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1 Introduction

Welcome to the MarketZone Validation Program foredy Products covering integrations with the
Action Request System. This program has beenroimtd and designed in partnership between
BMC Software, Inc. and Intertek. BMC Software lzgmproved all aspects of the program. Your
participation and feedback will help further defthe tests and program.

The purpose of the program is to validate that l&itne products are properly integrated using the
AR System and to ensure the applications connetinvank together. Central to this process is the
full integration note (iNote). Therefore, the fecof the tests is to verify that the iNote is nolyo
accurate and consistent with the behavior of tftevace, but also complete. The information in the
iNote must describe in detail what is necessagetap, install, and perform in order to successfull
use the AR System with your product. We will wedhy claims about the functionality made in the
iNote.

The purpose of this validation guide is to providechnology Alliance members with information
about the various tests that will be performed wyain submit your integration for validation. The
focus of the testing is to verify the integratidnyour product with the AR System. The focus i$ no
to validate your application’s functionality itselff there is any information that needs further
clarification, please do not hesitate to let uskno

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

We look forward to contributing to your product'siceess and working with you as part of
MarketZone Validation Program.
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2 Pricing

2.1 AR System Integrations

Product Type Pricing
Basic Integrations (AR System)
Full Validation Test Fee $ 2995
Additional Platform Full Validation Test Fee $ 1690
Re-test Fee $ 2130
Additional Platform Re-test Fee $ 1075
Workflow Intensive Integrations
Full Validation Test Fee $ 5880
Additional Platform Full Validation Test Fee $ 2940
Re-test Fee $ 3260
Additional Platform Re-test Fee $ 1580

2.1.1 Basic Integrations - Testing Fees

The definition of a Basic Integration is one wh#re user is required to make minimal
modifications to the AR System during the integnatiln these cases, the work in the
AR System is typically creating a small numberiefds and/or a small number of active links.
To define integration as a Basic Integration, far AR System, ALL the following attributes
will apply:

- less than 30 fields need to be created or imported.

- less than 20 active links/filters/escalations nieelle created or imported.

2.1.2 Full Validation Test Fee - $2995

This fee applies to the submission of one produegration. (Regardless of the Technology Alliance
category) This fee includes testing for a singedpct on a single platform. For additional platior
testing, please see the additional platform feaviel

2.1.3 Additional Platform Full Validation Test Fee - $159

This price represents a rerun of the tests fordalitianal hardware platform, i.e. an integratioings
UNIX and Windows. An integration that supports iiddal platforms, and contains instructions for
the additional platform, requires a separate teghe platform.
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2.1.4 Re-test Fee - $2130

For Technology Alliance member integrations thahdbmeet the validation requirements, we offer a
reduced fee for a re-test of the integration. Texest will be comprised of a full set of tests thue
updated product integration and integration ndtas fee is for the re-test of a single platform.

2.1.5 Additional Platform Re-test Fee - $1075

The additional platform re-test fee is for Techmyl@\lliance members who require a re-test for
an additional platform, i.e. an integration usinyI¥ and Windows. Where the integration note
contains instructions for an additional platforngegarate test is required for this additional
platform.

2.1.6 Workflow Intensive Integrations - Testing Fees

The definition of a Workflow Intensive Integratisdmone where the user is required to make
many modifications and/or additions to the struesun the AR System environment during the
integration. In these cases, a large amount of flawk(forms, fields, filter and active links) are
pre-designed and imported into the existing AR &yseénvironment or there is a large amount
of workflow that is required to be created by tisenduring the integration. Workflow Intensive
Integrations only apply to AR System integratiofi® define integration as a Workflow
Intensive Integration, one or more of the followmttyibutes will apply:

- 30 or more fields need to be created or imported.

- 20 or more active links/filters/escalations neebtie¢ccreated or imported.

2.1.7 Full Validation Test Fee - $5880

This fee applies to the submission of one produegration. (Regardless of the Technology Alliance
category) This fee includes testing for a singedpct on a single platform. For additional platior
testing, please see the additional platform feavhel

2.1.8 Additional Platform Full Validation Test Fee - $Z94

This price represents a rerun of the tests fordalitianal hardware platform, i.e. an integrationgs
UNIX and Windows. An integration that supports iiddal platforms, and contains instructions for
the additional platform, requires a separate teshe platform.

2.1.9 Re-test Fee - $3260

For Technology Alliance member integrations thamndd meet validation requirements, we offer a
reduced fee for a re-test of the integration. Téxest will be comprised of a full set of tests thue
updated product integration and integration ndtas fee is for the re-test of a single platform.
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2.1.10 Additional Platform Re-test Fee - $1580

The additional platform re-test fee is for Techggid\lliance members who require a re-test for an
additional platform, i.e. an integration using UNBfd Windows. Where the integration note
contains instructions for an additional platfornseparate test is required for this additionafqult.

