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NpeoucnoBue

dTa KHUra npefHasHadyeHa an4a ncrnosib3doBaHusa OTRS-agMuHucTpaTopamn. OH Takxe
MOC/TY>XUT XOPOLUMM CrpaBOYHUKOM A1 HoBUYKOB OTRS.

The following chapters describe the installation, configuration, and administration of the
OTRS software. The first third of the text describes key functionality of the software, while
the remainder serves as a reference to the full set of configurable parameters.

This book continues to be a work in progress, given a moving target on new releases. We
need your feedback in order to make this a high quality reference document: one that is
usable, accurate, and complete. Please write to us if you find content missing in this book,
if things are not explained sufficiently, or even if you see spelling mistakes, grammatical
errors, or typos. Any kind of feedback is highly appreciated and should be made via our
bug tracking system on http://bugs.otrs.org. Thanks in advance for your contributions!

Xi
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naBa 1. BBeaoeHue

1. Cuctembl ObpaboTkm 3aaBokK - Oc-
HOBbI

This chapter offers a brief introduction to trouble ticket systems, along with an explanation
of the core concept of a trouble ticket. A quick example illustrates the advantages of using
such a system.

1.1. YTOo TaKkoe cucrteMa odopadboTku 3a9BOK M
3a4eM OHa HY)XHa?

Cnepyowmnm npumep nokasbiBaeT, 4To cobon aBnaeT cuctema o6paboTkm 3a9BOK U Kak
MO>XHO CO3KOHOMWUTb MHOIO BPpeMEHWN N AeHer, UCnosb3ysa nogobHylo cnctemy B CBOEW
KOMMNaHuu.

Let's imagine that Max is a manufacturer of video recorders. Max receives many messages
from customers needing help with the devices. Some days, he is unable to respond
promptly or even acknowledge the messages. Some customers get impatient and write
a second message with the same question. All messages containing support requests
are stored in a single inbox folder. The requests are not sorted, and Max responds to the
messages using a regular email program.

Since Max cannot reply fast enough to all the messages, he is assisted by the developers
Joe and John in this. Joe and John use the same mail system, accessing the same
inbox. They don't realize that Max often gets two identical requests from one frustrated
customer. Sometimes they both end up responding separately to the same request, with
the customer receiving two different answers. Furthermore, Max is unaware of the details
of their responses. He is also unaware of the details of the customer problems and their
resolutions, such as which problems occur with high frequency, or how much time and
money he has to spend on customer support.

At a meeting, a colleague tells Max about trouble ticket systems and how they can solve
Max's problems with customer support. After looking for information on the Internet,
Max decides to install OTRS on a computer that is accessible from the web by both his
customers and his employees. Now, the customer requests are no longer sent to Max's
private inbox but to the mail account that is used for OTRS. The ticket system is connected
to this mailbox and saves all requests in its database. For every new request, the system
automatically generates an answer and sends it to the customer so that the customer
knows that his request has arrived and will be answered soon. OTRS generates an explicit
reference, the ticket number, for every single request. Customers are now happy because
their requests are acknowledged and it is not necessary to send a second message with
the same question. Max, John, and Joe can now log into OTRS with a simple web browser
and answer the requests. Since the system locks a ticket that is answered, no message
is edited twice.

DaBanTte npencTtaBUM 4YTO I-H [pMLLKO genaeT 3anpoc B KOMNaHuMio Makcuma n ero co-
obueHne obpabaTbiBaeTcsa cucteMmon OTRS. AnekcaHap oaeT KpaTKUA OTBET Ha ero Bo-
npoc. Ho y r-Ha MpuLKO eCcTb A0MNOJIHUTESIbHbIA BOMNPOC U Ha CeAyoWnn eHb OH OTBe-
YyaeT Ha nNnucbMo AnekcaHapa. lNMockonbky y AnekcaHgpa v CBOUX fen XxBaTaeT, Ha NMUCh-
MO r-Ha lpuwko oTBevyaeT MakcuM. CnocobHocTb OTRS XpaHUTb UCTOPUIO MO3BOJISET
MakcuMy MpoCcMOTPETh BCIO LIEMNOYKY NEPENUCKM NO 3TOMY 3anpocy U HanucaTb bonee
noapobHbIN 0TBET r-Hy puwko. MN-H FpuLLIKO, B CBOK oYepenb, Aa)Ke He AoraibliBaeTcs,
4YTO B npouecc obuieHns Bbinn BoBeYeHbl ABa Pa3HbiX YeN0BeKa, OH J0BOJIEH COBETaMMU




OTRS

Real Services

OTHOCUTENbLHO peLleHns cBoen Npobaemsbl, KOTopble NPULLAN B NocaegHeemM coobLeHnn
oT Makcuma.

Of course, this is only a short preview of the possibilities and features of trouble ticket
systems. But if your company has to attend to a high volume of customer requests
through emails and phone calls, and if different service representatives need to respond
at different times, a ticket system can be of great assistance. It can help streamline work
flow processes, add efficiencies, and improve your overall productivity. A ticket system
helps you to flexibly structure your Support or Help Desk environment. Communications
between customers and service staff become more transparent. The net result is an
increase in service effectiveness. And no doubt, satisfied customers will translate into
better financial results for your company.

1.2. YTO TaKoe 3aaBKa?

3asiBKa 04eHb MoX0)Xa Ha MeAULIMHCKY0 KapTo4YKy naumeHTa 60onbHULbLI. MeanunHckas
KapTo4yka CO3[0aeTcs, Korga nauneHT noceutaeT 601bHNLY BNepBble, BCE Ba)KHbIE€ AaH-
Hble 0 NaLNEeHTe, TaKne Kak: NNYHbIE faHHble, MH(POPMALINA O COCTOSHUN ero 310POBbS,
MeOVLUWHCKOM OCMOTpPE 3anuCbIBAOTCA B MEAULIMHCKYO KapTouyKy. C Ka)XAblM HOBbIM
BU3MTOM MNauuneHTa B 6ONbHULY, KaXKablA U3 slevallnx Bpavyen gobaBnseT B MeOuLMH-
CKYI0 KapTO4YKy MH(OPMALIMIO O COCTOSHMW NaLMeHTa, UCTopun BONe3HU U, UCMNOoJb3ye-
Mble 151 lIe4eHWs JIEKAPCTBEHHbIE NpenapaThl. Takum obpa3om gpyrue nedvallime Bpayu
N Me[CcecTpbl MOTYT BUOETh, MOAPOOHYI0 KApTUHY COCTOSIHUA NauneHTa. Korga nauneHT
BbI3[OPOBE U BbINNCANCSA U3 6OSIbHULIbI, MEAVLMHCKAA KapTo4YKa 3aKpbIBAaeTCA U BCS
MHMOPMaLIMS NepenaeTca B apxmB.

Trouble ticket systems such as OTRS handle trouble tickets like normal email. The
messages are saved in the system. When a customer sends a request, a new ticket is
generated by the system which is comparable to a new medical report being created.
The response to this new ticket is comparable to a doctor's entry in the medical report.
A ticket is closed if an answer is sent back to the customer, or if the ticket is separately
closed by the system. If a customer responds again on an already closed ticket, the
ticket is reopened with the new information added. Every ticket is stored and archived
with complete information. Since tickets are handled like normal emails, attachments and
contextual annotations will also be stored with each email. In addition, information on
relevant dates, employees involved, working time needed for ticket resolution, etc. are
also saved. At any later stage, tickets can be sorted, and it is possible to search through
and analyze all information using different filtering mechanisms.

2. OTRS Help Desk

This chapter describes the features of OTRS Help Desk (OTRS). You will find information
about the hardware and software requirements for OTRS. Additionally, in this chapter you
will learn how to get commercial support for OTRS, should you require it, and how to contact
the community.

2.1. OcHOBBI

OTRS Help Desk (OTRS) is a web application that is installed on a web server and can be
used with a web browser.

OTRS is separated into several components. The basic component is the OTRS framework
which contains all central functions for the application and the ticket system. Through
the web interface of the OTRS framework, it is possible to install additional applications
such as ITSM modules, integrations with Network Monitoring solutions, a knowledge base
(FAQ), et cetera.




OTRS

Real Services

2.2. 0cob0eHHOCTU U PYHKLMOHANIbHbIE BO3-
MO>XHOCTHM

OTRS obnapnaeT wWnpoknm Habopom yHKLMIA. B cnepytoliemM cnucke npueoantcs ob63op
PYHKLMOHAIbHbIX BO3MOXXHOCTEN OCHOBHOIO KoOMMNoHeHTa - OTRS-penmBopKa.

Oco6eHHOCTU U (pyHKLMOHaNbHbIEe BO3MOXXHOCTU OTRS
* Beb-uHTtepdeic:

¢ Easy and initial handling with any modern web browser, even with mobile phones or
other mobile computers.

* CywecTByeT BO3MOXXHOCTb aiIMUHUCTPUPOBAHNS CUCTEMbI Yepes Beb-nHTepdeiic.

