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BMC Remedy ITSM Con?guration Guide: Unlocking the Power of IT Service Management
bmc remedy itsm con?guration guide serves as an essential resource for
organizations aiming to streamline their IT service management processes using one of
the most robust platforms available today. BMC Remedy ITSM (Information Technology
Service Management) is renowned for its ?exibility, scalability, and comprehensive suite
of tools designed to optimize IT operations. Whether you?re a seasoned IT professional or
new to the Remedy ecosystem, understanding how to con?gure BMC Remedy ITSM
e?ectively can empower your team to enhance incident management, change
management, service requests, and overall IT governance.

In this guide, we?Il dive into the core aspects of con?guring BMC Remedy ITSM, explore
best practices, and shed light on critical components that ensure your deployment aligns
perfectly with your organizational needs. From setting up foundational modules to
customizing work?ows and automating processes, this article will cover everything you
need to know.

Understanding BMC Remedy ITSM and Its Con?guration

Before diving into the technicalities, it?s important to grasp what BMC Remedy ITSM

o?ers. At its heart, it?s a comprehensive platform designed to support ITIL (Information
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Technology Infrastructure Library) best practices, facilitating the delivery of IT services in

a structured, e?cient manner.

Con?guring BMC Remedy ITSM involves tailoring the system?s modules?such as Incident
Management, Problem Management, Change Management, and Asset Management?to ?t
your company?s work?ows and policies. This customization ensures that IT teams can
handle tickets, automate approvals, and maintain service levels e?ectively.

Key Components of BMC Remedy ITSM Con?guration

**Eoundation Con?guration**: This includes setting up the Remedy AR System

server, creating user roles, and managing permissions. Foundation con?guration
lays the groundwork for all other customizations.

**Module-Speci?c Setup**: Each ITSM module requires con?guration aligned with

organizational processes. For example, incident categories, priority matrices, and
escalation rules need to be de?ned clearly.

*\Work?ow Customization**: Remedy?s work?ow engine allows for automation of
3.

routine tasks, noti?cations, and approvals. Con?guring these work?ows can greatly
reduce manual e?ort and improve response times.

ntegration Setup**: Many organizations integrate Remedy with other systems like
**Int tion Setup**: M t t te R d th oth t lik
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monitoring tools, CMDB (Con?guration Management Database), and third-party
applications to ensure seamless data ?ow.

**Reporting and Dashboards**: Setting up reports and dashboards is crucial for

monitoring KPIs and ensuring compliance with SLAs (Service Level Agreements).
Step-by-Step Guide to Con?guring BMC Remedy ITSM

Con?guring BMC Remedy ITSM can seem complex at ?rst, but breaking it down into
manageable steps helps simplify the process:

1. Preparing the Environment

Before any con?guration, ensure the Remedy AR System server is properly installed and
updated. Establish database connections and con?rm that all prerequisite software
components are in place. This preparation phase is critical to avoid issues during
con?guration.

2. Creating User Roles and Permissions

User management is fundamental. Di?erent users?such as IT agents, service desk sta?,
and managers?require speci?c access levels. De?ne roles carefully, assigning
permissions that re?ect responsibilities without compromising security.

3. Con?guring Modules Based on ITIL Processes

Aligning modules with ITIL best practices ensures that your ITSM platform supports

recognized service management standards. For example:
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**ncident Management**: De?ne incident categories, set priority matrices based on
impact and urgency, and con?gure escalation paths.

**Change Management**: Set up change templates, approval work?ows, and risk
assessment ?elds.

**Problem Management**: Establish root cause analysis work?ows and link

incidents to problems.

**Service Request Management**: Design catalog items, de?ne ful?llment

processes, and automate request approvals.

4. Customizing Work?ows and Automation

BMC Remedy ITSM?s powerful work?ow engine allows you to automate repetitive tasks
such as ticket assignments, noti?cations, and SLA escalations. Use the Work?ow Designer
to create process ?ows that match your operational needs, reducing the risk of human
error and speeding up issue resolution.

5. Integrating with CMDB and Other Tools

A well-con?gured CMDB is the backbone of e?ective ITSM. Integrate Remedy ITSM with
your CMDB to ensure accurate asset tracking and impact analysis. Additionally,
connecting with monitoring tools can enable automatic ticket creation based on alerts,
improving proactive incident management.

6. Setting Up Reporting and Performance Metrics

Reports and dashboards provide visibility into IT service performance. Con?gure
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customized reports to track metrics like incident resolution times, change success rates,
and SLA compliance. This data supports continuous improvement initiatives and informed
decision-making.