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

2.2 Additional Services

2.2.1 Targeted Test Services for the Developer Community

Intertek offers additional test services customiegour product needs. Please see Appendix C
for a full explanation of the Targeted Test Sersiter the Developer Community.
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3 Getting Started — Scheduling and Submission

To achieve validation, you must submit your sofentar Intertek BMC Validation Lab. The following
process describes how to become a Validated Teminélliance member.

Pre-Submission Test Process in Lab

Technology
Alliance Member
to Review Guide

v

Remedy iNote

Review / Approval
;

Configuration of
Intertek Test Lab

Contact Intertek to >
Schedule Test Validation Testing
v
Submit Package Finish Testing
v

Receive Intertek
Confirmation

Final Results l

Met Validation?

Yes

Pending
h 4
Passed Validation Pass Pending w
- . Fix integration and
Contact Remedy Fix iNote and resubmit .
resubmit to Intertek for
for next steps. to Intertek for approval. -
retesting.

Figure 1. Validation Process Flowchart
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3.1 Pre-Submission

3.1.1 Technology Alliance Member to Review Guide

Prior to completing the iNote and submitting théegmation for testing at Intertek, we strongly
recommend you review this validation guide thordugh ensure the product integration matches the
outlined criteria. This reduces the need for stirtg, and can speed up the process. Chapter 9
contains a list of top ten most common reasonsefsubmission.

3.1.2 BMC Software Review Process

Prior to scheduling the test with Intertek, the Aredogy Alliance member will go through a
consultation period with BMC Software. During tpsriod, BMC Software will review the contents
of the iNote. Information on the content requiratsas included in Chapter 5, the Test Information
Guide. Once BMC Software has reviewed and apprtivedNote they will send the “lab-ready”
iNote to Intertek.

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 Technology Alliancenmber may schedule the validation testing with
Intertek. To schedule your test, call the Intéstelab at (925) 485-6175 or e-mail us at
bmc@Intertek.com. You will receive confirmation te@me 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 accaynpgdocuments to Intertek. We prefer this to be
submitted electronically via e-mail (bmc@Intertekn). If you are not using electronic submission,
or for sending payment, please ship the documentket address listed in Appendix D, Contact
Information. If all submission items are not reeei prior to the scheduled test date, we cannadn beg
testing, and may need to re-schedule the testes.ddtuments 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 installati@eudnentation that is not part of the
standard lab setup. Please see Chapter 4 forinforenation on the hardware and software
in use in the lab. If you have any questions reiggrsoftware submission, please contact us
at the number listed in Appendix D.

* The Technology Alliance questionnaire is requiredé submitted, which provides general
contact information. This is the Questionnairevipded in Appendix A. Please copy and
paste this section into a new document.

e The signed Intertek Vendor Software Testing Agrestimé@/e will fax this document to you,
once the schedule has been confirmed. The Vendoeefnent needs to be returned only
once. Additional MarketZone Validation testing lvgihly require a product addendum to be
signed.
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< Payment by check for the MarketZone Validationitgst Make checks payable to Intertek.
See pricing section to determine fee. Paymergdaired before testing begins.

3.1.5 Receive Intertek Confirmation

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

3.2 Test Process in Lab

3.2.1 Configuration of the Test Lab

The Intertek’s Test Team will notify the Technolofjifiance member which components the
member is responsible for configuring. Any conf@fion components beyond the scope of
Intertek’s testing environment need to be provibdgdhe partner. It is preferable that the
Technology Alliance member completes the configarabn-site at the Intertek Test lab.
However, phone support during setup can be sutediifinecessary.

When a validation testing time is booked, up to week will be reserved for testing of the
Technology Alliance member’s integration. Thisliiklude up to an entire day for the lab
configuration.

3.2.2 Start Testing

Once we have received all the necessary docunmntatd software, and we have confirmed receipt
of the software, we will start the testing on thieezluled date.

3.2.3 Validation Testing

We will test the integration using the full iNotmd assess the integration for the validationri@ite
specified in the Test Information Guide, Chaptek8e will verify that the claims of functionalitynd
the installation/configuration instructions in tinéegration note are correct and complete accoraing
the Technology Alliance member’s software with A System.

3.2.4 Dally Status

Every day we will email a Daily Status report tbcaincerned parties which will detail progresshaf t
testing and any open issues. Any requirementsatiatot met will be listed in the daily statusamp
also.

3.2.5 Final Report

Once the test cycle is completed, we send ougariport to you and to BMC Software, detailing the
tests undergone, and the results of those tests.oftan issues or failures will include detailed
information, assisting you in correcting the fault.
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3.3 Final Results

3.3.1 Validation Met

If all the requirements outlined in the tests amet,ngou will receive Validated status, and all the
benefits that this encompasses.

3.3.2 Validation Not Met

If not all of the requirements outlined in the seate met, you will have the opportunity to makg an
necessary corrections and resubmit the iNoteheliNlote contains minor mistakes, such as a single
step missing from the example, then a Validatiort Matus may be awarded pending the change
highlighted by the tests. Whether an iNote willdlewed a ‘pass pending’ will be the judgment of
BMC Software with detailed information from thedriek BMC Validation Test Team.