¢ CyllecTBYyeT BCTPOEHHbIN BED-nHTepdenc ansg 06paboTkm KNMEHTCKMX 3aNpoCoB CO-
TpYyAHWKaMu/areHTamm CUCTEMbI.

¢ A web interface for customers is available to write new tickets, check the state and
answer existing tickets and search through their own tickets.

e B Beb-MHTepderce npeaycMoTpeHa NoAAEP)KKA Pa3/INYHbIX LLIAaBNOHOB (TEM); TakXKe
CYLLLECTBYET BO3MOXXHOCTb MHTErpaLum cBonx coO6CTBEHHbIX LWabnoHOB.

* Moopep>xKa MHOIMX S3bIKOB.
e HacTpauBaemsble WwabnoHbl BbiBoAa (DTL).

e Bxoasiwme vn BbixoasiLime coobuieHns 3J'IJ'IeKTpOHHOVI MO4YTbl MOT'YT Ccoaep>XaTb MHO-
ro4yncineHHble BJ1I0OXKEHNA.

* [104TOBLIN MHTEPGENC:
e Moogep)xka MNOYTOBbLIX BNOXXeHUn (moaaepxka MIME).

¢ Automatic conversion of HTML into plain text messages (increased security for
sensitive content and enables faster searching).

* MMo4ToBbIE COOOLLEHNA MOTYT ObITb OT(PUILTPOBAHBLI HECKOJIBKMMIK cnocobamu: € no-
MOLLbIO cUCTEMHbIX X-OTRS-3arosloBKOB NJIN NUCMOJ1b3YA pPa3/indHbIe NOYTOBbIE SALLU-
KW, Hanpumep A5 Cram-coobLeHnn.

e Noppepxxka PGP, cozgaHmne n nMnopT cobCTBEHHbIX KJlOYEN, NogNMUCKa 1 WnNgpoBa-
HNe NCXOAAWEN NOYTbl, BO3MOXHOCTb MPOCMOTPa NOAMNUCAaHbIX U 3alWnppPoBaHHbIX
coobuieHmnin.

e NoppepxmneaeTca NpocMoTp U wundposaHne S/MIME-coobuieHun, obpaboTka S/
MIME-cepTugukaToB.

¢ ABTOMaTuM4eckne oTBeThbl (aBTOOTBETLI) Ha COOBLLEHNSA KIVMEHTOB, HacTpanBaeMble
ON8 Ka)Xaon o4depegu.

* YBEOMJIEHNS areHTOB MO0 3JIEKTPOHHOW MOYTE 0 HOBbIX, MOC/AeAYLWNX UK pa3bo-
KUPOBaHbIX 3asiBKAX.

¢ Follow-ups by references or In-Reply-To header entries.

e 3asBKMU:
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* YOobHbIM WwabnoH ang npocMoTpa MHGopMauum B odepenun, bernbii 0630p HOBbIX
3a8BOK B o4yepenu.

* 3a8BKN MOryT 6bITb 3a6710KMPOBaHbI.
* Creation of own auto response templates.
* Co3faHune cobCTBEHHbIX aBTOOTBETHMKOB, HAaCTpPanBaeMbIX AJ1 Ka)KA0N o4epeau.

* icTopuna 3aaBKKN, NPOCMOTP BCEX COOLITUIA onpenesieHHON 3asaBKN (M3MeHeHNs Co-
CTOSAHUN 3a51BKWN, OTBETOB, 3aMeTOK U T.4.).

e LLlabnoH "Bepcusa gna nedyatn" s 3asBOK.

* lo6baBneHne cob6CTBEHHbIX (BHYTPEHHUX NN BHELUHMX) MPUMeYaHNin K 3asABKe (Tek-
CTa 1 BJIOXKEHUN).

* MpocmoTp noapobHoM NMHpopMaL MM O 3asBKe.

e [1nAa 3a9BOK MOXKHO onpeaensaTb CNNCKN KOHTpoJsa goctyna (ACL-Access Control List).
* MNepecbinka 3as8BOK Ha Apyruve No4YTOBbIE aapeca.

» Transferring tickets between queues.

» Setting or changing the priority of a ticket.

* MoacyeT paboyero BpeMeHn, Heobxoammoro ansa paboThl C KaXK40W 3aBKONA.

* 1n5 3asiBKN MOXKHO ONpefennTb NpeacTosiine 3agadm.

e OHO U TO Xe OeNCTBNEe MOXXHO CoBeplLlaTb 04HOBPEMEHHO Ha HECKOIbKUMM 3asB-
KaMu.

* "GenericAgent" no3BosifeT coBepllaTb aBTOMaTU4YeCKNE N CUHXPOHHbIE OENCTBUSA
Hapg 3asaBKaMu.

* [10SIHOTEKCTOBbIV MOUCK MO BCEM 3a8BKaM N 3KCNOPT pe3yJsbTaToB B PDF.
Cncrema:

¢ OTRS paboTaeT BO MHOIMMx onepaunoHHbIX cuctemax (Linux, Solaris, AlX, FreeBSD,
OpenBSD, Mac OS 10.x, Microsoft Windows).

* Moaonep>xka ASP (nopgaep>XKa aKTUBHbIX C/y>X0).

* [peoycMoTpeHa BO3MOXHOCTb CBSA3blBaHUA HECKOJIbKNX 0OBEKTOB, Hanpumep 3a-
ABOK U 3anucen B FAQ-cuctewme.

e Ina XpaHeHWsA AaHHbIX O KJIMEeHTax rnpefycMoTpeHa BO3MOXHOCTb MHTerpauunu
BHELWHWX NCTOYHUKOB AaHHbIX, ncnosb3dysa AD, eDirectory nnn OpenLDAP.

* YcTaHOBKa COBCTBEHHbIX NOEHTU(PNKATOPOB 3adaBKN, Hanpumep 3BOHOKNe, 3aaBkaNe
unm 3anpocNe.

® |/|HTeI'paLI,I/IFI CBOero cobCTBEHHOro cHeT4YMKa 3asBOK.

* Support of several database systems for the central OTRS back-end, e.g. MySQL,
PostgreSQL, Oracle, MSSQL).

e ®pelrMBOPK [/ CO3aHNSA CTaTUCTUKIY
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* NMonHasa nogaep>xka utf-8 (Ha ypoBHe BCEN CUCTEMBI).

¢ AyTeHTUnKauns nosib3oBaTtesienn (areHToB U KJIMEHTOB) MOXET ObITb peasin3oBaHa
Cc noMmoLlbto 6a3bl gaHHbIX, LDAP, HTTP Auth wan Radius.

e Support of user accounts, user groups, and roles.

* MNopaepr)xKa pas3NyHbIX YPOBHEN AOCTYMNa K OTAEJ/IbHbIM KOMMOHEHTaM CUCTEMbI N
oyepenam.

* HTerpaumsa ctaHOapTHbIX TEKCTOB OTBETa.
* [lopoep>xka noa-ovyepenen.

e 1Nns Ka>kgomn o4vyepean MO>XXHO onpenenTb cobCcTBEHHbIE ¢pasbl NPUBETCTBMA U NOA-
nmcu.

* YBeJoOMNIeHNSa aAMUHUCTPATOPOB Mo 3J'IeKTpOHHOI7I rno4yre.

* MonyyeHne nHpopmaunm o6 06HOBAEHUSAX NO INEKTPOHHOW NoYTe uam Yyepes Beb-
MHTepgenc.

e DCKaNnaumsa 3asBOK.
e NMopaep)xKa pa3/INYHbIX YaCOBbIX MOSACOB.

* MpocTas MHTerpaumnsa cobCTBeHHbIX AOMOJIHEHNA U NPUNOXKEHUA C noMoLblo OTRS
API.

* [lpocToe co3naHme cobCTBEHHbIX MOJIb30BaTENbLCKNX UHTEPMENCOoB, Kak 3TO Hanpu-
Mep AenaeTcsa B rpamyeckon okoHHoM c-Me X11 (X-Window) onepauuoHHON cucTe-
Mbl UNIX, koHCONU 1 T.M.

2.2.1. New features of OTRS 3.2

2.2.1.1. More customer focused

* The new "Customer Information Center" provides a great dashboard-like view on a
customer (company). You can see

* Escalated, reminder, new, and open tickets of the customer company.

e Customer users (contacts) belonging to this customer company, with their individual
ticket count and shortcuts for creating new tickets for them.

* An overall ticket status view of the customer company.

* New "switch to customer"” feature makes it possible for an agent with the required
permissions to look into the customers's panel with their rights.

2.2.1.2. More customizable
2.2.1.2.1. YnpaBneHue lNMpoueccamm

* The new process management makes it possible to represent processes within OTRS.
2.2.1.2.2. Customer Interface Improvements

* The customer web interface now fully supports AJAX and ACLs.

* It now requires JavaScript and is not compatible with Internet Explorer 6 or earlier
versions.
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In the Customer Interface, you can now set the default ticket type for new tickets.
Additionally, you can now also hide the ticket type and use a default value for all tickets
created via the customer interface.

