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1 Introduction

Welcome to the Magic MarketZone Product Programirfegrating with the BME Magic
Service Desk Suite. This program has been custoh@nd designed in partnership between
BMC Software, Inc. and Intertek. BMC Software lagproved all aspects of the program.
Your participation and feedback will help furthefide the tests and program.

The purpose of the program is to validate that lel&tne Product members have properly
integrated using Magic Service Desk and to enswrepplications connect and work together.
Central to this process is the integration not@t@\ Therefore, the focus of the tests is to
verify that the iNote is not only accurate and egieat with the behavior of the software, but

also complete. The information in the iNote mwestalibe in detail what is necessary to setup,
install, and perform in order to successfully usagd Service Desk with your product. We

will verify any claims about the functionality manfethe iNote.

The purpose of this validation guide is to proviarketZone Product members with
information about the various tests that will béfgrened when you submit your integration for
validation. The focus of the testing is to vetifie integration of your product with Magic
Service Desk. The focus is not to validate youynliegtion’s functionality itself. If there is any
information that needs further clarification, plea® not hesitate to let us know.

The process for submission of your integration raote software is also discussed, as well as
the report produced during the test cycle. Owninis to make this process as clear as possible.

We look forward to contributing to your productiscsess and working with you as part of the
Magic MarketZone Product Program.
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2 Pricing

2.1 Magic Service Desk Integrations

Product Type Pricing
Integrations (Magic Service Desk)
Full Validation Test Fee $ 2650
Re-test Fee $ 2100

2.1.1 Full Validation Test Fee - $2650
This fee applies to the submission of one produtegration. (Regardless of the MarketZone

Product category) This fee includes testing fangle product on a single platform.

2.1.2 Re-test Fee — $2100

For MarketZone Product member integrations thatataneet the validation requirements, we
offer a reduced fee for a re-test of the integnatithe re-test will be comprised of a full set of
tests for the updated product integration and ratemn note. This fee is for the re-test of a

single platform.

Note: Payment of validation fees must be received tsrtieik before testing begins.

2.2 Additional Services

2.2.1 Targeted Test Services for the Developer Community

Intertek offers additional test services customitegour product needs. Please see
Appendix C for a full explanation of the TargeteelsT Services for the Developer

Community.
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3 Getting Started — Scheduling and Submission
To achieve validation, you must submit your sofevr Intertek Magic Validation Lab. The
following describes the process for your produdidgoome a Validated MarketZone Product.

Pre-Submission Test Process in Lab

MarketZone
Product Member . .
to Review Guide Configuration of
v Intertek Test Lab
Magic iNote
Review / Approval
v
Contact Intertek to >
Schedule Test Validation Testing
v
Submit Package Finish Testing
v
Receive Intertek Final Report
Confirmation

Final Results l

Met Validation?

Yes

Pending
v
Passed Validation Pass Pending F% d
Contact BMC Fix iNote and resubmit €9
resubmit to Intertek for
for next steps. to Intertek for approval. h
retesting.

Figure 1: Validation Process Flowchart
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3.1 Pre-Submission

3.1.1 MarketZone Product Member to Review Guide

Prior to completing the iNote and submitting thiegnation for testing at Intertek, we strongly
recommend you review this validation guide thordyg ensure the product integration
matches the outlined criteria. This reduces tleel fier re-testing, and can speed up the process.

3.1.2 BMC Software Review Process

Prior to scheduling the test with Intertek, the ké&drone Product member will go through a
consultation period with BMC Software. During theriod, the completed iNote should be
submitted to BMC Software for review. BMC Softwasdl return the edited iNote to the
partner for updates. Once the review is compEC Software will send the "lab-ready”
iNote to Intertek. Information on the content regmients is included in Chapter 5, the Test
Information Guide.

3.1.3 Contact Intertek to Schedule Test

Once all the processes required by BMC Softwarereteand the document has been verified
for content by BMC Software, the MarketZone Produetmber may schedule the validation
testing with Intertek. To schedule your test, tal Product Intertek lab at (925) 485-6175 or e-
mail us at BMC@Intertek.com. You will receive confation the same working day for all
calls and e-mails received by 3:00pm PST.

