Center from a ZENworks Primary Server that is configured with
Novell Service Desk.

For more information on configuring ZENworks Primary Server with Novell Service Desk, see
Section 2.8, “Configuring the ZENworks Primary Server Details,” on page 20.

Click the Configuration tab.
Click Infrastructure Management.
Click the OpenID Settings link.

On the OpenlID Settings page, select the Create ZCC session while authenticating external services
option.

Click Apply, then click OK.

Configuring the User Source in ZENworks Control Center

In ZENworks Control Center, you must add the same user source that has been imported to Novell
Service desk.

1

2
3
4

Log in to ZENworks Control Center of a ZENworks Primary Server that is configured with
Novell Service Desk.

For more information on configuring ZENworks Primary Server with Novell Service Desk, see,
Section 2.8, “Configuring the ZENworks Primary Server Details,” on page 20.

Click the Configuration tab.
In the User Sources panel, click New to launch the Create New User Source Wizard.

Follow the on-screen prompts to create the connection to the user source. For information about
each of the wizard options, click the Help button.

Configuring ZENworks with Novell Service Desk 19
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2.7.4  Creating ZENworks Administrators

In ZENworks Control Center, you need to create an administrator account and provide the
appropriate rights.

1 Log in to ZENworks Control Center from a ZENworks Primary Server that is configured with

Novell Service Desk.

For more information on configuring ZENworks Primary Server with Novell Service Desk, see
Section 2.8, “Configuring the ZENworks Primary Server Details,” on page 20.

Click the Configuration tab.
In the Administrators panel, click New > Administrator to display the Add New Administrator
dialog box.

Select the Based on User(s) in a User Source option.

5 Click Add, then browse for and select the user you want.

6 Follow the on-screen prompts to create the administrator. For information about each of the

wizard options, click the Help button

The newly created administrator account is granted rights to view all objects in the Management
Zone. To grant additional rights, or to limit the administrator's rights to specific folders only, you
need to modify the rights. For more information on managing administrator rights, see the
Novell ZENworks 11 System Administration Reference at the Novell Documentation Web site (http:/
/www.novell.com/documentation/zenworks11/).

2.8 Configuring the ZENworks Primary Server Details

To log in to ZENworks Control Center of a ZENworks Server from the Novell Service Desk user
interface, you must configure the details of the ZENworks Primary Server:

1 In the Novell Service Desk user interface, click Setup > AMIE > ZENworks.

Using ZENworks with Novell Service Desk 7.0
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2 In the General Settings section, specify the following information:
Server Address: Specify the IP address of the ZENworks Primary Server.

User Source: Specify the name of the user source that has been added in ZENworks Control
Center.

For more information on configuring user source in ZENworks Control Center, see Section 2.7.3,
“Configuring the User Source in ZENworks Control Center,” on page 19.

IP Field: By default within the AMIE mapping file, Field 4 in the Details Tab of an item is be
used for the IP address (network address) of a device. This can be edited, if necessary.

OS Field: By default within the AMIE mapping file, Field 20 in the Details Tab of an item is
used to record the OS information of a device. This can be edited, if necessary.

3 Read the information displayed in the OpenID Provider panel:

The OpenlD Provider panel is displayed only if authentication of Service Desk users through
ZENworks has already been enabled. For more information, see “Enabling ZENworks
Authentication for Service Desk Users” on page 11.

Name: Displays ZENworks as the OpenlD Provider name.

Icon: Displays the ZENworks icon that will be available on the Novell Service Desk login page
for the Service Desk customers and users accessing Service Desk.

URL: This field is initially blank. It display the OpenID Provider URL that is automatically
generated based on the address specified in the Server Address option when you click Save.

4 Click Save.

The URL option in the OpenID Provider panel displays the OpenlD Provider URL that is
automatically generated based on the address specified in the Server Address option.
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2.9 Logging in to the Novell Service Desk User Interface
through ZENworks

1 Use a Web browser to go to the following URL:

http://Novell_Service_Desk:port/LiveTime/WebObjects/LiveTime.woa/wa/Login

Replace Novell_Service_Desk with the IP address or DNS name of the Novell Service Desk server
and replace port with the port number specified during the installation of Novell Service Desk.
The default port is 8700.

NOTE: If you choose to use Internet Explorer 8.0 browser to log in to Novell Service Desk, you
must ensure that the version of the browser is higher than Internet Explorer 8.0.7600.16385.

)

Novell.
Service Desk

Username

jrd
_m.