2.2.1.2.3. Agent Interface Improvements

Agents can now search for tickets based on escalation time.
New option to show DynamicFields by default in ticket search.

Screen usage optimizations in the ticket screens to avoid scrolling in popup windows.
For each ticket screen, the size of the richtext editor can now be configured separately.

It is now possible to move tickets to another queue from within the TicketAction dialogs
(TicketNote, TicketClose etc.) after activating a configuration option. This is turned off
by default.

Ticket search will now directly jump to the ticket zoom screen if only one ticket is found.

New ability to hide the Article Type from TicketActionCommon-based screens which can
be helpful to fit more data in the browser window.

There is a new out-of-office dashboard widget that lists all currently unavailable agent
colleagues.

New CKEditor 4 makes working with rich text content (such as HTML emails) easier and
more stable.

2.2.1.2.4. Administration improvements

Event Based notifications can now be sent out only for specific Article Sender Types.

The Statistics engine in OTRS now understands 'Weeks' in addition to days, months and
years. This grants the ability to, for instance, create a report for tickets 'created last
week', or generate a report that shows tickets created per queue per week.

It is possible to place customized DTL (template) files in Custom/Kernel/OQutput/HTML,
so that they override the system's default DTL files just as how this already works for
Perl files.

In AdminSMIME it is now possible to display human readable certificate contents.

SysConfig now supports config setting types Date and DateTime.

2.2.1.3. Better scalability
2.2.1.3.1. Ticket Archiving Improved

When tickets are archived, the information which agent read the ticket and articles can
be removed, as well as the ticket subscriptions of agents. This is active by default and
helps reduce the amount of data in the database on large systems with many tickets
and agents.

There is also a new script to remove this data from existing archived tickets.

Archived tickets are now always shown as 'read' by the agent.

2.2.1.3.2. Performance Improvements

Session management is up to 10 times faster, especially with many active users.

It is now possible to limit the number of concurrent agents and/or users to avoid server
capacity overload.
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Significant reduction in the number of executed database statements in ticket
overviews and ticket masks in agent and customer frontend.

* This will reduce the load on database servers, especially on large systems. In some
cases OTRS will become visibly more responsive (if the system was slowed down by
the DB load or latency).

Improved performance of LDAP user synchronization.

Improved cache performance with many cache files.

2.2.1.4. More Interoperable

2.2.1.4.1. FAQ Connector for the Genericlnterface

It is now possible to access the data of the FAQ module (OTRS knowledge database)
via web service (Genericlnterface). This can be useful to embed FAQ articles on your
company website, for example.

2.2.2. HoBble Bo3Mo)xHoctu OTRS 3.1
2.2.2.1. GENERIC INTERFACE - A Web Service Framework

Gl rmbkuin hpenmBopk, KOTOPbIA No3eonseT Beb-cepsmncam OTRS B3aMmMoaencTBoBaTh
C MPUSIOXKEHNAMN CTOPOHHMX NMPON3BOAUNTENEN.

OTRS moxeT paboTaTb Kak NOCTaBLWMUK (CEpBEP, KOTOPbLIM MOJy4aeT 3anpochkl OT yaa-
JIEHHOW CTOPOHbI) UK XKe KaK KJMEHT (0TnpaBaAaTb 3anpochl).

MpocTbl NOAKYEHUS K Beb-cepBMcCaM MOryT 6biTb CO34aHbl MyTeM KOHMUIypaLum
Generic Interface, He Tpebys AONONHNTENBLHONO NPOrPaMMUPOBAHUS.

CnoXkHble cueHapun MOryT 6biTb peann3oBaHbl NyTEM NOAKOYEHUA MOMb30BaTE b-
Ckux pacwmpeHuin OTRS, koTopkle f06aBNAOT perl-koa Ha pasINYHbIX aPXUTEKTYPHbIX
YPOBHSX.

Connectors expose parts of OTRS to Generic Interface web services.For example, a
ticket connector exposes the ticket create/update function, so that they can be used in
a web service regardless which network transport is used.

A scheduler daemon process supports asynchronous event handling. This is useful to
asynchronously start web service requests from OTRS to another system, after the
agent''s request has been answered (e.g. when a ticket has been created). Otherwise,
it might block the response, resulting in increased response times for the agent.

With the Generic Interface, new web services can be configured easily by using existing
OTRS modules, without additional code. They can be combined to create a new web
service. When configuring a new web service connection, the administrator has to add:

HoBbilh Beb-cepBuc B GUl agMunHUCTpaTopa
OcHoBHbIe MeTa-AaHHble (TpaHcnopTHble (SOAP), URL u T.4.) 1

CyuwecTBylowme onepaumm (HacTb KOHHEKTOpPA) 1 3a4aTb A9 KaXK40M onepaunn npa-
BWJ1a, KaK OOJIKHbI ObITb COMOCTaBAEHbI AaHHbIE (BXOAAWME N UCXOLALLLME)

OTnag4uk Generic Interface nomoxxeT OTRS-agMMHUCTPATOPY NPOBEPUTL Kak NoCTyna-
10T 3anpockl U Kak oHW obpabaTbiBalOTCA B paMKax pa3/inybiX CJI0EB.

2.2.2.1.1. Current Features

CeTeBble TpaHCMOpPTHbIe NpoTokosbl: SOAP/HTTP. Nogaep>xka npotokosioB REST and
JSON 6ygneTt npobaBneHa B byayuiem, B 3aBUCMMOCTM OT CrpocCa notpebutenen.
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* HacTpanBaemoe otobpakeHne gaHHbix B GUI ana npeobpasosaHusa key/value-3Have-
HUA BXOOALLNX N NCXOAALLUNX OAaHHbIX.

* Mpachnyecknin oTNagyunK ans NPOBEPKM KOHMUIrypaumm 1N NoToka MHHOPMaLIUK OT Ha-
CTPOEeHbIX Be6-cepBMNCOB.

* Ticket-koHHeKTOp No3BosgeT ncnosiboBatb OTRS gna o6paboTkm 3a9BOK Kak Beb-cep-
BUC.

2.2.2.1.2. Future Features
» [lononHUTesNbHbIEe CeTeBble TPAHCMOPTHbIE NPOTOKONbLI (REST, JSON).
* Gl 3ameHnT iPhoneHandle kak backend ansa MobuAbHbLIX NPUNOXKEHWIA.

» Additional connectors will be added to provide more parts of OTRS for use with web
services (e.g. to allow the creation, update, or deletion of agents, users, services or Cls).

2.2.2.2. DYNAMIC FIELDS

OnHamnyeckme nonsa (DynamicFields) 3ameHsloT cywecTtBylowme nonsa FreeText u
FreeTime ¢ AMHaAMNYECKON CTPYKTYpPOW 01 3as8BOK M cTaTel. OHU Tak>Xe MO3BOSI0T
co3faBaTb MNoJsib3oBaTeNbCckue gopmbl B OTRS.

* HeorpaHn4yeHHOe KOMMYECTBO MOJIEW MOXHO HACTPOUTb C MOMOLLbD COBCTBEHHOrO
rpadmMyecKoro rnosb3oBaTesIbCKOro MHTepdenca agMUHNCTPUNPOBAHNS.

* Monga MOTYyT MMETb pPa3j/inyHbl€ TUMbl, KOTOPbIE MOTYT ObiTb UCMNOJIb30BaHblI KakK A4
3asBOK Tak 1 An4 ctaTten. Mo YMOJTHaHNIO OOCTYIMHbI:

¢ Text
e Multiline text
¢ Checkbox

* Dropdown

Multi-select
* Date
e laTa v BpemMs

* HoBble Monb30BaTENbCKUE TUMbI NOJ1EeN (HanpuMep BbiNagatoLwmnii CMMCOK, KOTOPbIN Mo-
JlydaeT AaHHble N3 BHELWHEero UCTo4HnKa) moryT 6biTb gobasneHbl ¢ HebobLWIMMK yCK-

nnamMmmn, NOCKOJIbKY noasd co3aaroTcd no MmoaysbHOMY npmnHUmMNy.

» A future scenario is, that DynamicFields can be used for objects other than tickets orin
custom modules. For example, a custom module adding objects to handle "orders" in
OTRS could use the DynamicFields to attach properties/data to these orders.

* CkpunT 06HOBNEHMs 6a3bl faHHbIX NPeBpaTUT Nons FreeText n cBsi3aHHbIE C HUMU Ha-
CTPONKMN B HOBYIO CTPYKTYpY.

2.2.2.3. TICKET MANAGEMENT IMPROVEMENTS
2.2.2.3.1. Ticket creation improved

* Korga co3paeTcs HOBasi 3asBKa Ha OCHOBE email nam TeneoHHOro 3BOHKa, MHOXe-
cTBO email-agpecoB MoxeT 6bITb 3agdaHo Kak 'To:', 'CC:' or 'BCC:'.




