Troubleshooting ServiceBond Issues

Below are some common issues you may come across while using ServiceBond. Contact support@perspectium.com if your issue is not listed below
or you have any other questions.

ServiceBond for ServiceNow Specific Issues

ServiceNow to ServiceNow: Tickets are not showing up in the MSP's domain separated
instance.
Check you have access to the proper domain of the target table

If you don't see records showing up in the target table (such as incident), check that you have access to the proper domain of the table. The records
may be saved into a domain that you do not have access to.

ServiceNow to ServiceNow: Tickets are not sharing out of the MSP's domain separated
instance.
Check your dynamic share's business rule is in the proper domain.

When a dynamic share is saved, the business rule it creates is saved in the domain that you are currently in. Check to verify this is the proper domain
to ensure that the business rule is triggered when a record in the table to be eBonded (such as incident) is created or updated.

ServiceBond for Remedy Specific Issues

ServiceNow to Remedy: Tickets are not syncing when inserting or updating on the
ServiceNow side.
Check the outbound table

First check the outbound message table and see if any siam messages are being sent out. Inserting or updating a ticket will immediately create an
outbound message. Messages are responsible for getting the ticket to MBS and ultimately to Remedy. A way to check if an outbound message is
created is clicking into the message form and using the “Decrypt Value” related link to see if the data matches your ticket.


mailto:support@perspectium.com

— PSP Out Message -—
<[ = Common changeinsert o E e R B
<2xml version="1.0" encoding="UTF-8"7> xX
<common_change>
<caller_first_name>Allen</caller_first_name>
<caller_last_name>Allbrook<fcaller_last_name>
<commentsf>
<correlation_id/>
<impact>3-Moderate/Limited</impact>
<number>CHGO030003</number>
<short_t hange test SN to &
<status>Request For Change</status>
<urgency>3-Medium</urgency>
<fcommon_change> y
Created 2018-01-24 16:51:31 1] Key dev3g3is
Topic siam Name ‘common_change.insert
Type commen_change State Sent. 3
Target queue psp.in.siam.client.remedy o o
Value i 0iVVRGLTgiP248Y29tbWIUXZNOYWSNZT48Y2FSbGVYX2ZpChNDX25hbIN U +QWxsZW4B 12! J2dFIUYWLIP]xj WS ZX. 1IPKFsbGyb29r
PCOJ¥WxsZX AIPjxjb2 1k 2482W! MITWOKZXhd GUVTGltaXRIZDwvaW jxudW 1§71+ QOhHMDAZMDAWMzwybrViymyyPjxzaGoydFekZXNjc
Z72UgdGVzdCBTTi HKBLINDD3JO: ] B6b31gQ2hhbmd PC: YZ2VUY3ktMyIN: 3VyZ2VuY3k+PCOjb1t
b25f¥2hhbmdIPg:
Extra
Attributes cipher=3,remedy_id_field=Infrastructure Change
ID,entry_ID=null,SIAM_provi y,set_id psp_flag=last,psp_flag=first,SIAM_message_id=082bf7e60fb30300c82645dcel050eec- 1516841491788
Source Replicator Configuration: change_request Q@
Source table Replicator Configuraticn [psp_replicate_conf] v

Update Delete

Related Links
Decrypt value

If there is no outbound message there might be a few solutions. First check the dynamic share to see if there are any conditions preventing the
message being created that you did not know about or do not want. Another quick solution is clicking the related link “Reset Dynamic Share Rules”.

Trigger Conditions | Additional Settings | Filter and Enrichment | Scheduled Sync Up

Select column updatestaignore |+
Condition Add Filter Condition || Add "OR"Clause
Replicate to Network v || + | true B AND || OR || X
or | Replicate from Network v || is 4| | true 4 X

Beforeshareseript | § | | L1 52 5 Qv & | [ @ % || G >
1+ if (current.correlation_id.isNil() && current.u_remedy_ticket.isNil() & psp_action == "update"} {
2 ignore = true;
3
4
5+¢ if (current.work_notes.contains{" has been attached."} || current.work_notes.contains{" has been removed.")} {
6 ignore = true;
7
8 | // else if (current.correlation_display != "" && (current.comments != " || current.work_notes != "")) {
9 // psp_action = "comment";
10 /Y
1 // else if (current.attachments != "" & current.attachments.length > @)
12 // psp_action = "attach";
13 /lelse {
14 psp_action = "insert";
15 /7Y