3.1.4 Submit Package

The next step is to submit the software and accogmpg documents to Intertek. We prefer
this to be submitted electronically via e-mail (Bi@htertek.com). If you are not using
electronic submission, or for sending payment,gaeship the documents to the address listed
in Appendix C, Contact Information. If all subms items are not received prior to the
scheduled test date, we cannot begin testing, aag maed to re-schedule the tests. The
documents required for submission are as follows:

* In order for us to test the integration, we reqtire software package to be submitted.
This includes any hardware, software, and installadlocumentation that is not part of
the standard lab setup. Please see Chapter 4oi@ information on the hardware and
software in use in the lab. If you have any questiregarding software submission,
please contact us at the number listed in Appe@dix

 The MarketZone Product questionnaire is requiredd¢osubmitted, which provides
general contact information. This is the Questare provided in Appendix A.
Please copy and paste this section into a new dexxum

* The signed Intertek Vendor Software Testing Agresimé@/e will fax this document to
you, once the schedule has been confirmed. ThaldfeAgreement needs to be
returned only once. Additional Magic MarketZoneoduct Validation testing will
only require a product addendum to be signed.
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* Payment by check for the Magic MarketZone Produadidation testing. Make checks
payable to Intertek. See pricing section to deteenfiee. Payment of validation fees
must be received by Intertek before testing begins.

3.1.5 Receive Intertek Confirmation

Once we receive the software and associated dotsymenwill send out confirmation that we
have received the documents, via e-mail. We Vgl aonfirm the test dates at this point.

3.2 Test Process in Lab

3.2.1 Configuration of the Test Lab

The Intertek Test Team will notify the MarketZone&uct member which components
the member is responsible for configuring. Anyfaguration components beyond the
scope of Intertek’s testing environment need tpiloeided by the partner. It is preferable
that the MarketZone Product member completes thégioration on-site at the Intertek
Test lab. However, phone support during setupbeasubstituted if necessary.

When a validation testing time is booked, up to week will be reserved for testing of the
MarketZone Product member’s integration. This widlude up to an entire day for the
lab configuration.

3.2.2 Start Testing

Once we have received all the necessary docunwntatid software, and we have confirmed
receipt of the software, we will start the testimgthe scheduled date.

3.2.3 Validation Testing

We will test the integration using the full iNotnd assess the integration for the validation
criteria specified in the Test Information Guiddyapter 5. We will verify that the claims of
functionality and the installation/configurationsiructions in the integration note are correct
and complete using the MarketZone Product membeftaare and Magic Service Desk.

3.2.4 Dalily Status

Every day we will email a Daily Status report tbcaincerned parties which will detail progress
of the testing and any open issues. Any requirésrtaat are not met will be listed in the daily
status report also.

3.2.5 Final Report

Once the test cycle is completed, we send outah feport to you and to BMC Software,
detailing the tests undergone, and the resulthaxet tests. Any open issues or failures will
include detailed information, assisting you in ecting the fault.
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3.3 Final Results

3.3.1 Validation Met

If all the requirements outlined in the tests aret,nyou will receive Validated Magic
MarketZone Product status, and all the benefitsthimencompasses.

3.3.2 Validation Not Met

If not all of the requirements outlined in the $emte met, you will have the opportunity to make
any necessary corrections and resubmit the iNbthe iNote contains minor mistakes, such as
a single step missing from the example, then adsfdin Met status may be awarded pending
the change highlighted by the tests. Whether ateiMill be allowed a ‘pass pending’ will be
the judgment of BMC Software with detailed informatfrom the Intertek Magic Validation
Test Team.

If changes to the iNote are necessary as part pdsa pending, the MarketZone Product
member may then resubmit the iNote with the chahggdighted. We will then verify these
changes against the suggestions noted in thedpait. Once the necessary changes have been
made, we will then issue a revised final reporhwitstatus of Validation Met. BMC Software
will review the final iNote, add the product categ@and certification date, and convert the
iNote to an Adobe Acrobat (pdf) file; prior to post it on their website.