OTRS

Real Services

2.2.2.3.2. Inbound phone call support

* Tenepb NS co3daHbIX 3asBOK MOryT OblTb 3aperncTpmpoBaHbl BXoaswme TenedoH-
Hble 3BOHKWN ([0 3TOro, MOXHO ObIJI0 pErncTpmMpoBaTh TOJIbKO NCXOAALWMNE 3BOHKW).

2.2.2.3.3. Ticket overview preview improved

* Tenepb B SysConfig MO>XXHO NCKAO4YaTb CTaTbW OTAEJbHbLIX TUMOB (HanpuMp, CTaTby
OT BHYTPEHHUX areHToB), 310 ByneT npefoTBpallaTh X NMOSBAEHNE B peXUMe npen-
BapuUTeNbHOro NpocMoTpa.

* OnpepeneHHbIn TUM cTaTbl MOXeT BbITb HAaCTPOeH TakmM obpas3oM, 4To bygeT oTob-
pakaTb CTaTbW 3TOrO TWMa MNOJIHOCTbLIO, €C/IN UMEKTCS COOTBETCTBYOLLME NMpaBa AN1S
nx npocMoTpa.

2.2.2.3.4. Ticket move improved

* CTpaHuuUa, KoTopasa oTobparkaeTcs Nocsie NepeMeLLEeHNs 3a8BKN Tenepb MOXeT ObITb
HaCTpoeHa MnoJib3oBaTesieM. BapnaHTbl NPOCMOTPA: NPOCMOTP pPaCLUMPEHHON NHAGOP-
Maumnm (LastScreenView) nnm e cnncok 3aaBok (LastScreenOverview).

2.2.2.3.5. Bulk action improved

* With the new bulk action, outbound emails can now be sent from multiple tickets at
the same time. As tickets can have different queues, and these queues each can have
different templates, salutations and signatures, these are not used in the Bulk Action
email.

e [lonosHUTEsIbHblE MACCOBble OENCTBUSA MO3BOJIAIOT HaCTPOUTb TWUMN 3adABKW ON1A OT-
OeJibHbIX 3a4BOK.

2.2.2.3.6. Configurable Reject Sender Email Address

* The feature allows configuring an email address instead of the administrator address to
reject the creation of new tickets by email. This feature can be used in all cases where
customers are not allowed to create new tickets by email.

2.2.2.4. PROCESS AUTOMATION
2.2.2.4.1. Escalation events added

* OTRS will now create events for each of the available escalation types (response,
update and resolution). This allows performing actions (such as notifications) before the
escalation occurs, in the moment it occurs, and in the moment that the escalation ends.

2.2.2.4.2. Notification mechanism improved

* HoBbIln generic-agent-moaynb yBegomnaeHun nossonset OTRS-aaMuHucTpaTopy onpe-
0ennTb cooblieHns, KoTopble ByoyT Noka3aHbl B BE6-nHTepdence areHToB, KOraa OHuK
BONOYT B CUCTEMY.

2.2.2.4.3. Time calculation improved

* All kinds of times will now be calculated by and based on the application server only
solving the issues that were caused by variances between the clock times of application
and data base servers.

2.2.2.4.4. GenericAgent improved
* Tenepb GenericAgent MmoxeTb GUAbLTPOBATL 3aABKN MO BPEMEHUN N3MEHEHUS.

* Kpome Toro, GenericAgent Mo>XeT yCTaHOBUTb OTBETCTBEHHOCTb 3a 3asiBKY AJ1S CXO-
XUX (COOTBETCTBYHOLWLMX) 3a8BOK.
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2.2.2.5. USER INTERFACE, RICH TEXT EDITOR, CHARSET
2.2.2.5.1. User interface performance improved

* Yny4yleHa CKOpPOCTb peHaepuHra n otobpaxkeHusa ctaTten, bonbwoe cnacmnbo Stelios
Gikas <stelios.gikas@noris.net>!

2.2.2.5.2. Rich Text Editor Update
» NobaeneHa noanepxka 0S5
* BJIOK LbITaT MOXHO OCTaBUTb C MOMOLLbIO K/laBULLW BBOAA.

» O6bHoBneH CKEditor 3.4 po CKEditor 3.6, npo yay4LeHns MOXXHO Npo4ecTb nepenasa no
ccoinkeCKEditor 3.5 and CKEditor 3.6.

* YnyyuweHa nogaep>xka bpaysepa IE9.
* [lnanoroebie OKHa N3MEHSAEMOro pasmepa.
2.2.2.5.3. Unicode Support - Non-UTF-8 Internal Encodings Dropped

* UTF-8 Tenepb egnHCTBEHHAA BHYTPEHHAA KOOUPOBKa, paspeweHHaa OTRS.

» Tenepb BCe A3bIKOBLIE (haisibl OTOpMaTUPOBaHbI B Koanposke UTF-8, 4TO 3HaYMTENb-
HO ynpouwaeT nx 06paboTKy 1M fasbHENLLEEe YyCOBEPLUEHCTBOBaHME MeXaHMU3Ma nepe-
BOAA.

2.2.2.6. DATABASE DRIVER SUPPORT
2.2.2.6.1. PostgreSQL DRIVER compatibility improved
» obasneHa nogpep>xka PostgreSQL 9.1
» [locTyneH HoBbIN Apaneep ond PostgreSQL 8.1 nnu 6onee paHHUX BepCuia.

2.2.2.6.2. MS SQL DRIVER compatibility improved

* Tenepb gpaneep MS SQL coxpaHaeT OGMHapHble AaHHble MCNOJIb3yst TWUM AaHHbIX
VARBINARY a He ycTapeBwwuin Tun TEXT, Tun NVARCHAR Tak)Xe ncnosib3yeTcs BMecTo
ycTtapeBwero VARCHAR (3To genaeTcsa and ynydweHHon nogaep>xku Unicode).

2.2.2.7. MAIL INTEGRATION
2.2.2.7.1. Mail handling improved

* When connecting to IMAP mail accounts, it is now possible to handle emails from a
specific email folder, aside from the INBOX folder.

* OTRS can now connect to IMAP servers using Transport Layer Security (TLS), which is
useful for modern restricted environments.

2.2.3. HoBble Bo3Mo)XXHoctu OTRS 3.0

KoHTeKcT

* CyuiectBeHHO nepepaboTaH rpaduyecknin nHTepdenc nosb3osatens. Tenepb, 6na-
rogaps nepexony Kk 6osee MOWHbBLIM N COBPEMEHHBLIM TEXHOJIOMMAM, TaKUM Kak Ajax,
xHTML, CSS npunoxxeHune ctano bosee AMHaAMNYECKUM N OPUEHTUPOBAHHBLIM Ha KOHEY-
HOro NoJib30BaTens.
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HoBbin MHAMKaTOpP onoBeLeHus o HoBou 3asaBke/CTaTbe.

* This new feature has been implemented on both ticket and article level. At a glance, an
agentis now able to check for any updates within a ticket or on the article level to check
for new and unread articles. You benefit from increased transparency and decreased
response times.

OnTuMusnpoBaHHbin NMonHoTekcTOoBLIN MoOUCK

* The new search feature allows you to flexibly customize the way you browse the
information base. Options provided by the new search feature range from single search-
string searches to complex multi-string boolean search operations including various
operators. You benefit from fully customizable searches adjusted according to your
needs.

HoBbi wWabnoH pna npocmoTrpa noppodbHon wuHbopmauum o
3anABKe.

* PegunsanH, 6a3smpyowminca Ha TexHosormnm Ajax npenocTaBfiseT areHTamM BO3MOX-
HOCTb B pe€XWVMe peasibHOro BPEMEHU MPOCMaTpMBaTb CJIOXKHbIE, CBA3aHHbIE MEXAY
cobon CTPYKTYpbl AaHHbIX, MPU 3TOM cCOXpaHAa 6e3 n3MeHeHUn Tekylyto paboyyio
cpepny. Beinrpalu oT 3TOro HOBOBBE,EHUSA 3aKJ/I04aETCS B MOBbILLEHUN yA06CTBa MoJib-
30BaHNA CUCTEMON B LLESIOM U YBENNYEHNN 3PHEKTUBHOCTY BCero paboyero npoueca.

0630p 3a8BOK

* Well known from OTRS 2.4, the global ticket overviews have been optimized to achieve
increased inter- activity. Depending on the use case and preferences of your agents,
they can easily change the ticket overviews layout according to their specific needs.
Options are small, medium, and large, with each providing a different degree of
information details.

JLOCTYNHOCTDb

* B npouecce pegmsaniHa CUCTEMbI, BO BHUMaHMe BblN NPUHATLI MPU3HAHHbLIE BO BCEM
Mupe ctaHgapTel WCAG n WAI-ARIA, KOoTopble No3BOMISAIOT MNOJib30BaTesIsM C orpa-
HUYEHHbLIMN BO3MOXXHOCTAMM, SyyLlle B3aUMOAENCTBOBATbL CO CNY>KOOM TexXHM4YeCcKomn
nopaepxkn OTRS. TpebosaHus pasgena 508, 3akoHa CLLUA o Peabunutauwnn (gatmnpo-
BaHHbIN 1973 ) Tak)xe Noanep>XXuBarTCa CUCTEMON.