If changes to the iNote are necessary as parpasspending, the Technology Alliance member may
then resubmit the iNote with the changes highlighté/e will then verify these changes against the
suggestions noted in the final report. Once tleswary changes have been made, we will then issue
a revised final report with a status of Validatdet. BMC Software will review the final iNote, add
the product category and certification date, amoved the iNote to an Adobe Acrobat (pdf) file;qori

to posting it on their website.

For integrations that do not pass the initial testria, a retest is allowed. A retest will invela full
pass through the validation criteria, with the aiged cost (see chapter 2 for pricing details).

If there are areas of your iNote that do not nieetest criteria, and are either part of the desigout
of your control, you may be eligible for a fee waiv Please see the section on Special Exceptions,
Chapter 6 for more information.
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4 AR System Lab Specification

This section describes the platform configurationthe test lab. The AR System equipment, both
Client and Server, will be “typical” systems. Theyl contain the base operating system, withtel t
current compatible service packs or patches. Thabdse will be installed with all the current
compatible service packs or patches. For furtledaild on which service packs and patches are
running in the lab, please contact us at the asldisted in appendix D. The AR System will contain
a test environment, with tailored workflow. Thisiveonment will be a typical help desk
environment, which may not resemble sample work#aeh as the Demo Help Desk.

It is important in writing your iNote NOT to assurtiet the user will have any sample workflow in
their environment. The examples in the iNote neosisider that most users will need to tailor the
integration to their specific environment.

For example, the integration requires that a ‘FnobiCategory’ beFE):alssed from the third-party
application to the AR System. The example stdias the user needs to replace the ‘Problem
Category’ field with the appropriate equivalenttiogir environment.

We will test on the most recent major release ®&R System. Exceptions to this may be granted by
BMC Software during the consultation period. Twi#§ most commonly occur during the period
immediately following a major release of the AR 8ys. If instructed by BMC Software, we will test
on a previous “dot” release of the AR System ift tisathe latest version a Technology Alliance
member supports. We will maintain the lab with lggest “dot” release of the AR System, 30 days
following the release. We will test integratiomsthese “dot” releases in most cases. If requdyea
Technology Partner and with BMC Software’s agreémaa can test on previous releases, or with
specific AR System patches. We will not validate ititegration software for any versions of the AR
System prior to the two most recent major releases.

This configuration is important to reference whem yare determining the system requirements of
your integration. If your integration requires #mg outside of the configuration listed here, it
MUST be specified in the system requirements seatibthe iNote (i.e. sound card). If your

integration requires AR System objects, (formsadatc.) these must be either included in the
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integration software, or must be listed as a reguént in the iNote. For example, if your integrati
depends on objects in the change management dijopljdhis must be listed as a requirement in the
iNote. Also, if your integration requires any sfiesub-components of the AR System, such as the
mid tier server, or the plug-in service, this mstlearly stated in the system requirements segtio
the iNote.

If your application requires hardware or softwdrat is not included in the standard lab setupdiste
below, we may require you to provide this equipmianbrder to test the integratiand provide
shipping to return the equipment after the testings completed.

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

* Intel, Windows NT/2000 AR System servers. One ekthservers will be a primary
domain controller for the Validation lab domain.

e Sun SPARC 5, Solaris AR System Server

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

The minimum specification for these systems ilgws:

* Intel Server: Intel Pentium Illl 2.80Ghz
12 GB Hard disk
CD-ROM
1 GB Memory
Windows 2000 Server SP4

The AR Server has MS SQL Server, AR System midaiet Internet Information Server
running. There are three systems. The domairratienthas Exchange Server 5.5/2000
running, which will service mail for both the seisyand all of the clients.

¢ AR System Client:  Intel Pentium 11l 700Mhz
7GB Hard disk
CD-ROM
256Mb Memory
Windows 2000
Outlook 2000
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* Solaris Server: Sun Ultra 80 Workstation
450 Mhz Processor
72 GB Hard Disk
2 GB Memory
CD-ROM
Sun Solaris 8 (with latest recommended patches)

The Solaris server will use an Oracle database. patches used are those that are

recommended by Sun Microsystems. If your appbcatequires any patches outside of these
recommended patches, this must be specified iNtite.
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5 Test Information Guide

This section is to provide a summary and descriptiothe tests that will be executed by Intertek as
part of BMC Software’s MarketZone Program. To maxe the chances of your integration meeting
validation, we recommend you perform these testy pp submission. Ideally, someone would

perform the tests other than the person(s) whdaojese the integration and/or wrote the iNote.

Prior to submission to Intertek, the iNote will berified for content by BMC Software. We have
included guidelines for assessing the contentefdttcument, to enable Alliance members to better
understand the requirements for this aspect aNiie.