2 Click the ZENworks icon on the Novell Service Desk Login page.
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3 In the Novell ZENworks login dialog box, specify the credentials and click Login to log in to the
Novell Service Desk user interface.

o

Novell
ZENworks

U=zername:

Language:
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3.1

Managing ZENworks Bundles

Novell Service Desk 7.0 allows Novell Service Desk users to use the ZENworks Bundle Management
capability to efficiently and quickly resolve the incidents raised for a device.

Use the following information to manage the ZENworks bundles that are applicable for a service
request:

¢ Section 3.1, “Listing the Bundles For a Service Request,” on page 25

¢ Section 3.2, “Viewing Bundle Information,” on page 27

¢ Section 3.3, “Assigning a Bundle to a Device,” on page 28

¢ Section 3.4, “Assigning a Bundle to a Customer,” on page 29

¢ Section 3.5, “Removing a Bundle Assignment from a Device,” on page 30

¢ Section 3.6, “Removing a Bundle Assignment from a Customer,” on page 31

¢ Section 3.7, “Searching For Bundles,” on page 31

¢ Section 3.8, “Blocking the Bundles,” on page 33

¢ Section 3.9, “Unblocking Bundles,” on page 35

¢ Section 3.10, “Bundle Quick Tasks,” on page 36

Listing the Bundles For a Service Request

In the Novell Service Desk user interface, you can choose to list only the device-assigned bundles, the
customer-assigned bundles, or all the ZENworks bundles that are applicable for a particular service
request.
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3.1.2
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For more information, review the following sections:

¢ Section 3.1.1, “Listing the Device Bundles,” on page 26
¢ Section 3.1.2, “Listing the Customer Bundles,” on page 26
¢ Section 3.1.3, “Listing All the ZENworks Bundles,” on page 27

Listing the Device Bundles

To list all the ZENworks bundles that are assigned to the device for which the service request has
been entered:

1 Log in to the Novell Service Desk user interface through ZENworks.

For more information, see “Logging in to the Novell Service Desk User Interface through
ZENworks” on page 22.

2 In the Tasks panel, click the service request you want to resolve.
3 In the ZENworks Tools panel, click Bundles.
By default, the Bundles panel lists all the bundles that are assigned to the device.

Listing the Customer Bundles

To list all the ZENworks bundles that are assigned to the customer who entered the service request:

1 Log in to the Novell Service Desk user interface through ZENworks.
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3.1.3

3.2

For more information, see “Logging in to the Novell Service Desk User Interface through
ZENworks” on page 22.

2 In the Tasks panel, click the service request you want to resolve.
3 In the ZENworks Tools panel, click Bundles.

4 In the Filter option of the Bundles panel, select Customer Bundles.

Listing All the ZENworks Bundles

To list all the ZENworks bundles that are available on the ZENworks server that is registered with
Novell Service Desk:
1 Log in to the Novell Service Desk user interface through ZENworks.

For more information, see “Logging in to the Novell Service Desk User Interface through
ZENworks” on page 22.

2 In the Tasks panel, click the service request you want to resolve.
3 In the ZENworks Tools panel, click Bundles.
4 In the Filter option of the Bundles panel, select All Bundles.

Viewing Bundle Information

1 Log in to the Novell Service Desk user interface through ZENworks.

For more information, see “Logging in to the Novell Service Desk User Interface through
ZENworks” on page 22.

2 In the Tasks panel, click the service request you want to resolve.
3 In the ZENworks Tools panel, click Bundles.

4 In the Filter option of the Bundles panel, select the category of the bundles whose information
you want to view.

For example, selecting Device Bundles lists all the bundles that are assigned to the device for
which the service request has been entered.

5 In the Bundles panel, click the name of the bundle whose information you want to view.

Managing ZENworks Bundles
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The Details tab in the Bundles Information panel displays the bundle’s details such as name,
display name, type, version, and description.

3.3 Assigning a Bundle to a Device

You can use the Novell Service Desk user interface to assign bundles to devices. The assignment
changes are reflected in the ZENworks Control Center of the ZENworks Primary Server that is
configured with Novell Service Desk. For more information on configuring the ZENworks Primary
Server with Novell Service Desk, see “Configuring the ZENworks Primary Server Details” on

page 20.

You can also remove the existing bundle assignments. For information on removing the assignments,
see “Removing a Bundle Assignment from a Device” on page 30.
1 Log in to the Novell Service Desk user interface through ZENworks.

For more information, see “Logging in to the Novell Service Desk User Interface through
ZENworks” on page 22.

In the Tasks panel, click the service request you want to resolve.

In the ZENworks Tools panel, click Bundles.

In the Filter option of the Bundles panel, select All Bundles.