Hosbin Monb3oBaTtenbckum NHTepdenc

* The customer web front-end can be integrated to your organization's intranet and is
fully integrated into the redesigned help desk system.

DPYyHKUUA APpXUBUPOBaAHUSA

* OTRS 3.0 now offers a new archiving feature. With a separated archive, you'll benefit
from a reduced time spent for searches and increased display of results.

2.3. TpeboBaHuA K anapaTHOMY U NPOrpaMHoO-
My obecne4yeHulo

OTRS can be installed on many different operating systems. OTRS can run on linux and on
other unix derivates (e.g. OpenBSD or FreeBSD). You can also run it on Microsoft Windows.
OTRS does not have excessive hardware requirements. We recommend using a machine
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with at least a 2 GHz Xeon or comparable CPU, 2 GB RAM, and a 160 GB hard drive for
a small setup.

To run OTRS, you'll also need to use a web server and a database server. Apart from that,
you should install perl and/or install some additional perl modules on the OTRS machine.
The web server and Perl must be installed on the same machine as OTRS. The database
back-end may be installed locally or on another host.

For the web server, we recommend using the Apache HTTP Server, because its module
mod_perl greatly improves the performance of OTRS. Apart from that, OTRS should run
on any web server that can execute Perl scripts.

You can deploy OTRS on different databases. You can choose between MySQL, PostgreSQL,
Oracle, or Microsoft SQL Server. If you use MySQL you have the advantage that the
database and some system settings can be configured during the installation, through
a web front-end.

For Perl, we recommend using at least version 5.8.8. You will need some additional
modules which can be installed either with the Perl shell and CPAN, or via the package
manager of your operating system (rpm, yast, apt-get).

TpeboBaHMS K NporpamMmHoMy obecreyeHuto

2.3.1. noapnepxka Perl

e Perl 5.8.8 nnu BbliLLEe

2.3.2. Noppep>xka Beb-cepBepa

* Apache2 + mod_perl2 nnu Bbiwwe (pekoMmeHayeTcs, mod_perl oH BeNcTBUTENbHO BbICT-
peel)

» Beb-cepsep c nogaepxkon CGl-uHtepdenca (CGl-uHTepdenc He pekomeHayeTcs)

* Microsoft Internet Information Server (1IS) 6 nnu Bbie

2.3.3. MNoppep>xka 6a3bl JaHHbIX
* MySQL 5.0 or higher
* PostgreSQL 7.0 nnu Bbiwe (8.2 nnu BbilLe, pEKOMEHOYETCSA)
* Oracle 10g nnwu BbiLe
* Microsoft SQL Server 2005 nnu Bbiwe

Pazpen pykoBoacTBa ycTaHoBKa Perl-monynein 6onee noapobHO ONMCbIBAaeT Kak MOXHO
HacTpouTb MoAaynn, Heobxoammble onsa paboTel OTRS.

Ecnn pna yctaHoBkun OTRS mncnonb3ytoTcsa 6MHapHble NakeTbl, cobpaHble crieunanbHoO
nopn Bally onepaLynoOHHY0 CUCTEMY, TO BCe HeEOBXoanMble MOAY N s3biKa Perl y>xe BKItO-
YyeHbl. ECnn HeT, - ncnonb3ynte MeHea>Xep NnakeToB Ballen onepaumMoHHON CUCTEMbI (Ha-
npumep (rpm, Windows-MHCTannaTop) 418 yCTaHOBKU BCEX HEOOBXOAMMbIX MOAYNEN.

2.3.4. Noppepxka Beb-Opay3epa

Ons paboTtbl ¢ OTRS Heobx0aMMO NCNOSIb30BaTb COBPEMEHHLIX BED-Opay3ep C BKAOYEH-
HOW NoAAep Ko JavaScript. Mbl nogaep>xusaem cnegytowime bpaysepsbi:

* Internet Explorer 8.0 nnun Bbiwe (MHTepdenc areHTa)
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Internet Explorer 7.0 nnu Bbiwe (MHTepdenc nosb3osatens)
* Mozilla Firefox 3.6 nnu Bbiwe
* Google Chrome
* Opera 10 vnan BbiWwe
» Safari 4 nnu Bblwe

We recommend always using the latest version of your browser, because it has the best
JavaScript and rendering performance. Dramatical performance varieties between the
used browsers can occur with big data or big systems. We are happy to consult you on
that matter.

2.4. KOMIOHUTHM

OTRS has a large user community. Users and developers discuss OTRS and exchange
information on related issues through the mailing-lists. You can use the mailing lists to
discuss installation, configuration, usage, localization and development of OTRS. You can
report software bugs in our bug tracking system.

OomawHsas ctpaHmua OTRS-coobuiecTBa: http://www.otrs.com/open-source/.

2.5. Professional Services for OTRS

Whether you need help in configuring or customizing OTRS or you want to be on the safe
side, don't hesitate to contact us: We offer a wide range of professional services such
as world-wide enterprise support, consulting and engineering including process design,
implementation, customization, application support, and fully managed service.

Our Service Contracts guarantee instant help and professional support as well as support
assessment and last but not least free access to OTRS Feature Add-ons - useful additional
features for your OTRS.

The OTRS Group offers specific training programs in different countries. You can either
participate in one of our public OTRS Administrator trainings which take place regularly,
or benefit from an inhouse training that covers all the specific needs of your company.
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TnaBa 2. YCTaHOBKa

B 3ToM rnaBe onucbiBaeTcsa ycTaHoBKa 1 6a30Bas KoHpurypaums rnasHoro OTRS-chpenm-
BOpPKa. 34ecCb Bbl HangeTe uHhopmaumio 06 yctaHoBke OTRS 13 NCXOOHbIX KOAOB NN U3
BrnHapHbIX NakeToB, HanpuMmep RPM, nnam ¢ nomouwbio Windows-mHCTannsatTopa.

B sTOM rnaBe paccMaTpuUBaOTCA TakmMe BOMPOCHI Kak: KOH(Urypauuns seb-cepeepa n cep-
Bepa 6a3bl AaHHbIX, MHTedenca mexay OTRS n 6a30M gaHHbIX, yCTaHOBKa AOMNOJIHNTENb-
HbiX Perl-moaynen, ycTaHOBKa COOTBETCTBYOLWMX NpaB goctyna gna OTRS, HacTpoika
nJaHWpoBLUKMKa 3aaad cron jobs ansg OTRS 1 0OCHOBHbIX NapaMeTpPOoB B KOHPUTIYypPaLMOHHbIX
annax.

Cnepgyinte nogpobHbIM WaraMm 3Ton rnasbl 4Tobbl ycTaHoBUTb OTRS Ha CBOEM cepBepe.
MoToM MOXXHO NCNOJIb30BaTb ero Beb-nHTepgenc 4Tobbl BONTU B CUCTEMY U MPON3BOANTDL
aAMUHNCTPUpPOBaHNME.

1. CaMbI¥ NPOCTON CNOCOD - yCTaHOBKA
M3 roTOBbIX OMHAPHLIX NAKeTOoB

If available for your platform you should use pre-built packages to install OTRS, since it
is the simplest and most convenient method. You can find them in the download area at
http://www.otrs.com . The following sections describe the installation of OTRS with a pre-
built or binary package on SUSE, Red Hat and Microsoft Windows systems. Only if you
are unable to use the pre-built packages for some reason should you follow the manual
process.

1.1. YcTaHOBKa M3 rpm-nakeTtoB Ha cepBep
nopn ynpasJsieHMeM Suse Linux

This section describes the installation of our RPM package on a SUSE Linux server. We have
tested against all recent SLES and openSUSE versions. Before you start the installation,
please visit http://www.otrs.com/downloads and make sure you use the latest OTRS RPM
package available.

1.1.1. Preparing the database for OTRS

You can use OTRS using different database back-ends: MySQL, PostgreSQL, Oracle or
Microsoft SQL Server. The most popular database to deploy OTRS on is MySQL. This
chapter shows the steps you need to take to configure MySQL on a SUSE-based server.
Of course you can install the database on a dedicated database server if needed for
scalability or other purposes.

NMpuMmeuyaHue

If you follow this chapter on openSUSE 12.3 and up you'll actually not install MySQL
but MariaDB instead, a MySQL compatible fork of the MySQL code. This is no
problem, it will work just as well (and even a little better at some points).

Install MySQL by executing the following command as root:

linux:~ # zypper install mysql perl-DBD-mysql

14



http://www.otrs.com
http://www.otrs.com/downloads

OTRS

Real Services

This will install MySQL with the default options on your system. You'll need to change the
defaults in order to make it suitable for OTRS. With a text editor open the file /etc/my.cnf
and change the line with max_allowed_packet on it, and add a line below, like this:

max_allowed packet=20M
query cache size=32M

Now execute rcmysql restart to re-start the database server and activate these
changes. Then run /usr/bin/mysql_secure_installation and follow the on-screen
instructions to set a database root password, remove anonymous access and remove
the test database. Lastly, run chkconfig -a mysql in order to make sure mysql is
automatically started at server startup time.