The test cycle will focus on the installation, dgaofation, and functionality of the integration.ny
claims of the functionality of the integration madehe iNote will be verified. We will performeh
integration using the example(s) provided in thetéNand the tests will be assessed based upon this
process. We will perform the integration usingtéet lab specified in Chapter 4, with any addaion
hardware and software components listed in theeiNbt order to achieve a “Validation Met” status,
the iNote must contain accurate, complete andghtfarward instructions for performing the
integration. We will verify the steps given in tiote with the functionality of the software.

The validation tests will be comprised of two basist sets, and a number of optional integration
specific tests. The document consistency testsveiiify the information in the iNote against the
functionality in the applications. The generatdesill verify specific aspects of the integratisuch

as passing of data and environment specific comgitiThe remainder of the tests will be dependent
on the method used for the integration. The caiegassigned by BMC Software for the integration

may also indicate additional tests are necesdany.example, an AR System integration using API {Deleted: .

and OLE methods would require the API and OLE test® run(Sections 5. 2.11 and 5.2.6) -

The final test set is a series of recommendatishigh have no bearing on validation. These tests a
carried out, as time permits. Please refer taosebt3 for more information. The recommendations,
where appropriate, will add further value to thstemer and make integrating the product smoother.

Copyright© Intertek Testing Services NA, Inc. 14 3/24/2009
Intertek-RemedyValidationGuide324R.doc Re 8B



5.1 Integration Note Review

5.1.1 Documentation Content Guidelines

These requirements are verified by BMC Softwareorpto submission to Intertek. These
requirements focus solely on the documentation.iNlb&2 must contain all the information necessary
to begin to integrate the product. These requingsneill verify that the iNote template is useddan

all the sections of the template are completeadelsee the Remedy iNote Template and iNote Read
Me First files for further information.

5.1.2 General

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

« The iNote must reference the correct version of Ale System and use the appropriate
terminology.

e The information in the iNote must be in the corngeice.

e The iNote must be in the BMC Software iNote formand all sections must have been
completed as specified in the iNote template. Taigiirement will check the iNote content
against the specification in BMC Software’s iNotenplate. Please refer to this document
for further information.

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

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

This section explains the features of the Techryolsijiance 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 deteyp

Please describe the value of the integration, wihepecifically applies to the AR System.
This section must adequately summarize the steps @i the integration details section. (Such as

configuration of the application, creation of macap active links, creating configuration filesttisg
parameters or mappings, etc.)
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This section or the Integration Details section nmdude any necessary documentation references.
These documents must be supplied with the softwre references are made, it is assumed that the
integration can be performed with only the iNote.

This section should make clear the methods usetdomplish the integration (AR System API,
Command Line Interface, active links, macros, efcfjgure representing the integrated modules and
the communication between them is highly desirable.

5.1.6 Support Information
The ‘Support for Integration’ section must be coetyl

5.1.7 System Requirements

The ‘System Requirements’ section must be complédteshould show versions and platforms
supported for both your products and BMC Softwaoglpcts.

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

5.1.9 Integration Details

The ‘Integration Details’ section must be comphatel 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 section must be peckvery 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 produstienonment.

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

5.1.11 Endnotes

The ‘Endnotes’ section must be complete and referafi 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 ofetiNote against the actual functionality of
the application and the AR System. We will integréhe application with the AR
System, according to the instructions providechmiNote.

Where some of the following tests are marked asnigamot met validation, other tests

may also be marked as having not met validatioor. eikample, if the iNote misses a step
that explains to the user how to configure a mapfiie, the integration would not meet

validation for test 5.2.1 (b) (iii) and test 5.2¢). This is intended to provide more

information about any corrections that are necgssar

(a) Verify the ‘System Requirements’ section details LAlsoftware and hardware
requirements for using the application, and integgawith the AR System.

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

(i) Verify any BMC Software applications (Help Desk, aDige Management, etc.)
that are needed are specified. This test alsdieerny additional AR System
components needed are specified (e.g. plug-incgraiid tier)

(i) Verify the iNote specifies which applications ne&m be running prior to
performing the integration.

(iv)  Verify any licensing requirements are stated.

If no additional AR System components are specifieds assumed that the integration
can be performed with just the basic AR Systenaltadton.

(b) Verify the ‘Integration Details’ section is accugatcomplete, and consistent with the
software.

0] Verify the example given covers the core featufeb@integration.

(i) Verify all the steps in this section function aaiag to the application, the AR
System, and the operating system.

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

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

(V) Verify that an overview component diagram is giwenich clearly displays the
interaction of the AR System, and the integrateuliegtion.

(vi)  Verify that the iNote includes a list of directaithat will be created and any key
files used in the integration.

(vii)  Verify that the user is directed to additional daentation for further
customizations.
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5.2.2 General Integration Requirements

These requirements consist of general requiremeahtsh may or may not be needed, depending on
the nature of the integration. These requiremamatsnostly common requirements to all the methods,
such as the starting of applications, or the pgssidata.

(a) If the integration involves modification of AR Sgsh data by someone other than the
submitter, verify that a Write License is required.

