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[bookmark: _Toc298318893]Pre Installation Tasks
[bookmark: _Toc298318894]Saving Contents of Remedy 7.1 Home Directory

The Home Directory is the location where your reports, Macros, Saved searches and preferences are stored. You will need to save this directory before upgrading to the new version.  
The Home Directory location is dependent on the operating system on your computer as well as the computer image for your IC.  Please check the Remedy Home Directory Location table on below.  (Note:  When installing a new version of the Remedy client, there is always the possibility that your previously saved Macros, Searches, etc will not work due to coding changes in the program.  If this is the case, you will need to recreate them.)
[bookmark: _Toc298318895]Remedy Home Directory Location
	Operating System
	Program Location
	Home Directory Location

	XP
	C:\Program Files\AR System
	C:\Documents and Settings\username\Application Data\AR System

	Windows 7
	C:\Program Files (x86)\BMC Software\ARSystem
	C:\Program Data\Application Data\ARSystem\Home 

	Vista
	C:\Program Files\BMC Software\ARSystem\user
	C:\Users\username\AppData\Roaming\AR SYSTEM\home 



[bookmark: _Toc298318896]Home Directory File Names
The Home Directory contents in the Remedy client are identifiable by the file extensions listed below.
	Category
	Directory/File Name

	User configuration
	Home\ar.ini

	Macros
	Home\ARCmds\<macro_name>.arq

	User defaults
	Home\<form_name>.ard

	User views
	Home\<form_name>.arv

	Form definition cache
	Home\<form_name>.arf

	Custom report design
	Home\ARCmds \<report_name>.arr

	Saved Search
	Home/<saved search>.srh

	Favorites
	Home/<form name>_fav




[bookmark: _Toc298318897]Verifying the Location of the Home Directory
To verify the location of your current Home Directory
1. Log on to the client.
2. From the menu bar select: ToolsAccount
[image: ]
3. Click the Users button in the lower left hand corner of the dialog to find your Home Directory. 
[image: ]
In order to ensure that your macros, preferences, etc, are retained, it is suggested that you copy the entire Home Directory (including all files and sub directories) to your Desktop prior to starting the installation. 
[bookmark: _Toc298318898]Finding the Application Data Directory
If you do not see an Application Data folder do the following to make it visible:  
1. Using Windows Explorer you will select ToolsFolder Options.
2. Click the View tab and change the setting under Hidden Files and Folders to Show hidden files and folders.  
3. Select Apply to All Folders and click OK
[bookmark: _Toc298318899]Uninstall Remedy 7.1 Version
Prior to installing Remedy 7.6.04, you will need to uninstall Remedy 7.1 then reboot your computer.  If you do not have administrative rights to your computer or have an AA account, open a ticket to have Desktop Support install the software.  
[bookmark: _Toc298318900]Verifying Administrative Rights
To verify that your account has Administrator rights on the computer
1. Go to StartRun  
2. Type in cmd to open the command prompt.
[image: ]
3. Click on OK
4. At the prompt, type in lusrmgr.msc
[image: ]
This will open the Local Users and Groups window.
[image: cid:image001.png@01CB71C2.9FEF8620]
5. Click on the Groups folder
6. Click on Administrators 
[image: cid:image002.png@01CB71C2.9FEF8620]


The Administrators Properties window will open.
[image: cid:image003.png@01CB71C2.9FEF8620]
If your user or AA account is not listed here, you do not have Administrator rights to your computer. Open a ticket to have Desktop Support install the software.
7. Close all applications and navigate to the Add or Remove Programs by selecting Start  Settings  Control PanelAdd Or Remove Programs BMC Remedy User 7.1
[image: control panel]
8. Click the Remove button to begin the process of uninstalling the current version.


9. When prompted Do you want to remove BMC Remedy User from your System? click Yes.
[image: 71uninstall1]
10. Press the Yes button to confirm the removal of the files in the Remedy Home directory. 
[image: 6-3uninstall-y-n2]
NOTE:  If you remove the files and have not copied them in a separate directory as described in the Pre-installation tasks, you will lose all of your saved Remedy information (Preferences, Searches, Macros, etc…).   Select No if you still wish to retain these files and follow the directions in the Pre-installation tasks.