1.1.2. Installing OTRS

Install OTRS with via the command line using zypper. This will also pull in some
dependencies such as the apache web server and some Perl modules. Make sure you
copied the OTRS RPM file to the current directory.

otrs-sles:~ # zypper install otrs-3.2.*.rpm

Retrieving package otrs-3.2.3-01.noarch (1/26), 17.5 MiB (74.3 MiB unpacked)
Installing: otrs-3.2.3-01 [done]

Additional rpm output:

Check OTRS user ... otrs added.

Next steps:

[start database and Apachel]
Make sure your database is running and execute 'rcapache2 restart'.

[install the OTRS database]
Use a webbrowser and open this link:
http://myserver.example.com/otrs/installer.pl

[OTRS services]
Start OTRS 'rcotrs start-force' (rcotrs {start|stop|status|restart|start-force|

stop-force}).
((enjoy))

Your OTRS Team
http://otrs.org/

otrs-sles:~ #

CueHapuini: KomaHaa 4715 yctaHoBkn OTRS.

The OTRS installation is done. Start your web server to load the OTRS specific changes
in its configuration, as shown in the script below. Also run chkconfig to make sure OTRS
is automatically started when the server reboots.

otrs-sles:~ # chkconfig -a apache2

apache2 0:0ff 1l:off 2:0ff 3:on 4:0ff 5:on 6:0ff

otrs-sles:~ # rcapache2 start

Starting httpd2 (prefork) httpd2-prefork: Could not reliably determine the server's fully
qualified domain name, using 10.x.x.x for ServerName

done
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btrs-sles:~ #

Script: Starting the web server.

1.1.3. Installation of additional perl modules

OTRS needs some more modules than can be installed by the RPM. You can post-install
them manually. You can check what modules you are missing by running the bin/
otrs.CheckModules.pl scriptlocated in the /opt/otrs directory. Some modules are only
needed for optional functionality, such as communication with IMAP(S) servers or PDF
generation. On SLES you should add an external repository to the zypper configuration
in order to get the modules needed for your system. Choose the module needed for your
OS version from here: http://download.opensuse.org/repositories/devel:/languages:/perl/.
Add the repository like this for SLES 11 SP2:

zypper ar -f -n perl http://download.opensuse.org/repositories/devel:/
languages:/perl/SLE 11 SP2 Perl

On openSUSE 12.3 the extra repository is only needed for the Mail::IMAPClient module,
which you'd only need if you need to collect mails from an IMAP server secured with TLS.
The corresponding line would look like this:

zypper ar -f -n perl http://download.opensuse.org/repositories/devel:/
languages:/perl/openSUSE 12.3/ Perl

The first time you use zypper after you added this repository, you will be prompted to add
its key. Now you can install missing modules like below.

otrs-sles:/opt/otrs # zypper install -y "perl(YAML::LibYAML)"
Refreshing service 'susecloud'.
Retrieving repository 'perl' metadata [\]

New repository or package signing key received:

Key ID: DCCA98DDDCEF338C

Key Name: devel:languages:perl OBS Project <devel:languages:perl@build.opensuse.org>
Key Fingerprint: 36FOACOBCA9D8AF2871703C5DCCA98DDDCEF338C

Key Created: Wed Oct 10 22:04:18 2012

Key Expires: Fri Dec 19 22:04:18 2014

Repository: perl

Do you want to reject the key, trust temporarily, or trust always? [r/t/a/?] (r): a
Retrieving repository 'perl' metadata [done]

Building repository 'perl' cache [done]

Loading repository data...

Reading installed packages...

'perl(YAML: :LibYAML) ' not found in package names. Trying capabilities.

Resolving package dependencies...

The following NEW package is going to be installed:
perl-YAML-LibYAML

The following package is not supported by its vendor:
perl-YAML-LibYAML

Retrieving package perl-YAML-LibYAML-0.38-12.4.x86 64 (1/1), 75.0 KiB (196.0 KiB unpacked)
Retrieving: perl-YAML-LibYAML-0.38-12.4.x86 64.rpm [done (55.7 KiB/s)]
Installing: perl-YAML-LibYAML-0.38-12.4 [done]

The next step is to configure OTRS using the web installer, as described in this section.
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1.2. Installing OTRS on a Red Hat Enterprise
Linux or CentOS system

This section describes the installation of our RPM package on a Red Hat Enterprise Linux
(RHEL) or CentOS server. We ship separate RPMs for versions 5 and 6 of RHEL and CentOS.
Before you start the installation, please visit http://www.otrs.com/downloads and make
sure you use the latest OTRS RPM package available.

1.2.1. Preparing the database for OTRS

You can use OTRS using different database back-ends: MySQL, PostgreSQL, Oracle or
Microsoft SQL Server. The most popular database to deploy OTRS on is MySQL. This
chapter shows the steps you need to take to configure MySQL on a RHEL-based server.
Of course you can install the database on a dedicated database server if needed for
scalability or other purposes.

Install MySQL by executing the following command as root:

[root@otrs-centos6 ~1# yum -y install mysql-server

This will install MySQL with the default options on your system. You'll need to change the
defaults in order to make it suitable for OTRS. With a text editor open the file /etc/my.cnf
and add the next two lines under the [mysqld] section:

max_allowed packet=20M
query cache size=32M

Now execute service mysqld start to re-start the database server and activate
these changes. Then run /usr/bin/mysql_secure_installation and follow the on-screen
instructions to set a database root password, remove anonymous access and remove
the test database. Lastly, run chkconfig mysqld on in order to make sure mysql is
automatically started at server startup time.

1.2.2. Installing OTRS

Install OTRS with via the command line using yum. This will also pull in some
dependencies such as the apache web server and some Perl modules. Make sure you
copied the OTRS RPM file to the current directory.

[root@otrs-centos6 ~]# yum install --nogpgcheck otrs-3.2.*.rpm

Dependencies Resolved

Package Arch  Version Repository Size
Installing:
otrs noarch 3.2.3-01 /otrs-3.2.3-01.noarch
74 M
Installing for dependencies:
apr x86 64 1.3.9-5.el6 2 updates 123 k
procmail x86 64 3.22-25.1.el6 base 163 k

Transaction Summary

Install 26 Package(s)
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Total size: 80 M

Total download size: 6.0 M
Installed size: 88 M
Downloading Packages:

(1/25): apr-1.3.9-5.el6_2.x86_64.rpm | 123 kB 00:00
(25/25): procmail-3.22-25.1.e16.x86_64.rpm | 163 kB 00:00
Total 887 kB/s | 6.0 MB 00:06

Running rpm_check debug
Running Transaction Test
Transaction Test Succeeded
Running Transaction

Installing : apr-1.3.9-5.el6 2.x86 64 1/26
iﬁétalling : otrs-3.2.3-01.noarch 26/26
Check OTRS user ... otrs added.
Next steps:

[httpd services]
Restart httpd 'service httpd restart'

[install the OTRS database]

Make sure your database server is running.
Use a web browser and open this link:
http://myserver.example.com/otrs/installer.pl

[OTRS services]
Start OTRS 'service otrs start' (service otrs {start|stop|status|restart).

((enjoy))
Your OTRS Team

Installed:
otrs.noarch 0:3.2.3-01

Dependency Installed:

Complete!
[root@otrs-centos6 ~]#

CueHapwii: KomaHaa a8 yctaHoskm OTRS.

The OTRS installation is now done. Now you should make sure that Apache is started and
that it starts whenever the server reboots.

[root@otrs-centos6 ~]# chkconfig httpd on

[root@otrs-centos6 ~]# service httpd start

Starting httpd: httpd: Could not reliably determine the server's fully qualified domain
name, using 10.x.x.x for ServerName [ OK ]

[root@otrs-centos6 ~]#

Script: Starting the web server.