*The integration must not modify AR System dateotlgh a single user license. The
application must ensure appropriate licenses arplined for each user making
modifications.

(b) Verify the iNote explains the methods used to a@hithe integration. This could be
API, Command Line Interface (or run process), DDEE, SQL, E-mail integration, or
other methods of integration.

(c) Verify the iNote does not suggest writing diredttythe AR System internal database.

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

(e) If the setting up of permissions is necessary fydhie process is specified in the iNote.
(e.g. permission to access a table in a databasseoiid access to read/write a file)

(f) If the integration involves custom AR System olgeptovided by the vendor, verify
these objects function as described in the iNote.

(g) If the creation or modification of configurationld$ is necessary, verify the iNote
explains the process for the creation or modiftcatf these files. Also, verify the iNote
includes a description of the file's use.

(h) If the creation of AR System objects is necessarytlie integration, verify the iNote
explains the process for creating these objects.

(i) If the iNote references any existing objects, yetifese objects are either present on the
basic AR System installation, or are provided ie thistribution. Verify the iNote
suggests the user replace sample fields or forris their own environment equivalent
fields or forms.

() If the passing of passwords or user logins is rezngs verify the iNoteexplains this
process.

(k) If data is transferred to or from the AR Systemrifyeit is transferred correctly,
according to the procedure outlined in the iNotblote: data here refers to entries
contained within the AR System structures. Thacttires themselves are not considered
data for the purpose of this test.

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

(m)If the application is executed from the AR Systesmrify the application is executed
correctly, according to the procedure outlinedhia iNote.
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(n) If the AR client tool is executed from the applicat verify it executes correctly,
according to the procedure outlined in the iNofdso if macros are used, verify they are
started with the client tool and run as documentddany parameters are passed to the
client tool, verify they are passed accurately.

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

(p) If a process is started from the AR server or tligarify the application considers time-
out contingencies.

(q) If there are any changes to the AR System strustaredata, verify these do not
adversely impact structures or data within the ARt&M.

(r) Verify the iNote does not suggest the user alterbhsic functionality of the AR System
workflow to accommodate the integration.

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

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

(u) Verify that an application failure does not hindee operation the AR System. For
example, if the integrated application is miscomfegd or becomes non-responding,
verify the functions of the AR System are not inteted.

(v) If the integration requires any additional softwarerify that directions are included for
the configuration of this software, e.g. Microsiofternet Information Server.

(w)If the application reads and/or writes objects frita AR System (forms, active links,
event maps, links, format controls, etc.), verihatt the utility retrieves the objects
correctly.

(x) Verify methods for determining if the applicatianrunning properly are included in the
iNote. For instance, if the application runs asNin service, verify there is a way to
query the process to determine it is functioningetly. Another example would be an
excerpt from the log file of a functioning applicat.

The following sections detail the individual teptxformed for the various types and categories of
integration. All of the tests are performed whtre iNote specifies the function is used. For
example: Where the iNote specifies data is tramsthirom the application via DDE to the AR
System, we would verify that data is transferremlieately and correctly, by running all the testéhm
DDE section below.

5.2.3 Starting a Third Party Application from the useslt(SPROCESSS$)

These tests are used where the integration stémslgparty application from the AR System using
the $PROCESS$ set fields keyword. If the necessamkflow to start the application is not
provided, verify the correct syntax is providedhia iNote.
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(a) If it is necessary to pass parameters, verify ttasepassed correctly, and the iNote or
referenced documentation explains which parameterde used.

(b) If there are any permissions necessary to runniveg application, verify these are
discussed in the iNote.

5.2.4 Starting the Client tool from an application or coand line (Command Line Interface)

The following tests are performed, where the Clieal is started from the application, via the
command line. These tests are not performed ddhemands are hard-coded into the application.

(a) If login instructions for the client tool are nesasy, verify they are provided for in the
iNote. (E.g. recording a macro, using —h optiorrf pamber, etc.)

(b) Verify the correct syntax is provided for the cli¢ool.

(c) If the creation of a macro is necessary, vettiy iNote explains the steps to create the
macro. Verify the macro functions correctly.

(d) Verify the correct tool is specified in the itdéofor the appropriate platform. (Aruser &
runmacro)

(e) Verify that the iNote specifies the correct locatiaf macro files, if necessary, using the
appropriate options.
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5.2.5 Dynamic Data Exchange (DDE)

These tests are performed where the integration Dgeamic Data Exchange to pass data between
the AR System client and another application. &liests are not performed if the DDE commands
are hard-coded into the application.

(a) Verify that the iNote specifies the correct DDEveeg name, topic name, and item name.
(b) If additional parameters or commands are necesgarify these are specified.

(c) Verify the iNote explains the creation of the ddefile, and lists all the necessary
parameters for this file.

(d) Verify enabling of report to application is expladin the iNote.

