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Question and Answers
Question:
Is there a way to search for a listing of all problems or all Solutions for a chosen Service Desk version? 
Answer:
Yes this is possible.  Follow these steps to search for a listing of all problems or all Solutions for a chosen Service Desk version on CA Support Online:
1. Login to MyCA (https://communities.ca.com)

2. Click on ADVANCED SEARCH from the Support Menu 
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3. Select ALL PRODUCTS for Product Scope.  For Product Name, select SERVICE DESK MANAGER FULL LICENSE – MULTI PLATFORM.  For Release, select the appropriate Service Desk release (i.e. 12.7)

4. For the Category drop-down, select PROBLEMS (or SOLUTIONS).  Click on Search
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5. On the result screen, click on any entry for further details regarding the Problem description or the Solution description.
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Question:
What is the recommended utility/tool to perform a MDB backup?
Answer:
It is recommended to use the Database Management (DBMS) utility to take a complete MDB database backup prior to applying any MDB patch (i.e. SQL Management Studio).
Question:
Applying Cumulative patches usually requires the client to redo form customizations, which is a high effort activity.   Can this be handled automatically as part of the patch process?
Answer:
Starting with the newer cumulative patches in r12.5, r12.6 and r12.7, we have been distributing Binary and HTMPL/form patches separately.  Unfortunately, the updating of custom forms affected by patches is a manual process.  Third-party utilities, like WinDiff, can assist in comparing differences between files delivered by cumulative patches and client’s customized versions located in NX_ROOT\site\mods.
Question:
Is there any option to deploy patches remotely to all secondary Service Desk servers from the Primary Service Desk server?
Answer:
Although the APPLYTPF utility has an option to apply patches to remote hosts, it is recommended to apply patches individually/locally using the APPLYTPF utility.
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1 &) WRONG DATE FORMAT IN ACTVITY LOG LIST

Description: While a notification is delayed due to the configured workshifts, the date
inthe.

Type: Problem  Product: UNICENTER SERVICE DESK RXX (USRD)  Release: 12.7
ID: USRD;2433  Last Update: 03/13/2013

2 ) FEINSTALLATION DIRECTORY DEPENDS ON 32-81T OF 64-8
Type: Problem  Product: UNICENTER SERVICE DESK RXX (USRD)  Release: 12.7
1ID: USRD;2437  Last Update: 03/13/2013

3 ) EAIL ATTACHED TO TICKET BY MAILEATER FAILS TO DOWNLOAD

Description: When Attach Entire Email option is set to Yes in the Mailbox Detail page,
the.

Type: Problem  Product: UNICENTER SERVICE DESK RXX (USRD)  Release: 12.7
ID: USRD;2223  Last Update: 03/11/2013

4 ) CANNOT CLOSE TICKET WHEN MUST COMMENT® OPTION IS ENABLED
Description: Clicking on the 'Close’ button to close a Incident/Request/Change Order
fromthe.

Type: Problem  Product: UNICENTER SERVICE DESK RXX (USR]  Release: Multiple
ID: USRD;2069  Last Update: 03/11/2013

5 ) CHANGE CALENDAR WITH ACTIVE ST TO EMPTY RETURN WRONG RESULT
Description: After changing the value of Active field of the Search Filter in the Change.
Calendar.

Type: Problem  Product: UNICENTER SERVICE DESK RXX (USRD)  Release: 12.7
1ID: USRD;2431  Last Update: 03/08/2013

6 ) BOP_CMD MIGHT TERMINATE DUE TO MACRO WITH GERMAN CHARACTERS
Description: When German characters are used in the macro of the customized spell
code, executing
Type: Problem  Product: UNICENTER SERVICE DESK RXX (USRD)  Release: 12.7
ID: USRD;2391 Last Update: 03/07/2013
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Technical Document Detals

Components:  UNICENTER SERVICE DESK RIC USRD12.7
Problem #: 2233 Type: PRODUCT
Open Date: 03/07/13 Last Modified Date: 03/13/13

Problem Document

Title: WRONG DATE FORMAT IN ACTIVITY LOG LIST

While a notification is delayed due to the configured workshifts, the date
in the comment will not be using the configured date format but will use the
US standard date format.

Steps to reproduce:

1. Check NX.env and make sure that the expander format is set so something
other than the US standard date format.

@NX_EXPANDER_FORMAT=DD/MM/YYYY HH:mn:

2. Update a contact to have 'Workshifts for Notification Methods' set to
be outside of your testing time hours.

Example
Contact - 'Administrator'

Workshifts for Notification Methods: 'Non-Business Hours'
Testing time: Is outside of these hours. ie IN business hours.

3. Add to the 'Intial’ Activity Notification an auto notification to
the 'Affected End User'.

4. Create a New Incident. Add in the 'Administrator' contact as the
'Affected End User'.

5. Checking the 'Activity Log List' a new entry can be seen similar to:

wNotification to XXX was delaved until 09/18/2012 07:30

0 due to