Best Practices for BMC Remedy ITSM Con?guration

Con?guring BMC Remedy ITSM is not just about technology?it?s equally about aligning
the system with business goals and IT strategies. Here are some best practices to
consider:

Start with Clear Requirements: Gather detailed information on business

processes and pain points before customizing modules.

Leverage ITIL Framework: Use ITIL guidelines to structure your work?ows,
2.

ensuring industry-standard practices.

Keep Con?guration Modular: Avoid over-customization that can complicate
3.

upgrades and maintenance; use out-of-the-box features where possible.

Test Thoroughly: Conduct comprehensive testing of work?ows and
integrations

4,
before going live.

Train Your Team: Ensure that users understand the con?gured system to
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maximize adoption and e?ciency.

Document Everything: Maintain detailed records of con?gurations and
6.

customizations to aid troubleshooting and future enhancements.

Common Challenges in BMC Remedy ITSM Con?guration and How

to Overcome Them

Even with careful planning, con?guring BMC Remedy ITSM can present challenges. Being
aware of these issues and having strategies to address them can save time and
resources.

Complexity of Custom Work?ows

Sometimes, work?ows can become overly complex, leading to maintenance di?culties. To
mitigate this, keep work?ows as simple as possible and modularize them to isolate
functionality.

Integration Di?culties

Integrating Remedy with other enterprise systems can be challenging due to compatibility
or data synchronization issues. Using middleware or APl gateways can help facilitate
smoother integrations.

User Adoption

A well-con?gured system is useless if users don?t embrace it. Engage stakeholders early,

provide adequate training, and gather feedback to ensure the system meets user needs.
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Enhancing BMC Remedy ITSM with Advanced Con?guration
Techniques

For organizations seeking to maximize value from Remedy ITSM, advanced con?gurations
can unlock new capabilities.

Automation with Smart Rules and Al

Incorporate smart rules to automate complex decision-making within work?ows.
Additionally, integrating Al-driven tools can help with predictive analytics and intelligent
ticket routing.

Custom Forms and User Interfaces

Design custom forms that simplify data entry and improve user experience. The Remedy
Developer Studio allows deep customization to tailor the interface according to user roles
and tasks.

Mobile Access Con?guration

Con?gure Remedy ITSM for mobile accessibility, enabling IT sta? to manage tickets and
approvals remotely, which is increasingly important in today?s ?exible work environments.
Security and Compliance Settings

Implement role-based access controls, data encryption, and audit trails to ensure
compliance with organizational policies and regulatory requirements.

Exploring these advanced options can signi?cantly enhance the e?ciency and

e?ectiveness of your ITSM operations.
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Embarking on the journey to con?gure BMC Remedy ITSM is a rewarding endeavor that
can transform how your IT department functions. By methodically customizing the
platform to match your service management needs, you not only optimize work?ows but
also empower your teams to deliver exceptional IT services. Whether you?re tailoring
work?ows, integrating with enterprise systems, or setting up insightful reporting, this
con?guration guide can serve as your roadmap to success with BMC Remedy ITSM.
Question

Answer

What is BMC Remedy ITSM

Con?guration Guide?

The BMC Remedy ITSM Con?guration Guide is a

comprehensive manual that provides instructions and

best practices for con?guring the BMC Remedy IT

Service Management (ITSM) suite to meet

organizational requirements.

How do I start con?guring BMC

Remedy ITSM using the

Con?guration Guide?

To start con?guring BMC Remedy ITSM, you should

?rst review the guide's initial setup sections, which

cover system prerequisites, environment setup, and
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basic con?guration steps such as de?ning users,

roles, and permissions.

Does the BMC Remedy ITSM

Con?guration Guide cover

custom work?ow creation?

Yes, the guide includes detailed instructions on

creating and modifying work?ows within BMC Remedy

ITSM to automate processes and align with business

needs.

Can | con?gure BMC Remedy

ITSM forms and ?elds using the

Con?guration Guide?

Absolutely. The guide explains how to customize

forms and ?elds to capture the speci?c data required

by your organization, including adding new ?elds,

changing layouts, and setting ?eld properties.

Is there guidance on integrating

BMC Remedy ITSM with other

applications in the Con?guration

Guide?