(e) Verify the transfer method is discussed in the éNoWerify the appropriate method is
used for the size of the data. (Clipboard for sraaibunts of data, file for larger amounts
of data)

5.2.6 Object Linking and Embedding / Automation (OLE)

These tests are performed if the integration usgscOLinking and Embedding. The following tests
are not used if the OLE objects are hard-codedlir@@pplication.

(a) Verify that the applications OLE objects are fullipcumented as it relates to the
integration.

(b) Verify that all OLE automation objects that are essary for the integration of the
application are available within the AR System aulgtrator tool.

(c) Verify that the OLE automation objects specifictiie integration function as described.
(e.g. explain what parameters need to be passed)

5.2.7 E-mail Messaging Integration Requirements
These tests are performed if the integration s@honitueries information within the AR System.

(a) Verify the iNote explains setting up e-mail compotsewithin the AR System. Verify
the function as described.

(b) If the integration uses e-mail submission of tiskeerify the ticket is entered correctly.
(c) If the integration uses e-mail query of informatiearify the query is returned correctly.

5.2.8 SQL Database Access Integration Requirements

These tests are performed for an integration teg 8QL to access the AR System database from the
application, or an external database from the AReBy.
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(a) If the AR System is used to write or read from atemal database, verify the correct
instructions / SQL syntax is given.

(b) If the application has permission to query the ARt8m database, verify the process is
clearly and accurately documented and works agidesc See also 5.2.2 (c).

(c) If the application accesses the AR System, or fipdication is accessed from within the
AR System using ODBC drivers, verify the process ¢onfiguring the drivers is
accurately and completely documented.

5.2.9 Other Integration

These tests are for an application that exchamgesriation with the AR System using files. This
could be via the import tool, or the report to filocess.

(a) If the application reads a file generated from Af System, verify the file is read
correctly.

(b) If the application writes to a file that can be onjed into the AR System, verify that the
file is written accurately, and the format confortmghat understood by the AR System.

(c) If the application uses XML import or export, verithe process for importing and
exporting the definitions is fully documented. Werany provided XML schemas are
readable by the AR System.

(d) If the integration uses the Web Services compoattite AR System, verify that the AR
System is not adversely affected if tH&Barty application is not available.

5.2.10 Network & Systems Management

These tests are carried out for applications tedbpn Network or Systems Management tasks, and
submit tickets to the AR System, based upon systamtwork failures.

(a) Verify that the console will close tickets in thé&k/ASystem, when the console message is
cleared.

(b) Verify that tickets closed in the AR System, arketisl from the console.

5.2.11 Application Programming Interface (API) IntegratiBequirements

These tests are performed, where the applicaties tiee ARS API interface, to control the AR
System. This section applies to integrations @nitising the C language and Java API's

(a) If the integration interacts with the notificatisgistem, verify this functions correctly.
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(b) If the application controls functions of the AR &y, (such as starting/stopping the AR
server, adding or removing servers from clientgjfyehat all these control functions
execute correctly, and no data loss or data caomiiccurs.

5.2.12 AR System Plug-in Requirements
These tests are performed, where the applicatesithe AR System plug-in architecture.

(a) Verify the plug-in functions correctly.
(b) Verify that the plug-in name is unique.

(c) The integration note needs to explain that the AlR)4n service needs to be running
when performing the integration.

(d) For AREA plug-ins, the integration note needs teady explain that only one AREA
plug-in can be running at any time.

(e) For ARDBC plug-ins, the integration note must fullycument what capabilities the user
has access to in the external data source, etlge iplug-in allows the user to get, set,
create and delete entries, this must be fully desued.

5.3 Recommendations

The following are recommendations and the statusaoh will not have any bearing on the overall
test result. These are highly recommended by BNfBv@re to ensure the applications are easy to
use. These tests will be verified if time perrditsing the testing.

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

< Verify the application does not start too many egpbf the client tool, such that
performance is reduced.

« If the integration uses e-mail notification, verifiye message does not start an infinite
loop, or produce a large number of e-mails. Thosld be caused by faulty e-mail
addresses, where the message is returned frormestiaation, and the application sends
out an error message.

« Verify that the integration will not allow large mbers of tickets to be created such that
the performance of the AR System degrades.

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

< Verify that the application does not leak memoryimiy normal usage in the course of
the testing cycle.
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< Verify that the application cleans up any temporégs that are created specifically for
the integration.

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

« Verify the application will transfer dates corrgctlith respect to the year 2000. The
following dates will be verified: December 31, 1998&nuary 1, 2000; January 10, 2000;
February 29, 2000; March 1, 2000; October 10, 20@0duary 1, 2001; January 2, 2001;
February 29, 2001 (nonexistent); January 1, 208udry 2, 2034; January 19, 2038.

e If custom software is installed for the integratiowerify this software is fully
uninstallable, and that the process for uninst@gliindescribed in the iNote. The software
must remove all files, folders and registry entrdekled during the install process. If
files, folders or registry entries are left behafter the software is uninstalled, we need to
know which files, folders or registry entries, ahé reason for leaving this item behind.
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6 Special Test Exceptions

Occasionally, you may consider that your produdtmwait pass certain tests, and that the functignali
is not in the design or you are not able to redtiy problem. This applies where inconsistencies
between the iNote and the actual functionality @wé of your control. An exception could be
functionality in the AR System, which is considegeldug, and has not been rectified as yet.