In the Bundles panel, click the name of the bundle that you want to assign to the device.
Click the Device tab.

o 01 A W N
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3.4

7 Click Add.

Novell. Service Desk
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8 In the Find Item option, click @ to list all the devices that you can assign the bundle to.
9 Click the device you want to assign the bundle to.
10 Click Assign.
The Device tab lists the bundles assigned to the device.
11 Click Done.

Assigning a Bundle to a Customer

You can use the Novell Service Desk user interface to assign bundles to customers. The assignment
changes are reflected in the ZENworks Control Center of the ZENworks Primary Server that is
configured with Novell Service Desk.

You can also remove the existing bundle assignments. For information on removing the assignments,
see “Removing a Bundle Assignment from a Customer” on page 31.
1 Log in to the Novell Service Desk user interface through ZENworks.

For more information, see “Logging in to the Novell Service Desk User Interface through
ZENworks” on page 22.

In the Tasks panel, click the service request you want to resolve.

In the ZENworks Tools panel, click Bundles.

In the Filter option of the Bundles panel, select All Bundles.

In the Bundles panel, click the name of the bundle that you want to assign to the customer.
Click the Customer tab.

Click Add.

~N o o0~ 0N
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8 In the Find Item option, click @ to list all the customers to whom you can assign the bundle.
9 Click Assign.
The Customer tab lists the bundles assigned to the customer.
10 Click Done.

3.5 Removing a Bundle Assignment from a Device

You can use the Novell Service Desk user interface to assign bundles to devices. The assignment
changes are reflected in the ZENworks Control Center of the ZENworks Primary Server that is
configured with Novell Service Desk. For more information on assigning a bundle to a device, see
Section 3.3, “Assigning a Bundle to a Device,” on page 28.

To remove the bundle assignment from a device:

1 Log in to the Novell Service Desk user interface through ZENworks.

For more information, see “Logging in to the Novell Service Desk User Interface through
ZENworks” on page 22.

In the Tasks panel, click the service request you want to resolve.

In the ZENworks Tools panel, click Bundles.

In the Filter option of the Bundles panel, select Device Bundles.

In the Bundles panel, click the name of the bundle that has been assigned to a device.
Click the Device tab.

Select the assignments that you want to remove and click Rermove.

~N o o0~ 0N
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3.6

3.7

Removing a Bundle Assignment from a Customer

You can use the Novell Service Desk user interface to assign bundles to customers. The assignment
changes are reflected in the ZENworks Control Center of the ZENworks Primary Server that is
configured with Novell Service Desk. For more information on assigning a bundle to a device, see
Section 3.4, “Assigning a Bundle to a Customer,” on page 29.

To remove the bundle assignment from a Customer:

1 Log in to the Novell Service Desk user interface through ZENworks.

For more information, see “Logging in to the Novell Service Desk User Interface through
ZENworks” on page 22.

In the Tasks panel, click the service request you want to resolve.

In the ZENworks Tools panel, click Bundles.

In the Filter option of the Bundles panel, select Customer Bundles.

In the Bundles panel, click the name of the bundle that has been assigned to a customer.
Click the Customer tab.

Select the assignments that you want to remove and click Remove.

~N o o0~ WN

Searching For Bundles

You can use the Novell Service Desk user interface to search for a bundle that has been assigned to

the device for which the service request has been entered or the customer who has entered the service

request.
To search for the bundle:

1 Log in to the Novell Service Desk user interface through ZENworks.

For more information, see “Logging in to the Novell Service Desk User Interface through
ZENworks” on page 22.

2 In the Tasks panel, click the service request you want to resolve.
3 In the ZENworks Tools panel, click Bundles.
4 In the Bundles panel, click Search.

Managing ZENworks Bundles
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5 In the Search Bundles panel, specify one or more of the following:

Search Criteria  Description

Additional Information

Name
searching for.

Specify the name of the item you are

Use the operator that is most appropriate for
your search. You can include wildcard
characters such as an asterisk (*) or a
guestion mark (?). The search criteria are not
case-sensitive.

For example, if you specify the name as win*,
then all items that have win as a part of the
name are listed, such as Win1, or bun_win.
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Search Criteria Description

Additional Information

Type Select one of the following types:

+ Folder: The search is limited to
the folders containing bundles.

+ Bundle Group: The search is
limited to the bundle groups.

+ Bundle: The search is limited to
the bundles.

¢ Linux Bundle: The search is
limited to the Linux bundles.

* Linux Dependency Bundle:
The search is limited to the Linux
Dependency bundles.

¢ Linux Patch Bundle: The search
is limited to the Linux Patch
bundles.