[bookmark: _Toc298318901]Remedy Desktop Client 7.6.04 Installation
1. Create a folder called Remedy your desktop.  
2. Download the installation software at the following site: http://www.cit.nih.gov/ProductsAndServices/DesktopComputingServices/HardwareAndSoftware/Utilities.htm.   The file – ARSuiteKitClientWindows -  is located under the Remedy Client section. 
3. After you select the hyperlink, it will ask you to open or save the file.   Save the file to the Remedy folder you created.  
4. Open the folder and do a right mouse click on the ARSuiteKitClient_Developer_Windows file, select WinZip and select Extract to Here.  Two subfolders called ARSuiteKitClient and ARSuiteKitDeveloper will be created.
[image: ]
Do not install anything from the ARSuiteKitDeveloper folder.


5. Open the ARSuiteKitClient folder and click on setup (Windows NT Command Script).  Do not move the executable file out of the Disk 1 folder.  The installation will either fail or the software will not correctly install.
[image: ]
The Remedy installer will initiate.  Do not close the C:\Windows\system\cmd.exe screen.  This must stay open or the installation will fail.
[image: remedy75install6]
Note:  A Windows Security Alert for Java may open.  If it does, click on Unblock or Allow Access
Depending on which operating system you are installing Remedy on or the computer image for your IC, the  locations for the program directory and the Home directory will be different (see Remedy Home Directory Location table on page 1).  
6. The  BMC Remedy Action Request System 7.6.04 Installer opens to the Introduction screen
[image: ]
Click Next.  Several pre-installation windows will open and close

7. The Welcome to BMC Remedy Action Request System 7.6.04 will open
[image: ]
Click Next
8. The Review License Agreement screen will open.  Click on the I agree to the terms of the license agreement button and click on Next.
[image: ]
9. The Directory Selection screen for the program will open.  Keep the default setting that is appropriate to your operating system (see Remedy Home Directory Location table on page 1).     Note:  If you are installing on a 64 bit (ex:  Windows 7)computer, you must change the Destination Directory settings to C:\Program Files (x86).  The Remedy client is not a 64 bit program.
[image: ]
Click Next.
10. The Select features for installation screen opens.  Accept the defaults.  Do not deselect any of the features.
[image: ]
Click on Next
11. A configure system message will display.
[image: ]


There will also be a System Resources Validation Message which warns of performance issues if the computer that the client is being installed on does not meet the requirements set forth in the message.
[image: ]
Followed by an Validation Destination message.
[image: ]


12. When prompted for the Home Directory, click on the Browse button and navigate the appropriate location for your operating system (see Remedy Home Directory Location table on page 1).
[image: ]
Click on Next.  
13. The BMC Remedy User Language Selection screen opens.  Keep the default of English.  Do not select any other language.
[image: ]
Click on Next.  

14. The Installation Preview screen will open.  Please read the screen carefully.
[image: ]
Click on  Install.
15. Several Installing ARS  messages will display.
[image: ]



16. The installation screen will display several different messages during the installation process.
[image: ]
17. When installation has completed, the Installation Summary screen will open.
[image: ]
Click on Done.


[bookmark: _Toc298318902]Post Installation Notes
After the installation has been completed, there are several tasks that will need to be completed.
1. Go to StartProgramsBMC Software and select BMC Remedy User to open the program.
[image: remedy75install21]
2. Type your user name in the User Name field and click on the Accounts button.  
3. In the Account dialog box, itserviceticket.nih.gov should show in the Server column and 3030 should show in the TCP column.  If this information is not present, 
· Click on the Add button.
· Click in the area underneath the Server header and type in itserviceticket.nih.gov.
· Click in the area underneath the TCP header and type in 3030
· Click OK
· Login to Remedy.
[image: remedy75install22]
Note:  A green check mark should be next to itserviceticket.nih.gov (see above).  If there is a red X next to itserviceticket.nih.gov, click on it to turn it into a green check mark.
4. Verify that the Search Path in the General tab contains the location to your Home directory (see Remedy Home Directory Location table on page 1), by opening the Remedy client and selecting Tools Options.
[image: ]


5. Set the  report server information for the application. Go to  Tools  Options from the drop down menus.
6. Select the Advanced tab.
[image: ]
In the Reports section, enter the itserviceticket.nih.gov in the Report Server field and 3030 in the TCP field. Make sure the ODBC Use Underscores box is checked. 
7. Press  OK
[bookmark: _Toc298318903]Updating the Home Directory
In order to access your preferences, macros, etc from the Remedy 7.1 client, the Home Directory that you copied to your desktop will need to be moved to the location appropriate to your operating system (see Remedy Home Directory Location table on page 1).