1.2.3. Installation of additional perl modules

OTRS needs some more modules than can be installed by the RPM. You can post-install
them manually. You can check what modules you are missing by running the bin/
otrs.CheckModules.pl scriptlocated inthe /opt/otrs directory. Some modules are only
needed for optional functionality, such as communication with IMAP(S) servers or PDF
generation. On Red Hat or CentOS we recommend installing these modules from the EPEL
repository, a repository maintained by the Fedora project, which provides high quality
packages for RHEL and derivatives. Check for more information the EPEL web site.
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If you're on RHEL 6 or CentOS 6, you can get the latest package for EPEL from this site.
You can add this repository to yum it in one go by copying the RPM URL you find on this
page and executing this command:

[root@otrs-centos6 otrs]# yum -y install http://download.fedoraproject.org/pub/epel/6/1386/
epel-release-6-8.noarch.rpm
Loaded plugins: security
Setting up Install Process
epel-release-6-8.noarch.rpm | 14 kB 00:00
Examining /var/tmp/yum-root-7jrlef/epel-release-6-8.noarch.rpm: epel-release-6-8.noarch
Marking /var/tmp/yum-root-7jrlef/epel-release-6-8.noarch.rpm to be installed
Resolving Dependencies
--> Running transaction check
---> Package epel-release.noarch 0:6-8 will be installed
--> Finished Dependency Resolution

Dependencies Resolved

Package Arch Version Repository Size
Installing:
epel-release noarch 6-8 /epel-release-6-8.noarch 22 k

Transaction Summary

Install 1 Package(s)

Total size: 22 k

Installed size: 22 k
Downloading Packages:
Running rpm_check debug
Running Transaction Test
Transaction Test Succeeded
Running Transaction

Installing : epel-release-6-8.noarch 1/1
Verifying : epel-release-6-8.noarch 1/1
Installed:

epel-release.noarch 0:6-8

Complete!
[root@otrs-centos6 otrs]#

The first time you use yum after you added this repository, you will be prompted to add
its key. Now you can install missing modules like below.

[root@otrs-centos6 otrs]# yum -y install "perl(Text::CSV_XS)"
Loaded plugins: security

Setting up Install Process

Resolving Dependencies

--> Running transaction check

---> Package perl-Text-CSV _XS.x86 64 0:0.85-1.el6 will be installed
--> Finished Dependency Resolution

Dependencies Resolved

Package Arch Version Repository Size
Installing:
perl-Text-CSV XS x86 64 0.85-1.el6 epel 71 k

Transaction Summary

Install 1 Package(s)

Total download size: 71 k
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Installed size: 154 k

Downloading Packages:

perl-Text-CSV XS-0.85-1.el6.x86 64.rpm | 71 kB 00:00
warning: rpmts HdrFromFdno: Header V3 RSA/SHA256 Signature, key ID 0608b895: NOKEY
Retrieving key from file:///etc/pki/rpm-gpg/RPM-GPG-KEY-EPEL-6

Importing GPG key 0x0608B895:

Userid : EPEL (6) <epel@fedoraproject.org>

Package: epel-release-6-8.noarch (@/epel-release-6-8.noarch)

From : /etc/pki/rpm-gpg/RPM-GPG-KEY-EPEL-6

Is this ok [y/N]: y

Running rpm_check debug

Running Transaction Test

Transaction Test Succeeded

Running Transaction

Installing : perl-Text-CSV XS-0.85-1.el6.x86 64 1/1
Verifying : perl-Text-CSV XS-0.85-1.el6.x86 64 1/1
Installed:

perl-Text-CSV XS.x86 64 0:0.85-1.el6

Complete!
[root@otrs-centos6 otrs]#

The next step is to configure OTRS using the web installer, as described in this section.

1.3. Installing OTRS on a Debian or Ubuntu
system

Ba>xHo

Please install OTRS from source, and do not use the OTRS packages that Debian/
Ubuntu provides.

The installation of required Perl modules is easier if you use the available packages:

apt-get install libapache2-mod-perl2 libdbd-mysql-perl libtimedate-perl libnet-dns-perl \
libnet-ldap-perl libio-socket-ssl-perl libpdf-api2-perl libdbd-mysql-perl libsoap-lite-
perl \
libgd-text-perl libtext-csv-xs-perl libjson-xs-perl libgd-graph-perl libapache-dbi-perl

1.4. YcTtaHoBKa OTRS Ha onepauuOHHOMN CMU-
cteMme Microsoft Windows

Installing OTRS on a Microsoft Windows system is very easy. Download the latest installer
for Win32 from http://www.otrs.com/try/ and save the file to your local file system. Then
simply double-click on the file to execute the installer, and follow the few installation
steps to setup the system. After that you will be able to login as OTRS administrator and
configure the system according to your needs. To log in as OTRS administrator use the
user name 'root@localhost' and the default password 'root'.

NMpepynpexpeHue

MocTapanTecb KakK MOXHO ObiICTpee W3MEHUTb Naposib AN  aKKayHTa
'root@localhost'.

Ba>xHo

The Windows installer for OTRS contains all needed components for OTRS, i.e. the
Apache web server, the MySQL database server, Perl (with all needed modules)
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and cron for Windows. For that reason you should only install OTRS on Windows
systems that don't already have an installation of Apache or another web server,
or a MySQL database installation.

2. YCTAHOBKA U3 UCXOAHbIX KOOOB
(Linux, Unix)

2.1. MNoarotoBka K YCTAaHOBKE U3 UCXOAHbIX
KOOOB

If you want to install OTRS from source, first download the source archive
as .tar.gz, .tar.bz2, or .zip file from http://www.otrs.com/try/

PacnakynTe apxus (Hanpumep C NOMOLbIO KOMaHAbl tar) B kaTanor /opt a 3aTem nepe-
MMeHynTe KaTanor otrs-x.x.x Ha otrs (cM. Huxe CueHapunm HUXe).

linux:/opt# tar xf /tmp/otrs-x.x.x.tar.gz
linux:/opt# mv otrs-x.x.x otrs
linux:/opt# 1s

otrs

linux:/opt#

Script: YcTaHoBka OTRS, riepBble Lwaru.

OTRS should NOT be run with root rights. Next you should add a new user for OTRS. The
home directory of this new user should be /opt/otrs. If your web server is not running
with the same user rights as the new 'otrs' user, which is the case on most systems, you
will need to add the new 'otrs' user to the group of the web server user (see Script below).

linux:/opt# useradd -r -d /opt/otrs/ -c 'OTRS user' otrs
linux:/opt# usermod -G nogroup otrs
linux:/opt#

CueHapwii: [JobaBiieHne HOBOIro roJsib3oBaTesisi 'otrs' n gobaBaeHue ero B rpynry.

Next, you have to copy some sample configuration files. The system will later use the
copied files. The files are located in /opt/otrs/Kernel and /opt/otrs/Kernel/Config
and have the suffix .dist (see Script below).

linux:/opt# cd otrs/Kernel/

linux:/opt/otrs/Kernel# cp Config.pm.dist Config.pm
linux:/opt/otrs/Kernel# cd Config

linux:/opt/otrs/Kernel/Config# cp GenericAgent.pm.dist GenericAgent.pm

CueHapuii: KonupoBaHue AEMOHCTPALUNOHHbLIX KON KOHGUIrypaLmnoHHbIX ¢harisioB

Ha 3aBepluatowem 3Tane yctaHoBkn OTRS HeobXxoaAMMO yCTaHOBUTb COOTBETCTBYHOLLME
npasa 4OCTyMa K hannam. [1nsg 3Toro ucnosb3lymTte cueHapui otrs.SetPermissions.pl,
HaxoosawWunncsa B agnpekTopum bin gomaluiHero KaTtanora nosib3oBaTtens 'otrs'. CkpunTt
MO>XHO BbI3BaTb CO C/IeAYIOLLUMN NapaMeTpaMu:

otrs.SetPermissions.pl {Home directory of the OTRS user} { --otrs-user= OIRS user} { --
web-user= Web server user} [ --otrs-group= Group of the OTRS user] [ --web-group= Group
of the web server user]

Ecnn Baw Beb-cepep paboTaeT C TeMum >Xe MNpaBaMuM HYTO U MNOJIb30OBaTeNb
‘otrs', TO KOMaHZa YCTaHOBKWM HaAJsiexallux rnpaB [ocTyna 6yaeT BbIrnsneTb Tak:
otrs.SetPermissions.pl /opt/otrs --otrs-user=otrs --web-user=otrs. Ha SUSE-cu-
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cTemax Beb-cepBep paboTaeT ¢ npaBamm nosnb3oBaTens 'wwwrun'. Ha Debian-cucte-
Max - 'www-data'. [1ng yCTaHOBKW Hagnexawmx npas A0CTyrna MCNoJib3ynTe KOMaH-
oy otrs.SetPermissions.pl /opt/otrs --otrs-user=otrs --web-user=wwwrun --otrs-
group=nogroup --web-group=www.

2.2. YcTaHoBKa Perl-mopynen

OTRS requires some additional Perl modules, as described in Table 3-1. If you install OTRS
from source, you will need to install these modules manually. This can be done either with
the package manager of your Linux distribution (yast, apt-get) or, as described in this
section, through the Perl shell and CPAN. If you're using ActiveState Perl, for instance on
Windows, you could use PPM, the built-in Perl Package Manager. We recommend using
your package manager if possible.

You can verify which modules you need to install with otrs.CheckModules.pl. This script
is located in the bin directory, in the home directory of the 'otrs' user (see Script below).
Please note that some modules are optional.

linux:~# cd /opt/otrs/bin/
linux:/opt/otrs/bin# ./otrs.CheckModules.pl

(o T O ok (v3.60)

o Crypt::PasswdMD5................. ok (v1.3)

o0 Crypt::SSLeay.......covvvvinnnnnn Not installed! (Optional - Required for Generic
Interface SOAP SSL connections.)

o CSS::Minifier.................... ok (v0.01)

o Date::Format..................... ok (v2.22)

o Date::Pcalc...................... ok (v1.2)

CueHapwii: NpoBepka HEOBX0ANMMbBIX MOAYJIEN.