For integrations that do not pass the initial tetria, a retest is allowed. A retest will invel
a full pass through the validation criteria, witte tassociated cost (see chapter 2 for pricing
details).

If there are areas of your iNote that do not meetest criteria, and are either part of the design
or out of your control, you may be eligible foreefwaiver. Please see the section on Special
Exceptions, Chapter 6 for more information.
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4 Magic Lab Specification

This section describes the platform configurationghe test lab. The Magic Service Desk
equipment, both Client and Server, will be “typicaystems. They will contain the base
operating system, with all the current compatillerise packs or patches. The database will be
installed with all the current compatible servieeks or patches. For further details on which
service packs and patches are running in the lebse contact us at the address listed in
Appendix C. The Magic system will contain a testinment, with tailored workflow. This
environment will be a typical help desk environmemhich may not resemble sample
workflow such as the Demo Help Desk.

It is important in writing your iNote NOT to assuntigat the user will have any sample
workflow in their environment. The examples in tNete must consider that most users will
need to tailor the integration to their specifigisznment.

Magic Lab
Network
Configuration

Magic Service Desk
MS SQL Server
Primary Domain Controller

IIS/Exchange
Domain
l .
=
Windows Windows
Magic Service Desk Magic Service Desk

For example, the integration requires that a ‘FRnobCategory’ be passed from the third-party
application to the Magic system. The example sthtat the user needs to replace the ‘Problem
Category field with the appropriate equivalenttogir environment.

We will test on the most recent major release ofiM&ervice Desk. Exceptions to this may be
granted by Magic during the consultation periochisTwill most commonly occur during the
period immediately following a major release of Ma8ervice Desk. If instructed by Magic,
we will test on a previous “dot” release of Magien8ce Desk if that is the latest version a
MarketZone Product member supports. We will maintiae lab with the latest “dot” release of
Magic Service Desk, 30 days following the relea®ée will test integrations on these “dot”
releases in most cases. If required by a MarketZBroduct member and with BMC
Software’s agreement, we can test on previoussetear with specific Magic Service Desk
patches. We will not validate the integration saftvfor any versions of Magic Service Desk
prior to the two most recent major releases.

This configuration is important to reference when yare determining the system requirements
of your integration. If your integration requirasything outside of the configuration listed
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here, it MUST be specified in the system requirasieaction of the iNote (i.e. sound card). If
your integration requires Magic Service Desk olje(forms, data, etc.) these must be either
included in the integration software, or must sell as a requirement in the iNote. For
example, if your integration depends on objecthénMagic Change Management application,
this must be listed as a requirement in the iN@tso, if your integration requires any specific
sub-components of Magic Service Desk, such as Maggktop Automation, this must be
clearly stated in the system requirements secfitimeaNote.

If your application requires hardware or softwdrat is not included in the standard lab setup
listed below, we may require you to provide thigipment in order to test the integratiand
provide shipping to return the equipment after thetesting is completed.

4.1 Components
The components on the test domain are as follows:

* Intel, Windows 2000 Server Magic Service Desk sexv®ne of these servers will
be a primary domain controller for the Validati@t [domain.

* Multiple Intel based clients, running a varietygfndows client software. In most
cases a single client will be used.

The minimum specification for these systems i©Hsvs:

* Intel Server: Intel Pentium 4 2.80Ghz
80GB Hard disk
CD-ROM
512MB Memory
Windows 2000 Server

The Magic Server has MS SQL Server, and Interrfetriration Server running. There are
three systems. The domain controller has Exch&wegeer 5.5/2000 running, which will
service mail for both the servers and all of thents.