[bookmark: _Toc298318904]Changing the  Home Page
Remedy is set at the server level to open the ITIL Service Management form as its Home Page.  If you wish to change the Home Page,
1. Select ToolsOptions from the drop down menu bar at the top of the window. The Options window will appear.
[image: ]
2. Select the Home Page tab. The Open Home Page Automatically is selected by default.  If you do not want the Home Page to open, deselect Open Home Page Automatically.  If you do not want the system setting – ITIL Service Management form – for you Home Page, enter the name of the form you want in the Form Name field.
[image: ]
Click the OK button to save your configuration.
3. Select ToolsLogin from the drop down menu bar at the top of the window to login back into Remedy.
4. The Remedy Login screen opens. Log into Remedy using your credentials.
5.  If you selected Open Home Page Automatically the ITIL Service Management page will automatically open.
6. If you deselected Open Home Page Automatically, click on the [image: ] icon.  This will open the Home Page you selected.
image3.png
e & CITDCSREMDEVE
165.112.97.16

My Computer  Active Ports

T D » 0] & B
7 AR system User = E )i

dow tielp

"
o

estoreDE.sdl
i 3 Passords.xt

cepedasgion
CIT File Se.

Shartcut toE| —_— 9 temp
on Citdcsul a t3

-
A [ ]
|

debuglogs

Clients
5.1.2p1316

Remedy
Migrator

Recycl B

Upgrade
workaround.

Wstan] | [@metemueer || i




image4.png
ni 6‘52 CITDCSREMDEV6
Wy Computer  Active Ports 165.112.97.16

S o) » | &l B

Places (e ) To dow Help
L e | B

estoreDE.sdl

Resynch 8
3 Passuiords.fxt

< ([l gR——
et
cepedaag on
CIT il S

P ]
Shorcktoe y
o ke

7\ s = ”

dabe Reader debug dl

My Document={ . debuglogs

9 temp

Clients
5.1.2p1316

Remedy
Migrator

Upgrade Recycl B
workaround.

Wstan] | [@metemueer || i




image5.png
Type the name of a program, older, docurent, or
Internet resource, and Windows wil open t For you,





image6.png
icrosoft Windows KP [Uercion 5.1.26001
<C> Copyright 1985-2081 Microsoft Corp.

£\>lusengr.nsc





image7.png




image8.png
& Local Users and Groups (Ld

Description
5 Users & Administrators Administrators hav|
(& Groups B Backup Operators  Backup Operators

& Ciyptographic Operat... Members are authc
B Distrbuted COM Users  Membersare allow.

B EventLogReaders  Membersof this gr
B Guests Guests have the sar
Bs SRS Buit-in group used

& Network Confiquratio... Members inthis gn ™
I | D





image9.png
Administrators Propertie L2

==
U Adminsttors
Descrption: Administators have complete and unresircted access
o
Members:
&iCiTadmin
@ NiH\zamichaej
52 NIH\CIT Desktop Adrins
‘82 NIH\Domain Admins
e ———.
TR ) e | SRR

[0k [ Cancel 2oy Help.





image10.jpeg
&

Change or
Renove
Programs

o)
b
S | e

@ Heb 1

AddjRemove
Windows
Companerts

@

St Program
Access and
Defauks

Currently nstalled programs:

e —

#; BMC Remedy Usei

R roadcom Gigabt Inerated Controler
5) Codeste clent ocls

3 Compatiiy Packfor the 2007 Office system
() Creative Medasounce

§5 Crystalt 1 Pedstributables

29 el k. Mt At

3 Del rinter Software Urinstll

§5) el Resource D

(& Eesy C Creator SBasic

§5) isPiaactverinsall

15 koK) Graphice Macka ncloratr Drve-
B Intol{R) PRO Notworl Conncctions Drivers.

& 925 Rurkine Enirment 5.0 Updote 2

1 show updates

Sortby: ame

ES
ES

S

sz
Sie
Sie
Sie

size

see

fiicia)

7418
o475
o
55,0005
P
4168
2678
23,5608

1508

117.00m8





image11.jpeg
aderess B conl

o4

to

ko

Change or
Remave
Programs

o)

Addew
Programs

o g
addjRemove
indows
Components

®

Set Program
‘ccess and
Defaults

&

Currently installed programs: [ show updates Sortby: | Name v
B8 adobe Reader 8.1.1 Size  86.50MB
18) Adobe Shacknave Player

[ Acdobe Shocknave Player 11.5 e 28,748
18) ki Applcation Metering Agert See 5B
FoRCEEEE [nstaliShield Wizard

) i sofe] See 0.7e
D] DY BEIGUSSILEEI I [ e oo
@ M reny L See azum

T LastUsed On 9/23/2010
To remove A [ Remove
‘ ) (o]