If, after reviewing the test specifications, yolféhat your integration warrants a waiver, you can
apply for a waiver to BMC@Interek.com. Once reediMntertek will communicate this request to
BMC Software, who will respond within 5 working day

Test exceptions will be appropriately marked infthel report, and will not indicate whether thette
meet validation.
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Have you checked for these?z

7 Top Ten Reasons for resubmission.

This section lists some of the more common reag@isTechnology Alliance members have had to
re-submit their integration. This list will be wggdd on a regular basis. We have included the
appropriate section of the test guide that cormedpto the particular reason.

1.

The iNote is missing steps required to completeirttegration. For example, steps may be
missing for configuring the Technology Alliance nimen application. A good method for
ensuring all the steps are included would be tothesiNote by someone other than the person
who wrote the iNote. See section 5.2.1 (b) Il

The steps in the iNote do not correspond with tReSystem or the Technology Alliance member
application. As with reason number one, havingritegration performed by someone other than
the author of the iNote, increases your chancpassing this test. See section 5.2.1 (b) II.

The iNote does not explain the process for creadiiRgSystem objects that are necessary for the
integration. See section 5.2.2 (h).

Data was not transferred correctly to the AR Systdmsome cases this could be a result of
incorrect configuration in the AR System or the Aredogy Alliance member application. In
other cases, the Technology Alliance member apigiicas transferring user ID’'s to the
Technology Alliance member application that do cmtespond with the correct users in the AR
System. If it is assumed that specific data (fsers) exist on the AR System, the integration must
either provide the data, or instruct the userdaterthe data. See section 5.2.2 (k).

The AR System client tool does not start when lhaddrom the Technology Alliance member
application. In many cases this is a result ofraemplete or incorrect configuration. Verify that
macros, parameters, and login instructions funa®adocumented. The iNote must give the user
correct instructions for configuring the Technolofjliance member application to launch the
user tool. See section 5.2.2 (n).

The iNote does not explain the steps to set upipsions. If it is necessary to create or modify
permissions relating to the AR System, or the Teldgy Alliance member application, the iNote
should explain the process for making these matifins. An example is when ARAdmin needs
to be dbowner of a third-party database. SeesesiP.2 (e).
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7. The Technology Alliance member application does start correctly. When starting the
Technology Alliance member application from therusel, the iNote must instruct the user to
enter the correct path and syntax for startingTésehnology Alliance member application. See
section 5.2.3 (a).

8. The iNote refers to existing objects that are mailable. The objects referenced in the iNote need
to exist in the basic AR System or be providechandistribution. Document sample objects and
explain changes in detail. See section 5.2.2 (i).

9. The iNote contains incomplete system requiremeAtsy hardware necessary for the integration
must be included in the iNote. Also versions djmtiare not correct according to the product
supplied. It is important to indicate ALL systeequirements prior to submission. See section
521@)l.

10. The iNote does not explain the steps to confidueeapplication. For completeness, configuration
on the AR System, and the Technology Alliance meislagplication must be explained in full
detail. See section 5.2.2 (g).
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Appendix A — Technology Alliance Membé€yuestionnaire
The purpose of this section is to provide contgormation 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

e Tel:
e Fax:
e  Email:

Technical contact

« Name and Title

e Tel:
e Fax:
e Email:

Product Information

Product Name and version

AR System version supported

Hardware requirements for integration

Operating system requirements for
integration

Description of product
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Appendix B - Integration Tips

The following tips are designed to assist you sueing your iNote conforms to the standard required
by the validation tests. We suggest that youréNsias clean, complete, and concise as possible fo
your potential customers. Therefore we encourame tp consider the following tips, where
appropriate, in your iNote.

General

< Ensure the iNote lists all the steps necessargry out the integration.

« Don't assume that the user will know all of thepste

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

< Ensure that the system requirements list ALL hardveand software requirements.

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

» Verify that any additional documentation that iferenced is also complete.

< If the integration involves sending or receivindajahis needs to be explained in the iNote.

e The iNote needs to explain the methods used tgrate the products. (E.g. API, DDE,
Command Line Integration)

» If the integration uses existing AR System objetttsse must be specified in the iNote.
Don’t assume that all environments will contain siaene AR System objects.

< If the integration uses other objects present im&ty applications, these applications must
be specified in the System Requirements sectignA&kS Help Desk

*  Where active links or filters are used, the intéigraneeds to describe the firing conditions
and actions.

« Where active links or filters are used, the iNoadeds to include the specific syntax and
screen shots. For example, distinguish betweeannaHRocess action and a Set Fields action
of $SPROCESSS$.

The following sections include tips for specificthmeds of integration.