+ Patch Bundle: The search is
limited to the Patch bundles.

¢ Preboot Bundle: The search is
limited to the Preboot bundles.

¢ Windows Bundle: The search is
limited to the Windows bundles.

Category Select a bundle category.

Message Status  Select a message status.

Compliance Select a compliance status.

Status

Severity Select a severity.

Include Select the Include subfolders option to
subfolders enable the search to be performed

within the subfolders.

Any is selected by default.

You can choose to specify multiple search
criteria at the same time.

For example, if you specify the name as
win*, then all the entities having win as a part
of its name are listed.

if you specify the name as win* and the type
as Windows Bundle then only the Windows
bundles with win as a part of the name are
listed.

Any is selected by default
Any is selected by default

Any is selected by default

Any is selected by default

3.8 Blocking the Bundles

You can block the device-assigned bundles or the customer-assigned bundles from being executed on

the device to which the bundles are assigned.
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¢ Section 3.8.1, “Blocking the Bundles Assigned to a Device,” on page 34

¢ Section 3.8.2, “Blocking the Bundles Assigned to a Customer,” on page 34

Blocking the Bundles Assigned to a Device

1 Log in to the Novell Service Desk user interface through ZENworks.

For more information, see “Logging in to the Novell Service Desk User Interface through

ZENworks” on page 22.

o 01 A W N

Click Block.

The status of the block operation is displayed in the Bundle Management window.

In the Tasks panel, click the service request you want to resolve.
In the ZENworks Tools panel, click Bundles.
In the Bundles panel, ensure that the Filter option is set to Device Bundles.

Select the device-assigned bundles that you want to block.

Blocking the Bundles Assigned to a Customer

1 Log in to the Novell Service Desk user interface through ZENworks.

For more information, see “Logging in to the Novell Service Desk User Interface through

ZENworks” on page 22.

2 In the Tasks panel, click the service request you want to resolve.
3 In the ZENworks Tools panel, click Bundles.
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4 In the Bundles panel, set the Filter option to Customer Bundles.

5 Select the customer-assigned bundles that you want to block.

6 Click Block.

The status of the block operation is displayed in the Bundle Management window.

3.9

Unblocking Bundles

You can unblock the device-assigned bundles or customer-assigned bundles that have been blocked
from being executed on a device.

,
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Review the following sections:

¢ Section 3.9.1, “Unblocking Bundles Assigned to Devices,” on page 35
¢ Section 3.9.2, “Unblocking Bundles Assigned to Customers,” on page 36

3.9.1

1

Unblocking Bundles Assigned to Devices

Log in to the Novell Service Desk user interface through ZENworks.

For more information, see “Logging in to the Novell Service Desk User Interface through

ZENworks” on page 22.

In the Tasks panel, click the service request you want to resolve.

In the ZENworks Tools panel, click Bundles.

4 In the Bundles panel, ensure that the Filter option is set to Device Bundles.
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5
6

Select the blocked bundles that you want to unblock.
Click Unblock.

The status of the unblock operation is displayed in the Bundle Management window.

3.9.2 Unblocking Bundles Assigned to Customers

1

o 01 A W N

Log in to the Novell Service Desk user interface through ZENworks.

For more information, see “Logging in to the Novell Service Desk User Interface through
ZENworks” on page 22.

In the Tasks panel, click the service request you want to resolve.
In the ZENworks Tools panel, click Bundles.

In the Bundles panel, set the Filter option to Customer Bundles.
Select the blocked bundles that you want to unblock.

Click Unblock.

The status of the unblock operation is displayed in the Bundle Management window.

3.10 Bundle Quick Tasks

Novell Service Desk allows you to quickly perform certain actions on one or more devices:

36

1

a b~ W N

Log in to the Novell Service Desk user interface through ZENworks.

For more information, see “Logging in to the Novell Service Desk User Interface through
ZENworks” on page 22.

In the Tasks panel, click the service request you want to resolve.
In the ZENworks Tools panel, click Bundles.
In the Bundles panel, ensure that the Filter option is set to Device Bundles.

Select the bundles on which you want to perform the quick tasks and then click Quick Tasks.