* Magic Service Desk Client: Intel Pentium Ill 700Mhz
7GB Hard disk
CD-ROM
128MB Memory
Windows 2000

5 Test Information Guide

This section is to provide a summary and descriptibthe tests that will be executed by
Intertek as part of the Magic MarketZone Produdgham. To maximize the chances of your
integration meeting validation, we recommend yotfgoen these tests prior to submission.
Ideally, someone would perform the tests other tht@n person(s) who developed the
integration and/or wrote the iNote.
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Prior to submission to Intertek, the iNote will erified for content by BMC Software. We
have included guidelines for assessing the comttihe document, to enable MarketZone
Product members to better understand the requitsifarihis aspect of the iNote.

The test cycle will focus on the installation, dgafation, and functionality of the integration.
Any claims of the functionality of the integratiomade in the iNote will be verified. We will
perform the integration using the example(s) predioh the iNote and the tests will be assessed
based upon this process. We will perform the natigmn using the test lab specified in Chapter
4, with any additional hardware and software corepts listed in the iNote. In order to
achieve a *“Validation Met” status, the iNote musbntain accurate, complete and
straightforward instructions for performing thesigtation. We will verify the steps given in the
iNote with the functionality of the software.

The validation tests will be comprised of two batast sets, and a number of optional
integration specific tests. The document consisteéasts will verify the information in the
iNote against the functionality in the applicatiorighe general tests will verify specific aspects
of the integration, such as passing of data anglaemaent specific conditions. The remainder
of the tests will be dependent on the method useithé integration. The categories assigned by
Magic for the integration may also indicate adddibtests are necessary. For example, a
Magic Service Desk integration using E-Mail Meseggwill require the E-Mail Messaging
Integration Requirements section 5.2.4 to be ruithe final test set is a series of
recommendations, which have no bearing on validatibhese tests are carried out, as time
permits. Please refer to section 5.3 for morermétion. The recommendations, where
appropriate, will add further value to the custoaraat make integrating the product smoother.

© 2009 Intertek Testing Services NA, Inc. 11 03/24/2009
Intertek-MagicValidationGuidel_3R.doc Res 1.



5.1 Integration Note Review

5.1.1 Documentation Content Guidelines

These requirements are verified by BMC Softwarerpio submission to Intertek. These
requirements focus solely on the documentation. iNloée must contain all the information
necessary to begin to integrate the product. Thegarements will verify that the iNote
template is used, and all the sections of the t&egire complete. Please see the Magic iNote
Template and iNote Read Me First files for furtimbormation.

5.1.2 General

The complete iNote must be clearly comprehensiblghis requirement concerns the
readability of the integration note.

» The iNote must reference the correct version ofNfagjic Service Desk and use the
appropriate terminology.

* The information in the iNote must be in the corngletce.

* The iNote must be in the Magic iNote format, andl sdctions must have been
completed as specified in the iNote template. Tacuirement will check the iNote
content against the specification in BMC Softwan&lste template. Please refer to
this document for further information.

5.1.3 Title
The iNote title must be correct and list the cdrpgoduct.

5.1.4 Product Abstract
The ‘Product Abstract’ section must be complete.

This section explains the features of the Marke¢Z8roduct member’s product to the user, and
is intended as a sales/marketing tool.

5.1.5 Integration Summary
The ‘Integration Summary’ must be accurate and detap

Please describe the value of the integration, whepecifically applies to Magic Service Desk.

This section must adequately summarize the stepa gi the integration details section. (Such
as configuration of the application, creation ahie or business rules, creating configuration
files, setting parameters or mappings, etc.)

© 2009 Intertek Testing Services NA, Inc. 12 03/24/2009
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This section or the Integration Details section trioslude any necessary documentation
references. These documents must be suppliedheitboftware. If no references are made, it
is assumed that the integration can be performtitomiy the iNote.

This section should make clear the methods usagdomplish the integration (Magic SDK,
Magic APl Wizard, Program Launcher, etc.). A figuepresenting the integrated modules and
the communication between them is highly desirable.