M eroacion of

See 0.3MB

3 Compatiity] (P ) Do you want ta remove BHC Remedy User from your system?
8 Crstait1 o

3 velpriter o ves o

8 Intel(R) PRO NETWErR FaprErE 2
2] 3ava(Ti 6 Update 21 Siee  97.23MB

ke 63.66MB

See 227.00M8

Sz 104B




image12.jpeg
Currenty insteled programs: [ Showupdstes  Sortby: ame )

Chongeor | [ e
Remove
Fagans | | QWs0RLUS vrsn 40 s

© RealPlayer Enterprise ES

B Grors snmsmwes S

addtew |
Programs | Remedy alert 6.3 See s

Sz %0.17MB

@ B

LTSN Question 2.36M8
e 22.36M8
Companents

ccess 29008
Detats
Dl sownavax 218

9 saue 2508

frequenty.

?) elte use drectory C:iDocuments and Settingelcchertykal Applcaton DatalAR SystemiHONE?
\)  CA gs\dhertykalappl AR Systeml m—

| &2 55 Secure shell 0sie
|
125 Tine Zone Do Ut To o ierso e Oulok 1e.020

@

1§59 windows Installer 3.1 (kB393603)
[





image13.jpeg
B Remedy 7.6

Edt Vew Favores Tools Help

Qe - B Pseacr [ roses [

ARSuteKitClnt
File and Folder Tasks &) | |3)ARSuteKtDeveloper

LD ERSuiteKitCiient, Developer windows!
9 Mk 2 new folder & :

7 hare this Flder

Other Places

(@ Deskon

) My Documents

9 My Computer

& Wy etk Places





image14.jpeg
Fe tt Vew Fovolss Took Help [

Qo - O | Pt [rokes

ddress | ) CriDocuments and Settings|sadshertyka|Desktop|Remedy 7.61ARSuteKitClient|Diskt v Be
Name See Type Date Modfied
File and Folder Tasks ()l Syinstonta e Folder 5412011 9:47 M
(Syutiity File Folder 5/4/2011 9:47 M
4KB Windows NT Command Seript  9/16/2010 12451 PM
26,386 K6 Exeautable JorFie 11412011 5:50PH0

s Rename this e
& Move this e
(DY oy i e
@ EmaithisFie
2 Prinkths il
X Delete this il

Other Places

& ARSuteKeClent
(S My Documerts
@ My Computer
& Wy etk Places





image15.jpeg
Installanywhere

et
Splorer

omputer

cresso Software Inc. and/or Instal

wrer Client




image16.jpeg
Initialization,

<{bmcsoftware

Int

Examining operating system version.





image17.jpeg
Welcome to BC Remedly Action Rectuest System 7.6.04.

This nstallation program wil e youthrough the installaton of BMC.
Remedy Action Request System 7.6.04.

s strongy recommended that you ext all progams before cortinuing
iin Corr Wi this instalition.

<bmesoftware

Previnus





image18.jpeg
Tnpu
lling
ation Gornp

Reax the Lizense Agreement and Select the Apprapriste Opton,

END UISER LICENSE AGREEMENT

BY OPENING THE PACKAGE, INSTALLING, PRESSING "AGREE" OR.
"VES" OR LUSING THE PRODLICT, THE ENTITY OR INDIVIDUAL.
ENTERING INTO THS AGREEMENT AGREES TO BE BOUND BY THE
FOLLOWING TERMS. I YL DO NOT AGREE WITH ANY OF THESE
TERMS, DO NOT INSTALL OR USE THE PRODLICT, PROMPTLY RETLRN
THE PRODLICT TO BC OR YOUR BMC RESELLER, AND IF YOU
ACGUIRED THE LICENSE WITHI 15 DAYS OF THE DATE OF YOUR
(ORDER. CONTACT EMC OR YOU BNC RESELLER FOR A REFUND OF
LICENSE FEES PAID. IF YOU REJECT THIS AGREEMENT, YOUWILL
NOT ACGUIRE ANY LICENSE TO USE THE PRODLCT.

(&) agres to the terms of the license agreemert |

(O)1do NOT agres to the terms of the ficense agreement.





image19.jpeg
Directory Selection

You have 131 304 MB of space availsbie on the current ive. Select the.
dlrecory o nstall BMC Remedly Action Rectuest System 7.6.04.

