 
[image: ]
 (
Remedy Desktop Client Version 7.
5, p
atch 6
Installation Guide
)







[image: CIT Background]

























Table of Contents

Pre Installation Tasks	1
Saving Contents of Remedy 7.1 Home Directory	1
Remedy Home Directory Location	1
Home Directory File Names	1
Verifying the Location of the Home Directory	2
Finding the Application Data Directory	3
Uninstall Remedy 7.1 Version	3
Verifying Administrative Rights	3
Remedy Desktop Client 7.5 Installation	5
Post Installation Notes	14
Updating the Home Directory	17
Changing the  Home Page	17





	19
	



[bookmark: _Toc275498441]Pre Installation Tasks
[bookmark: _Toc275498442]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: _Toc275498443]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: _Toc275498444]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: _Toc275498445]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: _Toc275498446]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: _Toc275498447]Uninstall Remedy 7.1 Version
Prior to installing Remedy 7.5, 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: _Toc275498448]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: _Toc275498449]

Remedy Desktop Client 7.5 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 ARSuiteKitClientWindows file, select WinZip and select Extract to Here.  A subfolder called Disk 1 will be created.

[image: remedy75install3]
5. Open the Disk 1 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: ]


6. 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).  


7. The  BMC Remedy Action Request System 7.50.00 patch 006 Installer opens to the Introduction screen
[image: remedy75install7]
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: remedy75install8]
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: remedy75install9]
Click Next.
10. The Select features for installation screen opens.  Accept the defaults.  Do not deselect any of the features.
[image: remedy75install10]
Click on Next
11. Several configure system messages will display.
[image: remedy75install11]
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: remedy75install12]
Click on Next 

13. The BMC Remedy User Language Selection screen opens.  Keep the default of English.  Do not select any other language.
[image: remedy75install13]
Click on Next.
14. The Preparing for install screen opens. 
[image: remedy75install14]


15. The Installation Preview screen opens.  Click Install.
[image: remedy75install15]
16. Several “preparing upgrade” and “preparing install” messages will display.
[image: remedy75install17]


17. If a message box opens stating that a Home Directory needs to be created make sure that the location is appropriate for the operating system (see Remedy Home Directory Location table on page 1) before clicking on Yes (This will not overwrite the Home Directory selection you made in Step 10.).  
[image: remedy75install18]
18. The installation screen will display several different messages during the installation process.
[image: remedy75install19]


19. When installation has completed, the Installation Summary screen will open.
[image: remedy75install20]
Click on Done.
[bookmark: _Toc275498450]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.  
4. If this information is not present, 
a) Click on the Add button.
b) Click in the area underneath the Server header and type in itserviceticket.nih.gov.
c) Click in the area underneath the TCP header and type in 3030
d) Click OK
e) 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.


5. 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: ]
6. Set the  report server information for the application. Go to  Tools  Options from the drop down menus.
7. 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. 
8. Press  OK
[bookmark: _Toc275498451]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: _Toc275498452]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.
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