5.1.6 Support Information
The ‘Support Information’ section must be complete.

5.1.7 System Requirements

The ‘System Requirements’ section must be compligtshould show versions and platforms
supported for both your products and Magic products

5.1.8 Contact Information
The ‘Contact Information’ section must be complete.

5.1.9 Integration Details

The ‘Integration Details’ section must be complatel understandable. This section needs to
have a clear flow of information and instructions.

This section is specifically for the technical pensel who will be performing the tasks
necessary to integrate the product. This sectigst ive precise. Every step must be explained
in a concise and clear manner.

5.1.10 Sample Scenarios

The Sample Scenarios section must contain atdeastlear example of using the integration.
This example needs to be representative of a pioduenvironment.

The examples must cover all of the platforms that integration supports. If necessary,
multiple scenarios can be used to represent neufliptforms.

5.1.11 Endnotes

The ‘Endnotes’ section must be complete and refereall BMC Software products and
trademarks mentioned in the iNote
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5.2

Intertek Validation Tests

5.2.1 Documentation Consistency Requirements

This test set will validate the functionality of ethiNote against the actual
functionality of the application and Magic Servibesk. We will integrate the
application with Magic Service Desk, accordinghe tnstructions provided in the
iNote.

Where some of the following tests are marked asnigawot met validation, other
tests may also be marked as having not met vadidatFor example, if the iNote
misses a step that explains to the user how toigumef a mapping file, the
integration would not meet validation for test .2b) (iii) and test 5.2.2 (i). This
is intended to provide more information about aagrections that are necessary.

(a) Verify the ‘System Requirements’ section details LAkoftware and hardware

requirements for using the application, and integgawith Magic.

0] Verify any versions of applications or operatingsteyns required are
indicated, e.g. scripting engines.

(i) Verify any Magic applications that are needed grecsgied. This test also
verifies any additional Magic components neededspeeified. (e.g. option
packs.)

(i) Verify the iNote specifies which applications needbe running prior to
performing the integration.

(iv)  Verify any licensing requirements are stated.

If no additional Magic Service Desk components specified, it is assumed that
the integration can be performed with just the daMlagic Service Desk
installation.

(b) Verify the ‘Integration Details’ section is accugaicomplete, and consistent with

the software.
0] Verify the example given covers the core featufeb® integration.

(i) Verify all the steps in this section function adatiog to the application,
Magic, and the operating system.

(i) Verify all the steps necessary to perform the irdggn are included, and
that no other steps outside of the integration moéenecessary to perform
the integration.

(iv)  Verify the integration details section includes @hécklist” for required
information, such as hostname, SMTP mail server, et

(v) Verify that an overview component diagram is givémich clearly displays
the interaction of Magic Service Desk and the iraeggd application.

(vi)  Verify that the iNote includes a list of directai¢hat will be created and
any key files used in the integration.
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(vii)  Verify that the user is directed to additional do@ntation for further
customizations.

5.2.2 General Integration Requirements

These requirements consist of general requiremeviicch may or may not be needed,
depending on the nature of the integration. Thesirements are mostly common
requirements to all the methods, such as thergjastiapplications, or the passing of data.

(a) If the integration involves modification of Magi@ath by someone other than the
submitter, verify that a Write License is required.

*The integration must not modify Magic data throughsingle user license. The
application must ensure appropriate licenses aqeined for each user making
modifications.

(b) Verify the iNote explains the methods used to aahighe integration. This could
be the APl Wizard, Program Launcher, email intagmator other methods of
integration.

(c) Verify the iNote does not suggest writing diredtiythe Magic internal database.
(d) Verify the integration does not add or modify dasd triggers.

(e) If the setting up of environment variables is neeeg, verify the process is
specified in the iNote.

() If the setting up of permissions is necessary,fyehe process is specified in the
iNote. (e.g. permission to access a table in abdator user id access to read/write
a file).

(9) If the integration involves custom Magic object®ypded by the vendor, verify
these objects function as described in the iNote.

(h) If the creation or modification of web administrmatipages is necessary, verify the
iNote explains the process for the creation or rincattion of these pages.

(i) If the creation of Magic objects is necessary fog integration, verify the iNote
explains the process for creating these objects.