Destinaton Directory:

C:Program FlesiBMC SaftwareaRSystem





image20.jpeg
Select the Feaures for BMC Remedy Acton Request System 7.6.04 You
Would Like o Instal

BMC Remedy Acton Request System 7 6.04 nstaltion
talling AR System Clients
stallation Complete (7] BMC Remesy User and lert
Crystal Reports.
obec
BC Remedy Alert

<hmesoftware





image21.jpeg
Please Wait

Installation Gompl

Please wait, ARSystem is being configured for your system. This may
take amoment...

<hmesoftware





image22.jpeg
iedy Action Request System

System Resaurce Valdstion Message

i) BV recommends et o systmhave amiimu of 13 GHz ook
Shem o ot b e e o vk e o
o it o o e Wil e oo

falling,
lation Cornpl

<bmesofiware





image23.jpeg
BMC Remedy Action Request System 7.6.04 Installer.

Ingtaling.
Installstion Garnplete

Validating Destination...

<bmesoftware

tal

Validating destination complete.





image24.jpeg
BMC Remedy User Home Directory

BMC Remedy User Homs Dirctr
taling i 4

C Commert and gl Userappleson Dt SYSTEYor]

<hbmesoftware





image25.jpeg
BMC Remedy Lser Language Selection

‘Select ackifionsl languages to nstel speifis resource DLLs for runring
ling. the User Tool

sllation Caroy
Engish

[ spanish
[ French
[iorean
[ cerman
[talian

[ Japanese
[ Russien

[ Simplified Chinese

[ Portuguess (Brazi)

<{bmesofware

instal





image26.jpeg
MC Remedy Action Request System 7.6,04 Installer,

<hmesoftware

Instal

Installation preview

BMC Remedy Action Request System 76,04 will e installed i e
folowing locator:

C:Program FlesIBMC SoftwarelaRSystem

Following festures wilbe run a5 par of the current intalleion
AR System Cierts
BMC Remedy Lser and Alet
Crystal Reports
apac
BC Remedy Alert

Folowing festures wil be avalable on you mactine after the nstalation
is complet:

AR System Clerts
BMC Remedy User and alert





image27.jpeg
Installing... windows





image28.jpeg
Please Wait

Please wait, ARSystem is being configured for your system. This may
take amoment...





image29.jpeg
Installation Summary.

The installtion of BMC Remedy Action Request System 7.6.04 was
completed successfuly.

‘See CDocuments and SettingsiasdohertykaiLocal
Seftings Tempiarsystem_instalog .

Select Dane to ext.

Cancel Previous




image30.jpeg
My Documents

]

My Camputer

ol

My Hetwark.
Places:

Recycl Bin

BMC Remech

Hert





image31.jpeg




image32.png
(TN 21X

Repats | Adharced | Loggig | Lol | Fie | HomePage
Gored | Gohwvirs | Dipby | Cor | Conmaton
Ontate

I Masimize Remedy Lser
T~ Prompt for Login
T~ Flat Look on Forms

OnEsit
I~ Save Window Workspace

-OnOpen
IV Show Advanced Search Bar
IV Masinize Window

SearchPath:  [C:\Dosuments and Setings WX Application
Number ofltems in Recenty Used List: F =

=





image33.png
[@options 21|
Gened | Gohwvirs | Dihy | Cor | Conmaton |
Repats  Advanced | Loggig | Losale | Fie | HomeFoge |

~Fams.

OpenWindowView Extensions [

I~ Display Hidden Forms [Adin Orl)

Defauit Form View:

- Table Felds-
I Reftesh Cortents on Display

-Reports
Sever

Fieport Server fiserviceticket ih gav 3n3n

T Use this progiam to preview reports:
(Note: & simple test edtor, such as WordPad, s recommended

|

IV ODBC Use Underscores

=





image34.png
[@options 21|
Repats | Adharced | Loggig | Lol | Fie | HomePage
Gored | Gohwvirs | Dipby | Cor | Conmaton
Ontate

I Masimize Remedy Lser

T~ Prompt for Login

I~ Flat Look on Forms
Cone

T~ Save Window Workspace
0nGpen

¥ Show Advanced Search Bar

V' Masimize Window
SeachPatt  [CDommerts s Stingsprsoreppleaion
NunberftersinFecenty Used L

Concel





image35.png
(TN 21X

Gered | Gohwvirs | Diy | Cor | Conmaton |
Repats | Advenced | Loggig | Lo | Fie  HomePoge
e

AR System Server:
Form Name:

Object st Enable, Show All

¥ Open Home Page Automaticall

=





image36.emf



image1.png
FCI CENTER FOR INFORMATION TECHNOLOGY

NATIONAL INSTATUTES OF HEALTH




image2.jpeg