Vol. 2024, Issue 7



BMC REMEDY ITSM CON?GURATION GUIDE Printable PDF

Yes, the guide provides information on integrating
BMC Remedy ITSM with external systems using APIs,
web services, and connectors to enhance
functionality and data sharing.

How does the Con?guration

Guide help with ITSM incident

management setup?

The guide o?ers step-by-step instructions for
con?guring incident management modules, including
setting up incident templates, work?ows, SLAs, and
noti?cations to streamline incident handling.

Are best practices for BMC

Remedy ITSM administration

included in the Con?guration

Guide?

Yes, the guide contains best practices for system
administration such as user management,
performance tuning, security con?gurations, and
regular maintenance procedures.

Does the BMC Remedy ITSM

Con?guration Guide address

Vol. 2024, Issue 7
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multi-language support

con?guration?

The guide includes sections on enabling and

con?guring multi-language support to accommodate

global users by setting up language packs and

localization settings.

Where can | ?nd updates or

newer versions of the BMC

Remedy ITSM Con?guration

Guide?

Updates and newer versions of the guide can be

found on the o?cial BMC Software website or through

the BMC Communities portal, where documentation is

regularly maintained and updated.

BMC Remedy ITSM Con?guration Guide: Unlocking E?cient IT Service Management

Vol. 2024, Issue 7

bmc remedy itsm con?guration guide serves as an essential resource for

organizations aiming to optimize their IT service management processes through the

powerful capabilities of BMC Remedy IT Service Management (ITSM). This guide delves

into the intricacies of con?guring BMC Remedy ITSM, providing insights that help IT

professionals tailor the platform to meet dynamic enterprise requirements. As ITSM
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solutions become increasingly critical in supporting business continuity and enhancing
service delivery, understanding how to con?gure BMC Remedy e?ectively is
indispensable.

BMC Remedy ITSM is widely recognized for its comprehensive suite of applications
designed to streamline IT operations such as incident management, change management,
problem management, asset management, and service request ful?llment. However, the
platform?s true potential is unlocked through meticulous con?guration, which aligns its
robust features with an organization?s unique work?ows and policies. This article o?ers a
detailed exploration of the con?guration aspects of BMC Remedy ITSM, integrating
relevant terminology and best practices to guide users toward maximizing the platform?s
value.

Understanding BMC Remedy ITSM Architecture and Con?guration
Fundamentals

Before diving into speci?c con?guration steps, it is essential to grasp the architecture
underpinning BMC Remedy ITSM. The suite operates on a multi-tiered architecture
comprising the Presentation Layer (user interface), the Application Layer (business logic),
and the Data Layer (database). Con?guration typically occurs at the Application Layer,
where administrators set up forms, work?ows, and automation rules that govern how data
?0ws and processes execute.

The ?exibility of BMC Remedy ITSM arises from its use of the BMC Remedy Developer

Studio, a powerful tool that allows customizations ranging from simple form modi?cations
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to complex work?ow automations. A key aspect of con?guration involves understanding
the out-of-the-box (OOTB) components and deciding which elements to extend or
customize without compromising system stability or upgrade paths.

Core Con?guration Areas in BMC Remedy ITSM

Con?guring BMC Remedy ITSM encompasses several critical areas, each contributing to a
holistic ITSM solution:

Incident and Problem Management: Setting up categorization, priority matrices,

and escalation rules to ensure timely resolution.

Change Management: De?ning approval work?ows, risk assessment templates,
2.

and change calendars that align with organizational governance.

Service Request Management: Designing service catalogs, request ful?liment
3.

work?ows, and self-service portals for end-user empowerment.

Asset and Con?guration Management: Con?guring CMDB (Con?guration

4.

Management Database) integration, asset lifecycle policies, and relationship

mappings.

Knowledge Management: Structuring knowledge bases, article approval
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processes, and feedback mechanisms to facilitate knowledge sharing.

Each of these con?guration domains requires careful planning, especially to maintain
compliance with ITIL standards, which BMC Remedy ITSM closely follows.
Step-by-Step Con?guration Process

Implementing BMC Remedy ITSM con?guration involves systematic steps, beginning with
requirement gathering and culminating in testing and deployment.

1. Requirement Analysis and Planning

E?ective con?guration starts with a thorough analysis of business needs and IT service
processes. Stakeholders from IT operations, service desk, and management should
collaborate to identify pain points, desired work?ows, and reporting requirements.
Documenting these requirements establishes a clear roadmap for customization e?orts.
2. Environment Setup and Access Control

Con?guring user roles and permissions is fundamental for maintaining security and
operational integrity. BMC Remedy ITSM?s role-based access control enables granular
de?nition of who can view, create, or modify records. Initial setup also includes
con?guring the development, testing, and production environments to isolate changes
and ensure stability.