() Verify the integration does not use the custom pscfile overrides, as this
functionality is reserved for Magic use only.

(k) Verify the integration does not modify existing aspjs files, as these changes
could be erased during patches or upgrades which axur weekly. The
integration should copy, then modify existing filesd create links to these new
pages via the Magic Ul or the Program Launcher.

() If the iNote references any existing objects, yetifese objects are either present
on the basic Magic installation, or are providedha distribution. Verify that the
iNote suggests the user replace sample fields omdowith their own
environment’s equivalent fields or forms.
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(m) If the passing of passwords or user logins is s&ag, verify the iNote explains
this process.

(n) If data is transferred to or from Magic, verifyist transferred correctly, according
to the procedure outlined in the iNote. Note: datee refers to entries contained
within the Magic structures. The structures thdweseare not considered data for
the purpose of this test.

(o) If the integration uses any method or trigger fotification, verify the message is
received at the destination, and the informatiangmitted is accurate.

(p) If the application is executed from Magic, verifiget application is executed
correctly, according to the procedure outlinedhia itNote.

(q) If the application creates, modifies or deleteseots, verify these are created,
modified or deleted correctly.

() If a process is started from Magic, verify the aggtion considers time-out
contingencies.

(s) If there are any changes to the Magic structureslain, verify these do not
adversely impact structures or data within Magic.

(t) Verify the iNote does not suggest the user alterisic functionality of the Magic
workflow to accommodate the integration.

(u) Verify that any services that were stopped for thiegration installation are
automatically restarted at the completion of thstahation.

(v) Verify the integration does not interfere with asther integrations.

(w) Verify that an application failure does not hindbe operation of Magic. For
example, if the integrated application is misconfef or becomes non-responding,
verify the functions of the Magic not interrupted.

(x) If the integration requires any additional softwakerify that directions are
included for the configuration of this softwareg.eMicrosoft Internet Information
Services.

(y) If the application reads and/or writes objects frdfagic (forms, fields, links,
format controls, etc.), verify that the utility netves the objects correctly.

(z) Verify methods for determining if the applicatio; running properly are included
in the iNote. For instance, if the applicationswas an NT service, verify there is a
way to query the process to determine it is fumitig correctly. Another example
would be an excerpt from the log file of a functimnapplication.

The following sections detail the individual tegesformed for the various types and categories
of integration. All of the tests are performed vehihe iNote specifies the function is used. For
example: Where the iNote specifies data is tramsdhifrom the application via E-Mall
messaging to Magic Service Desk, we would verifyt ttlata is transferred accurately and
correctly, by running all the tests in the E-Maiés4aging section below.

© 2009 Intertek Testing Services NA, Inc. 1€ 03/24/2009
Intertek-MagicValidationGuidel_3R.doc Res 1.



5.2.3 Starting Magic from an application or URL

These tests are used where the integration stasigicMService Desk from a™3party
application or URL. If the necessary workflow tarstfrom the application or URL is not
provided, verify the correct path is provided ia tNote.

(a) If login instructions for the browser are necessaeyify they are provided for in
the iNote.

(b) Verify the correct URL is provided for in the iNote

5.2.4 E-mail Messaging Integration Requirements

The following tests are performed, where the Clegamtains e-mail components that hook into
Magic for the purpose of incident submission andiequery of information.

(a) Verify the iNote explains setting up e-mail compotsewithin Magic. Verify this
functions as described. Verify the correct syntagrovided for the client tool.

(b) If the integration uses e-mail submission of inoide verify the incident is entered
correctly.

(c) If the integration uses e-mail query of informatioserify the query is returned
correctly.

5.2.5 SQL Database Access Integration Requirements

These tests are performed where the integratidiaiic is used to write or read from an
external database or if the application has peioms® query the Magic database or if the
application accesses Magic or the application cessed from within Magic using ODBC
drivers. These tests are not performed if the SQmmands are hard-coded into the
application.

(@) If Magic is used to write or read from an extermitabase, verify the correct
instructions / SQL syntax is given.