Using ZENworks with Novell Service Desk 7.0



i Events Wy Account  Dahbord  Feedback

Service Tarms

Incident Information

[T Customer

Service

Agreement iamanty

€ Incident # 1000041
RS —

Inztall Bundle
Uninztall Bundle

Launch Bundle

Subject | unable to apen || Werify Bundle
: | Distribute Bundle

Selected Bundles

Hesoniiia] I not opening

TG Hofification: Open Date 071211 05:29
Customer nagaraj vellupillai Customer Email Customer Diue Date 071511 05:20
Org Uit Customer CCs Time Owerdue 16 Days, 23 Hrs, 44 hins
Phune Technizian Email Technician ]
Local Time hdon, 1 Aug 2011 05:14:39 Technician CCs Last Action 07A2/11 0529
p_em ]ncmgﬂ‘t Time Recorded
Type “hivare \irtual Platform @ : .Te.a.m Default Incident Team Affects {§
Status Amived Winrdeflow  Incident Wiorflow é
Criticality hoderate Status Pending I ZEMwiarks Taols
n:oo.rm ZEthworks
ails P——
Clazsification General ienags _
Urgency haderste (
ol e || Bundle Management '_
Priority hdedium
Escalation Lawer (Layer 1 of 1) I EupcleQuihalasis
Technician wedha privah Details
Aotion  Install Bundle w

Yes

1-10f 1 Resuts.

ows Bundle

6 In the Bundle Quick Tasks panel, select the quick task action you want to perform.

*

*

Install Bundle: Lets you immediately install a bundle to one or more devices.

Uninstall Bundle: Lets you uninstall a bundle from one or more devices. Uninstalling a

bundle does not remove its assignments or prevent the bundle from being reinstalled.

Launch Bundle: Lets you immediately launch a bundle for one or more devices. If the

bundle is not already installed, it is installed and then launched

device.
7 Click Execute.

Verify Bundle: Lets you verify if the specified bundle is properly installed on the device.
Distribute Bundle: Lets you distribute (download and install) the specified bundle on the

The status of the quick task action is displayed in the Bundle Management window.
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Using ZENworks Remote Management
with Novell Service Desk

Novell Service Desk 7.0 allows you to remotely manage a device on the Service Desk Web console by
using the ZENworks Control Center Remote Management capability. You can do the following:

¢ Remotely control a managed device

¢ Remotely log in to a managed device

¢ Launch the Remote Management Viewer
To enable the Remote Management feature in ZENworks, you need to manually edit the
system.properties file in the <NSD Install location>/webapps/LiveTime/WEB-INF/

LiveTime.woa/Contents/Resources/ location. You also need to assign rights to the users who want
to use the Remote Management feature.

To perform Remote Management operations in Novell Service Desk:

1 Log in to the Novell Service Desk user interface through ZENworks.

For more information, see Section 2.9, “Logging in to the Novell Service Desk User Interface
through ZENworks,” on page 22.

2 In the ZENworks Tools panel, click Control. The Remote Control Panel appears.

Incidents  Incident Groups [Setup]  [Customer] LiveTime Supsrvisor
Incident Information Service Terms
Custamer Anayls e - Service

Agreement Warranty

v =
[N - SR [ = . N— Wncident # 180001 ke . fr—
Contact Netificatian Open Date 12/2011 0120
Custamer LiveTime Supervisce Customer Emal Custamer Due Date 12/2311 0120
rg Unit My Company Customer CCs. Remaining 2 Days, 23 Hrs, 59 Mns
Phane Technician Email Technican e
Local Tme Tue, 20 Dec 2011 012058 Technician CCx e Sy, 1220711 01:20
Nem Wcident Time Recarded
Type Vhaware Vil Battorm i Team Defaul ncidert Team anects (NEEED
Shatus Arrives Workflow Incident Worktiow %,
Crticalty Moderate Stafus Pending ZENwiorks Tools
s TENworks
Details
Cassitication General Mnage (N

Lrgency Moderate
Impact Moderate
Fricety Medium
Escalation % o ot
Escalation Layer (Layer1oi1)
Technician LveTime Supervisor NS

Femote. N

| Descigten Motes etachments Impact Aude Trail

Subject | install groupwise

DesCrton | |1 <tall the groupwise clien & messenger on his device
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3 Select the required remote operation from Operations list.

Remote Control Panel ®

Targst Deedce 100003 =
P Address 16499 188
Operalion  Remobes Conbigl |« |
Authendicalion Password
Port | 5550 &
Ereaboke Locging
Uige Prosy

WA evror cocunmed wils refrisving the informetion of Bhe
Femole Conbrol Viewer

[ - SR T

4 Click Download.

The appropriate MSI files are downloaded for Windows devices, and RPMs are downloaded for
Linux devices.

For more information on performing Remote Management operations, see the ZENworks 11 Remote
Management Reference (http://www.novell.com/documentation/zenworks11/pdfdoc/
zenll_cm_remote/zenl1l_cm_remote.pdf).
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