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The Evolution and Strategic Importance of BMC Remedy ITSM

In the complex landscape of enterprise IT infrastructure, the BMC Remedy IT Service Management (ITSM) suite
has long stood as a foundational pillar for organizations seeking to align their technology services with rigorous
business objectives. Originally developed by Remedy Corporation and later acquired by BMC Software, this
platform has evolved from a simple help-desk application into a sophisticated, ITIL-alighed ecosystem capable of
managing the entire service lifecycle. The importance of understanding BMC Remedy goes beyond mere ticket
management; it involves mastering the Action Request (AR) System engine, the intricacies of Smart Reporting,
and the robust integration capabilities provided by modern REST APIs.

As digital transformation accelerates, the distinction between a standard help desk and a comprehensive ITSM
platform becomes critical. BMC Remedy provides the structural framework necessary for Incident Management,
Problem Management, Change Management, and Asset Management. This guide serves as an in-depth
technical analysis of these components, offering a roadmap for administrators and architects to optimize their
service delivery models.

The Architectural Backbone: BMC Remedy AR System

At the heart of every BMC Remedy installation lies the Action Request (AR) System. This is a professional
development environment that allows for the creation of complex, data-driven applications without the need for
extensive traditional coding. The AR System operates on a multi-tier architecture, typically comprising the Client
Tier, the Middle Tier, the Server Tier, and the Data Tier.

The Server Tier (AR System Server)

The AR System Server is the primary engine that processes all requests. It manages the business logic via Filters
, Active Links, and Escalations. Filters execute on the server side to enforce data integrity and business rules,
while Escalations handle time-based events, such as Service Level Agreement (SLA) natifications. The server
interacts directly with the database (the Data Tier), translating high-level requests into optimized SQL queries.

The Middle Tier

The Middle Tier acts as the bridge between the end-user's browser and the AR System Server. It utilizes a web
server (such as Apache Tomcat) and the BMC Remedy Mid Tier application to render the forms and execute the
workflow. This tier is responsible for managing user sessions, caching definitions to improve performance, and
handling HTTP/HTTPScommunication. For high-availability environments, the Middle Tier is often load-balanced to
ensure continuous uptime.

Data Tier and Database Support

BMC Remedy supports enterprise-grade databases including Microsoft SQL Server and Oracle Database. The
Data Tier stores the structural definitions of forms, the workflow rules, and the actual transactional data. A critical
aspect of administration is database tuning, as the performance of the AR System is directly proportional to the



efficiency of the underlying SQL engine.
Core Components of the ITSM Suite

The BMC Remedy ITSM suite is modular, allowing organizations to deploy specific functionalities as needed. The
most common modules include:

¢ Incident Management: Focused on restoring service to users as quickly as possible.

* Problem Management: Aimed at identifying the root cause of recurring incidents to prevent future occurrences.

e Change Management: Ensuring that standardized methods and procedures are used for efficient and prompt
handling of all changes.

« Knowledge Management: A framework for creating, sharing, and managing organizational knowledge, often
utilizing the KCS (Knowledge-Centered Service) methodology.

¢ Asset Management: Tracking the lifecycle of IT assets, from procurement to disposal.

Detailed Workflow: Incident Management Lifecycle

The Incident Management module follows a strict procedural path to ensure accountability and speed. When an
incident is logged—whether via the Service Desk, a self-service portal, or automated monitoring—it undergoes the
following stages:

1. Identification and Logging: Capturing the user's details, the nature of the issue, and the affected service.

2. Categorization and Prioritization: Assigning a category (e.g., Hardware, Software, Network) and a priority
based on Impact and Urgency.

3. Initial Diagnosis: The first-line support attempts to resolve the issue using existing Knowledge Base articles.

4. Escalation: If unresolved, the ticket is moved to second or third-level support (Functional Escalation) or to
management (Hierarchical Escalation).

5. Resolution and Closure: Once the service is restored, the user provides confirmation, and the incident is
formally closed.

Advanced Reporting and Analytics: BMC Remedy Smart Reporting

One of the most significant upgrades in recent versions (specifically from version 9.0 onwards) is the introduction of
Smart Reporting. Built on the Yellowfin platform, Smart Reporting provides a drag-and-drop interface for creating
complex reports and dashboards without requiring deep SQL knowledge.

Creating KPI Reports

Key Performance Indicators (KPIs) are vital for measuring the health of IT services. In Smart Reporting,
administrators can create Calculated Fields to determine metrics such as Mean Time to Repair (MTTR) or First
Call Resolution (FCR) rate. The process involves:

Selecting the appropriate View (e.g., Incident Management View).

e Dragging fields into the report builder (e.g., Status, Submit Date, Resolution Time).
Applying filters to isolate specific timeframes or departments.