(b) If the application has permission to query the Matptabase, verify the process is
clearly and accurately documented and works asidedc

(c) If the application accesses Magic, or the appboats accessed from within Magic
using ODBC drivers, verify the process for configgrthe drivers is accurately and
completely documented.

5.2.6 Other Integration

(a) If the application uses attachments, verify thadckiment is received correctly by
Magic.
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(b) If the application imports external documents intagic, verify that the document
format conforms to that understood by Magic. (iceuiment formats supported by
Microsoft's Index Server).

(c) If the application uses XML import or export, vgrthe process for importing and
exporting the definitions is fully documented. Wemany provided XML schemas
are readable by Magic.

(d) If the application writes to a file that can be mned into Magic, verify the file is
written accurately, and the format conforms to tiaderstood by Magic.

(e) If the application imports/exports data, verify tmethod used is mentioned in the
iNote.

(N Verify any steps required to perform the import/est@are described in the iNote.
(9) The integration is allowed to add stored procedarescall them via workflow.

(h) The integration should not create large numbergroéips, as this will negatively
impact system performance.

() All error messages displayed by integration pagesveorkflow should be clearly
branded, so that they are easily identifiable @&sdgoftom the partner and not Magic
itself.

() Verify the integration does not modify modules 113, 18 and all negative
sequences (Groups, Group Details, Support Staffsgstem tables respectively).

5.2.7 Network & Systems Management

These tests are carried out for applications thadbpn Network or Systems Management tasks,
and submit tickets to Magic Service Desk, based ggstem or network failures.

(a) Verify that the console will close incidents in Magwhen the console message is
cleared.

(b) Verify incidents that are closed in Magic, are el$n the console.

5.2.8 MagiCall CTI - Computer Telephony Integration

These tests are performed, where the applicatesmthe Magic CTI interface, to control Magic
Service Desk.

(a) If the integration uses CTI, verify when a calleseived a pop up window displays
with the appropriate fields populated.

(b) Verify that when a pop up is saved, an inciderikeids created.
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5.2.9 Magic Business Automation-MBA

These tests are performed, where the applicati@s tise Magic Service Desk plug-in
architecture.

(a) If business rules are used, verify the iNote exgdiow the rule is setup for use
with integration.

(b) Verify a notification message is sent when the rnglanet. For example, when
inventory levels drops below a set quantity spediin the business rule.

(c) If arule is created to add, modify or delete aridant verify the incident is added,
modified or deleted.

5.3 Recommendations

The following are recommendations and the statusaoh will not have any bearing on the
overall test result. These are highly recommenyellagic to ensure the applications are easy
to use. These tests will be verified if time pesniuring the testing.

If the integration is pager based, verify the nagifion does not allow the character
limit for the paging service to be exceeded. MWegfrors due to oversize pager
messages are handled gracefully.

» Verify the application does not start too many espdf the browser window, such
that performance is reduced.

* If the integration uses e-mail notification, verifige message does not start an
infinite loop, or produce a large number of e-mail$is could be caused by faulty
e-mail addresses, where the message is returned tiie destination, and the
application sends out an error message.

» Verify that the integration will not allow large mbers of incidences to be created
such that the performance of Magic degrades.

» If the integration is pager-based, verify that itegration does not allow so many
messages on the paging network to be sent thepatms” the paging network..

» Verify that the application does not leak memoryimy normal usage in the course
of the testing cycle.

* Verify that the application cleans up any tempordilgs that are created
specifically for the integration.

» If any files are created by the application, fog thtegration, verify these are kept
within manageable sizes.

» If custom software is installed for the integratiorerify this software is fully
uninstallable, and that the process for uninstglisrdescribed in the iNote. The
software must remove all files, folders and registntries added during the install
process. If files, folders or registry entries &8 behind after the software is
uninstalled, we need to know which files, foldergegistry entries, and the reason
for leaving this item behind.
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6 Special Test Exceptions

Occasionally, you may consider that your produdt mot pass certain tests, and that the
functionality is not in the design or you are noleato rectify the problem. This applies where
inconsistencies between the iNote and the actuttiinality are out of your control. An
exception could be functionality in the Magic SeevDesk, which is considered a bug, and has
not been rectified as yet.