sersharescipt | € | (0] 2[5 [58][Q]v o] @ @][B] %] 6 >
1

Update | | RunaBulkShare | | Save | Delete

Related Links
Activate all
Deactivate all

Reset Dynarmic Share Rule < m——
This will make sure the business rule is up and running. Another check you can do is making sure the “Perspectium Replicate” business rule exists, is
in the correct domain and does not have any extra conditions.
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SIAM Audits
2 i - 2
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- Checkformessageset  Replicator Configuration 2017-12.07 function onDisplaylcurrent, 20160228
@ acuviy fotures [psp_replicate_conf] display - true 20 304040 Joseph.e g scratchpad... false false false 0218:05
Subscribe
(function
. Replicator Configuration 20170621 2017-06:15
Subscribed Queues a
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previous..
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Check the outbound table

Double check the outbound table to ensure all the mappings are correct. Some malformed mappings can cause the message failing to post to
Remedy.

Ensure sending to the correct form

Next check if the outbound message is sending to the correct form. Open the outbound message that corresponds to the ticket and look at the
“Attributes” field. If you find that it is sending to the incorrect form, go to the outbound table map and ensure that the attribute “RemedyAPIForm” is
correct.

Check the inbound table

Check the inbound table to see if there is any messages from MBS to give you any extra information about what went wrong.

Remedy to ServiceNow: Tickets are not syncing when inserting or updating on ServiceNow
side.

Check the outbound table
Find messages named “common_query” and check to make sure the query looks correct. Things to look for in the attributes field:

Correct form in the attribute “RemedyAPIForm”

Correct query time in the attribute “query_time”

Attribute “remedy_query_string” has a valid query string
Attribute “query_field” is the correct time/date field to query off of
Attribute “ SIAM_provider” is “remedy”



— PSP Out Messa,
< = wmm:n_qwia @ oo Update | Save | Delete 4
Created 2018-01-26 15:06:02 i Key rogerstest
Topic siam Name common_query.get
Type common_query & state Sent 3
Target queue psp.in.siam.client.remedy Q|| =
Value
Extra
Attributes cipher=3,51AM_common_format=change,S|AM_provider=remedy,RemedyAPIForm=ServiceNow_TRN_Attachment,set_id=,psp_flag=last,query_field=Create
Date psp_flag=first,remedy_query_string="TRN Flow' LIKE "Outgoing%" AND 'TRN Status' EQUALS D AND Category' EQUALS "Change",SIAM_message._id=,query_time=2018-01-26T15:03:02
Source (empty} Q
Source table ~None - v
Update | | Save | | Delete
Related Links
Decrypt value
If any of these attributes are incorrect go to the Scheduled Job that is sending those messages and make the corrections.
vy | .
] All>Name contains Perspectium Remedy
a‘,é% O\ = Name = Active = Condition = Conditional = Runas = Runastz = Day{run_dayofmenth) = Day{run_dayofweek) = Repeat Interval
“Perspectium Remedy
Perspectium Remedy Comment
G true false 1 Monda 2 Minutes.
® Replicator Subscriber ¥
- Perspectium Remedy Change .
® 3 true false 1 Monday 2 Minutes
Comment Subscriber
Perspectium Remedy Change
(i)  Attachment Replicator true false 1 Monday 2 Minutes
Subscriber
o~ Perspectium Remedy Replicator - m a P - Dhme
k') Subscriber ¥
Perspectium Remedy Change
G true true 1 Monda 1 Minute
6] Subscriber ¥
Perspectium Remedy
(i)  Attachment Replicator true false 1 Monday 2 Minutes

Subscriber

Check the agent logs

Next check the agent logs for any extra information. The agent will print out what url it is trying to query to as well as the response it get back from
Remedy. This can provide a lot of useful details about what went wrong and how to fix it.

Check the inbound table and import set
Sometimes messages successfully get queried and are sitting in the inbound table in ServiceNow ready to be picked up. The transform map may

have a condition that ignore the message or some other internal error could have occurred. Ensure that there is not extra conditions that cause the
import table to skip the message.

Attachments are not syncing when sending in either direction.
Check the agent logs

First check the agent logs for any extra information. The agent will print out what url it is trying to post/query to as well as the response it get back from
Remedy. This can provide a lot of useful details about what went wrong and how to fix it.

If there is no logs about attachments being picked up from Remedy you should check that there are query messages being sent to the attachment
form.
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