Application Programming Interface Integration

» If the application and the AR System can residénandifferent machines, the iNote needs
to explain the method used to communicate betwsetano machines.

Command Line Interface Integration/Run Process

« If the syntax for starting the user tool is notdiaoded into the application, this should be
explained in the iNote.

 The Command Line Interface syntax for the User tea@ds to be modifiable to allow for the
AR System installation being contained in non-dkfdectories.

Copyright© Intertek Testing Services NA, Inc. 2¢ 3/24/2009
Intertek-RemedyValidationGuide324R.doc Re 8B



< If the AR System objects are not provided for gtarthe Technology Alliance member’s
application from within the AR System, ensure tllhbf the syntax necessary to the
integration is provided in the iNote.

» Ensure the integration explains whether the WindomdNIX user tools are supported.

Dynamic Data Exchange (DDE)/Object Linking and Emtiéing (OLE)

DDE

< |If the DDE commands are not hard-coded into thdi@gjon, ensure that the correct
parameters (Service name, topic name, commandsféramethod, etc.) are provided in the
iNote.

« If the DDE commands are not hard-coded into théiegon, the iNote needs to explain
whether the application is a DDE client, serveboth.

« If the DDE commands are not hard-coded into thdiegjon, the iNote needs to include
code samples. (These can go into an appendiryfahe long.)

OLE

< If the OLE methods are not hard-coded into theiapfdn, the methods and objects need to
be included in the iNote.

» If the application exposes objects and methodsatetvailable to the AR System, these
must also be documented in the iNote.

SQL Integration/ODBC

* The application should not directly write to the Aistem database, as this could result in
data corruption.

< If in the integration it is necessary for the ARsE&m to read or write to another database,
this must be clearly documented.

< If the application uses ODBC to communicate with &R System, the configuration of the
drivers must be clearly documented.

< If the application could write to the AR Systemalzse, the iNote must recommend that the
user not write directly to the AR System database.

» If the application uses ODBC, the iNote needs faar whether the native database drivers
or the AR System drivers are used.

E-Mail Integration

< If the integration communicates with the AR Systdéenemail submission or notification,
ensure that the process is fully explained.

Other

< If the integration communicates using files createdead by the AR System (reports,
importing, etc.), ensure that the process for gumifing the information is fully documented.

Network & Systems Management

< If the application allows the user to submit ticklom the management console, ensure the
process for mapping fields between the two apptinatis documented in full.
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< If the application controls or monitors the AR Syt ensure the configuration process is
fully documented.
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Appendix C — Intertek Targeted Test Services foe heveloper Community

Why the service was developed and the benefits:

Intertek’s experience with compliance programsteen constant since 1995. To date Intertek
has designed, customized, administered and masntadme g party compliance programs than
any other test company. In doing so we have glosatched the evolution of these programs.
We now understand the industry challenges withrélesase of most products. It's amazing but
true, 90% of first time compliance program submitti&il the test criteria. And even more
amazing, all tests to be executed are availabieetaleveloper and completely detailed (no
subjective tests). Furthermore, Intertek provigésp ten failure list for all our programs to help
developers steer clear of typical problems enceadtduring certification testing. The time for
finding high severity problems in a proddStNOT during certification testing. Why does this
happen? We suspect it's a variety of reasonfetelopers don’t have the time or resources to
perform all the testing that is needed, 2. Withtdahnology ever changing, those testing the
product aren’t as familiar with the platform asytlweuld be if they had training and/or worked
with multiple similar technologies, 3. Many orgaatibns don’t pay as close attention to
boundary and error handling testing, which is gsdrtant as functional testing, 4. Many
organizations don't pay close attention to pro¢essking across builds, i.e. something that
passed a test yesterday may not today if the case thanged, etc.

To solve this challenge, Intertek has designedrtrget Test Service for developers. This
allows the developer to utilize Intertek’s servioeearly testing, to uncover those problems that
may fail submission prior to formal submission loé application. This service is a quick
turnaround test and can be utilized multiple tinesstequested, throughout the development
process. This service helps to ensure successgdiinst time submissions. Our pricing model
for this service is extremely cost effective. Altlgh the service is now in progress, more details
about this service will be available on Intertelk/sb site atvww.gpga.conin the coming

weeks.

For more information or to schedule your product fa a Target Test, contact us at (925)
485.5620.

Copyright© Intertek Testing Services NA, Inc. 3z 3/24/2009
Intertek-RemedyValidationGuide324R.doc Re 8B



Appendix D — Contact Information

To submit software and iNotes, plus any relatecud@mtation, 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 siteatww.qpga.com

For further details about the BMC Software MarketZd’rogram or the Action Request System,
please contact BMC Software at:

BMC Software, Inc.

1030 West Maude Avenue

Sunnyvale, CA 94085-2810

Phone: 408-571-7000

Fax: 408-571-7001

E-mail: TechAlliances@Remedy.com
Web:www.bmc.com follow the Partners link
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