If, after reviewing the test specifications, yoelfthat your integration warrants a waiver, you
can apply for a waiver to BMC@Intertek.com. Oneeeived, Intertek will communicate this
request to BMC Software, who will respond withiwérking days.

Test exceptions will be appropriately marked infthal report, and will not indicate whether
the tests meet validation.
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Have you checked for these?m

7 Top Ten Reasons for resubmission.

This section lists some of the more common reag@isMarketZone Product members have
had to re-submit their integration. This list wile updated on a regular basis. We have
included the appropriate section of the test gtiidecorresponds to the particular reason.

TBD
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Appendix A — MarketZone Product Membé€yuestionnaire

The purpose of this section is to provide contafdrimation about your company and your
product.

Contact Information

Company Name

Address

City, State, ZIP

Main phone # and ext.

Company website URL

Contact person for test results

Name and Title
Tel:

e Fax:

Email:

Technical contact

« Name and Title

e Tel:
e Fax:
e Email:

Product Information

Product Name and version

Magic Service Desk version supported
and any additional components
required

Hardware requirements for integratign

Operating system requirements for
integration

Description of product
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Appendix B - Integration Tips

The following tips are designed to assist you isueing your iNote conforms to the standard

required by the validation tests. We suggestytbat iNote is as clean, complete, and concise
as possible for your potential customers. Theeefag encourage you to consider the following

tips, where appropriate, in your iNote.

General

* Ensure the iNote lists all the steps necessargitiy out the integration.

» Don’t assume that the user will know all of thepste

» If the integration assumes knowledge of certaidiegtions or techniques (e.g. SQL
knowledge, Visual Basic) this must be clearly statethe iNote.

* Ensure that the system requirements list ALL hardvead software requirements.

» If the integration requires additional documentatiensure this is referenced where
necessary in the iNote.

* Verify that any additional documentation that ierenced is also complete.

» If the integration involves sending or receivindajdhis needs to be explained in the
iNote.

» The iNote needs to explain the methods used tgrate the products. (E.g. API
Wizard, Program Launcher, email integration)

» If the integration uses existing Magic Service Deblects, these must be specified in
the iNote. Don’'t assume that all environments walhtain the same Magic Service
Desk objects.

» If the integration uses other objects present igiRlapplications, these applications
must be specified in the System Requirements sectig. Magic Program Launcher.

The following sections include tips for specifictimeds of integration.

SQL Integration

* Ifin the integration it is necessary for Magic Bee Desk to read or write to another
database, this must be clearly documented.

» If the application could write to the Magic databathe iNote must recommend that
the user not write directly to the Magic database.

E-Mail Integration

* If the integration communicates with Magic Serviesk via email submission or
notification, ensure that the process is fully expd.

Other

» If the integration communicates using files creaitedead by Magic Service Desk
(reports, importing, etc.), ensure that the pro¢essonfiguring the information is
fully documented.
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Network & Systems Management
* If the application allows the user to submit tickébm the management console,
ensure the process for mapping fields betweenvibepplications is documented in

full.
» If the application controls or monitors Magic SeesDesk ensure the configuration
process is fully documented.
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Appendix C — Contact Information

To submit software and iNotes, plus any relatedudemntation, or for any other questions,
please contact us at:

Intertek Testing Services NA, Inc
BMC Validation Lab

450 Main Street," floor
Pleasanton, CA 94566

Phone: (925) 485-6175
Fax: (925) 484-1773

E-mail: BMC@Intertek.com

Please also visit our web sitewatvw.gpga.com

For further details about the Magic MarketZone BobdProgram or Magic Service Desk,
please contact BMC Software at:

BMC Software, Inc.

Phone: (925) 730-4689

E-mail: TechAlliances@BMC.com
Web: http://www.remedy.com/magic/
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