3. Form and Work?ow Customization

The heart of BMC Remedy ITSM con?guration lies in tailoring forms and work?ows. For

example, incident forms may be customized to include additional ?elds relevant to the
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organization?s context, while work?ows can automate ticket assignment based on criteria
such as severity or category.

4. Automation and Noti?cations

Automation rules, such as escalations and SLA timers, are con?gured to enforce timely
responses. Noti?cation templates are crafted to keep stakeholders informed about ticket
statuses, approvals, or changes, enhancing communication e?ciency.

5. Integration with Other Tools

BMC Remedy ITSM often operates within an ecosystem of IT management tools.
Con?guring integrations with monitoring systems, discovery tools, or external databases
extends the platform?s capabilities and ensures data consistency.

6. Testing and Validation

Before full-scale deployment, rigorous testing in a controlled environment is vital.
Validation includes functional testing of work?ows, verifying data accuracy, and ensuring
that SLA metrics trigger correctly. User acceptance testing (UAT) helps in identifying gaps
from an end-user perspective.

Best Practices for Optimal BMC Remedy ITSM Con?guration

While the platform o?ers extensive customization options, adhering to best practices is
crucial to avoid common pitfalls:

Maintain OOTB Integrity: Limit changes to out-of-the-box forms and work?ows
to
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facilitate smoother upgrades and reduce technical debt.

Document Every Change: Keeping detailed records of con?guration changes
2.

helps in troubleshooting and future audits.

Leverage ITIL Processes: Align con?gurations with ITIL best practices to
enhance

process maturity and interoperability.

Engage End Users Early: Involve service desk agents and end-users during
4.

con?guration reviews to ensure usability and relevance.

Automate Judiciously: While automation improves e?ciency, excessive or
poorly

5.
designed automation can lead to process bottlenecks.

Plan for Scalability: Con?gure with future growth in mind, especially
considering

6.

increasing ticket volumes and expanding service catalogs.

Comparing BMC Remedy ITSM Con?guration with Competitors

In the competitive landscape of ITSM tools, BMC Remedy ITSM stands out due to its

con?gurability and enterprise-grade features. When compared to solutions like
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ServiceNow or Cherwell, BMC Remedy o?ers deep customization through its Developer
Studio, allowing for complex work?ow designs not always feasible in low-code platforms.
However, this ?exibility comes with a steeper learning curve and potentially longer
implementation times. Organizations prioritizing quick deployments might ?nd
alternatives more appealing, whereas those requiring tailored solutions and robust
process controls often prefer BMC Remedy.

Challenges and Considerations in Con?guring BMC Remedy ITSM
Con?guring BMC Remedy ITSM is not without challenges. Organizations must navigate
complexities such as:

Complexity of Customization: The platform?s extensive features can
overwhelm

new administrators, necessitating specialized training or consulting support.

Upgrade Compatibility: Customized con?gurations must be carefully managed
to

avoid con?icts during product upgrades.

Resource Intensive: Con?guration and maintenance demand skilled personnel
3.

and time, which can impact project timelines and budgets.

Change Management: Continuous improvement requires a governance
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framework to handle con?guration changes systematically.

Awareness of these considerations ensures that con?guration e?orts align with
organizational capabilities and strategic IT goals.

Tools and Resources Supporting BMC Remedy ITSM Con?guration

To facilitate the con?guration process, BMC and the broader community provide various
resources:

BMC Community and Forums: Active user groups where administrators share

best practices and troubleshoot issues.

O?cial Documentation: Comprehensive manuals detailing forms, work?ows,
and

API usage.

Training and Certi?cation Programs: Structured courses to develop expertise in
3.

Remedy con?guration.

Third-party Plugins: Add-ons that enhance functionality or simplify complex

4,

con?gurations.

Leveraging these resources can signi?cantly shorten the learning curve and improve
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con?guration outcomes.

The journey of con?guring BMC Remedy ITSM is integral to harnessing its capabilities for
e?ective IT service management. By following a structured approach, aligning with best
practices, and understanding the platform?s architecture, organizations can create
tailored ITSM solutions that drive operational excellence. As IT environments evolve, the
ability to adapt BMC Remedy con?gurations to new challenges will remain a valuable
asset for IT service organizations worldwide.
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