 Visualizing the data using charts, such as heat maps or trend lines.

Technical Comparison: BMC Remedy vs. ServiceNow

Organizations often weigh BMC Remedy against its primary competitor, ServiceNow. The following table provides a
technical comparison based on several key metrics.



Feature

Deployment Model

Core Engine

Customization

Reporting

API Support

ITIL Compliance

BMC Remedy (Helix ITSM)

On-Premise, SaaS, or Hybrid

AR System (Action Request System)

Extremely high (via Developer Studio)

Smart Reporting (Yellowfin-based)

REST API, SOAP, Java API

Native alignment across all modules

ServiceNow

Primarily SaaS (Cloud-native)

Proprietary Glide Framework

High (via JavaScript/Script Includes)

Performance Analytics (Native)

REST API, SOAP, JSONv2

Native alignment across all modules

Integration Mechanics: Leveraging the REST API

Modern ITSM requires seamless integration with other tools, such as Jira for development, Salesforce for CRM, or
Ivanti for endpoint management. The BMC Remedy REST API is the preferred method for these integrations. It
uses JSON as the data interchange format and supports standard HTTP methods (GET, POST, PUT, DELETE).

Authentication Workflow

To interact with the REST API, a client must first obtain an authentication token. This is achieved by sending a
POST request to the /jwt/login endpoint with valid AR System credentials. The server responds with a JISON Web
Token (JWT), which must be included in the header of all subsequent API calls.

Example API Call: Creating an Incident

A typical POST request to create an incident would target the /entry/HPD:Incidentinterface_Create form. The
payload would include essential fields such as Description, Urgency, Impact, and Status. Utilizing the REST API
allows for the automation of ticket creation from external monitoring systems like Nagios or Zabbix, significantly
reducing manual overhead.

Technical Administration: Migrator and Security

Maintaining a BMC Remedy environment involves rigorous change control between Development, QA, and
Production environments. The BMC Remedy Migratortool is essential for this purpose. It allows administrators to
compare objects (forms, fields, workflow) across different servers and migrate changes without manual
reconfiguration.

Encryption and Security

Data security is paramount, especially when handling sensitive corporate information. BMC Remedy provides
Encryption Security suites (Standard and Premium) that encrypt data in transit between the client/middle tier and
the AR System Server. This utilizes AES (Advanced Encryption Standard)algorithms to ensure that packet-
sniffing attacks cannot intercept user credentials or ticket data.

A Technical Distinction: BMC vs. BMC

It is important for technical professionals to distinguish between the various meanings of "BMC" in a technical
context. While this guide focuses on the ITSM software, the term is also used in hardware as a Baseboard



Management Controller (BMC)—a specialized processor that monitors the physical state of a computer or server.
Furthermore, in business strategy, BMC refers to the Business Model Canvas. In the context of enterprise IT,
always clarify that you are discussing the Service Management Suite to avoid architectural confusion.

Operational Challenges and Troubleshooting

Even the most robust BMC Remedy environment can encounter performance bottlenecks. Common issues include:

e Long-running SQL queries: Often caused by missing indexes on custom fields in the database tier.

« Middle Tier Caching Issues: Users may see old form versions if the Mid Tier cache is not flushed or
synchronized correctly.

 Filter Deadlocks: Occur when multiple server-side workflows attempt to update the same record
simultaneously.

Solution Strategy: The Log Analyzer

Administrators should utilize the BMC AR System Log Analyzerto parse server logs (SQL, Filter, and API logs).
By identifying the specific workflow element that takes the most time to execute, admins can pinpoint inefficiencies,
such as redundant lookups or poorly optimized escalation schedules.

Optimizing Service Management for the Future

As organizations move toward AlOps (Artificial Intelligence for IT Operations), the BMC Remedy suite is adapting
by integrating machine learning capabilities. Features like Auto-Categorization and Proactive Service Resolution
are becoming standard, allowing the system to predict potential outages before they occur and suggest resolutions
based on historical data patterns.

Implementing BMC Remedy is not merely a technical deployment; it is a commitment to a structured service

culture. By leveraging the AR System engine, mastering Smart Reporting, and ensuring robust REST API
connectivity, enterprises can build a resilient IT service backbone that supports growth and innovation. The key to
success lies in continuous optimization—tuning the database, refining the workflow, and ensuring that the
Knowledge Base remains a living, breathing asset for the organization.

The convergence of ITIL best practices with high-performance software architecture makes BMC Remedy a
formidable tool in the arsenal of any IT leader. Whether managing a global service desk or a localized IT
department, the depth and flexibility of the Remedy platform provide the necessary tools to meet the ever-evolving
demands of the modern digital enterprise.
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