You should strive to install the missing modules from your Linux distribution's package
management system. By doing so, the packages will be automatically updated when new
versions are available or when security issues are found. Please refer to your distribution's
documentation on how to install additional packages. If the (correct version of) the
module is not available from the package repositories, you can also install from CPAN,
the Comprehensive Perl Archive Network.

Onsa ycTtaHoBKuM noboro ms Bbile onmcaHHbiX Mogynen Yyepes CPAN, HY>KHO BbIMOJHUTb
komaHay perl -e shell -MCPAN. O6ono4ka Perl 3anycTuTCa B UHTEPAKTUBHOM pexXxume
n moaynb CPAN 6yneT 3arpy>xeH. Ecnn CPAN y>xe CKOHUrypmpoBaH, TO C MOMOLLbIO KO-
MaHabl install "uma mogyna" (install module_name) MOXXHO Ha4MHaTb YCTAaHOBKY Heob-
xoanmbix moaynen. CPAN aBToOMaTM4YeCKU OTCNEXMBAET 3aBUCUMOCTU Mexay Perl-mo-
OyNaMuU 1 TyT Ke ONoBeLlaeT, Kakue elle MoayJiM HYyXXHO YCTaHOBUTb.

Execute also the commands perl -cw bin/cgi-bin/index.plperl -cw bin/cgi-bin/
customer.pl and perl -cw bin/otrs.PostMaster.pl after changing into the directory /
opt/otrs. If the output of both commands is "syntax OK", your Perl is properly set up
(see Script below).

linux:~# cd /opt/otrs

linux:/opt/otrs# perl -cw bin/cgi-bin/index.pl
cgi-bin/installer.pl syntax OK

linux:/opt/otrs# perl -cw bin/cgi-bin/customer.pl
cgi-bin/customer.pl syntax OK

linux:/opt/otrs# perl -cw bin/otrs.PostMaster.pl
bin/otrs.PostMaster.pl syntax OK
linux:/opt/otrs#

CueHapuii: [TpoBEPUTL CUMHTAKCKC.
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2.3. HacTpouka Beb-cepBepa Apache

First of all, you should install the Apache2 web server and mod_perl; you'd typically do
this from your systems package manager. Below you'll find the commands needed to set
up Apache on the most popular Linux distributions.

# rhel / centos:
linux:# yum install httpd mod perl

# suse:
linux:# zypper install apache2-mod perl

# debian/ubuntu:
linux:# apt-get install apache2 libapache-mod-perl2

To access the web interface of OTRS via a short URL, Alias and ScriptAlias entries
are needed. Most Apache installations have a conf.d directory included. On Linux
systems you can usually find this directory under /etc/apache or /etc/apache2. Log
in as root, change to the conf.d directory and copy the appropriate template in /opt/
otrs/scripts/apache2-httpd.include.conf to a file called otrs.conf in the Apache
configuration directory.

Mepe3arpy3nTte Beb-cepBep, 4TOObl HOBbIE HAaCTPOMKM BCTyNuan B cuny. Ha 6onbLumnH-
CTBe CMCTEM 3anyCcTuUTb/nepesarpy3nTb Beb-cepBep MOXXHO C MOMOLLbIO KoMaHAabl /etc/
init.d/apache2 restart (cm. CueHapunm Huxe).

linux:/etc/apache2/conf.d# /etc/init.d/apache2 restart
Forcing reload of web server: Apache2.
linux:/etc/apache2/conf.d#

CueHapwii: lNepe3anyck Beb-cepsBepa.

Tenepb Beb-cepBep NOJHOCTLIO HacTpoeH ana paboTtel OTRS.

2.4. HacTpouka 6a3bl AaHHbIX

2.4.1. YcTaHOoBKa 0a3bl paHHbIX OTRS Bpy4HYyIO.

The recommended way to configure the database is to run the Web Installer. If you can't
use this for some reason, you can also configure the database manually, as described in
this chapter. If you can't use the web installer to setup the OTRS database, you have to set
it up manually. Scripts with the SQL statements to create and configure the database are
located in scripts/database, in the home directory of the 'otrs' user (see Script below).

linux:~# cd /opt/otrs/scripts/database/
linux:/opt/otrs/scripts/database# 1s

otrs-initial insert.db2.sql otrs-schema.mysql.sql
otrs-schema.oracle.sql

otrs-initial insert.mssql.sql otrs-schema-post.db2.sql
otrs-initial insert.mysql.sql otrs-schema.postgresql.sql

otrs-initial insert.oracle.sql
otrs-initial insert.postgresql.sql otrs-schema-post.mssql.sql

otrs-initial insert.xml otrs-schema-post.mysql.sql

otrs-schema.db2.sql otrs-schema-post.oracle.sql
otrs-schema-post.postgresql.sql

otrs-schema.mssql.sql otrs-schema.xml

linux:/opt/otrs/scripts/database#

CueHapwii: ®avisibl, HeobxoanMble AJ15 CO3AaHNS M HACTPOVIKM 6a3bl AaHHbIX.
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Mpwn ycTaHoBke 6a3bl AaHHbIX, 414 pa3andHbix CYB][, cywecTtBsyeT CBON, onpeneneHHbIn
nopsanok obpaboTtku .sql-pannos.

Co3paHue Gasbl paHHbIXx OTRS Bpy4HylO, LLIAr 3a LLAroMm

1. Co3paHune 6a3bl faHHbIX: Nicnonb3ysa nHTtepgenc 6a3bl 4aHHbIX WAKM CBON NH0OUMbIN
MeHen)xep 6a3 faHblX, co3panTe 6a3y OaHHbLIX, KOTOPYIO MiaHUPyeTe UCMOb30BaTb
ona OTRS.

2. Co3pnaHue Tabnuu: Wcnonb3lys dannbl otrs-schema.DatabaseType.sgl (Hanpumep
otrs-schema.oracle.sql, otrs-schema.postgresql.sql) MOXHO co3aaTb Tabnumubl
B 6a3e gaHHbIX ana OTRS.

3. Inserting the initial system data: OTRS needs some initial system data to work
properly (e.g. the different ticket states, ticket and notification types). Depending on
the type of database that you are using, you will need to use one of the following
files: otrs-initial insert.mysql.sql, otrs-initial insert.oracle.sql, otrs-
initial insert.postgresql.sql orotrs-initial insert.mssql.sql .

4. Co3pnaHune cBsizent mexnay Tabnuuamu: NMocnegHwWid war - co3faHue CBs3en Mexay
pasnuyHbiMM Tabauuammu 6a3bl gaHHbIXx OTRS [na 3Toro vucrnosb3ynTe cann otrs-
schema-post.DatabaseType.sql (Hanpumep otrs-schema-oracle.post.sql, otrs-
schema-post.postgresql.sql).

Mocne 3aBepLUeHNs yCTaHOBKM 6a3bl AaHHbIX HE0H6X04MMO NMPOBEPUTL U YCTAaHOBUTbL CO-
OTBETCTBYHOLLME NpaBa A0CTyNa And 6a3bl gaHHbIX OTRS. CoenaTb 3TO HEOOXOAMMO Tak,
4TOObI TONILKO OAWH NOJIb30BaTE/b MMEJT COOTBETCTBYHOLME NMpaBa AocTyna. HacTpolika
npaB OOCTyna OTJ/INYAaeTCs B 3aBUCUMOCTKN OT BbibpaHOro Bamu cepBepa 6a3bl AaHHbIX
1N 0OJIKHA NPOU3BOANTCA C MOMOLLbIO rpadmnyeckoro nHtepdenca 6asbl AaHHbIX UK C
MOMOLLLbIO NPOrpamMMbl KJIMEHTA.

If your database and the access rights are configured properly, you have to tell OTRS
which database back-end you want to use and how the ticket system can connect to the
database. Open the file Kernel/Config.pm located in the home directory of the 'otrs'
user, and change the parameters shown in the script below according to your needs.

# DatabaseHost
# (The database host.)
$Self->{'DatabaseHost'} = 'localhost';

# Database
# (The database name.)
$Self->{Database} = 'otrs';

# DatabaseUser
# (The database user.)
$Self->{DatabaseUser} = 'otrs';

# DatabasePw
# (The password of database user.)
$Self->{DatabasePw} = 'some-pass';

CueHapwii: HacTpaviBaemMble rnapameTpbl

2.5. HacTpom nnaHupoBLiMKa 3agay (cron
jobs) nna OTRS

Onsa npaBunbHoM paboTbl cuctembl OTRS Heobxoaum MAaHMPOBLUMK 3aday (cron jobs).
MnaHnpoBLMK 3aday (cron jobs) nonxKeH 3anyckaTbCa C TEMU XKe NMpaBaMu, 4TO U MOAY-
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an OTRS. meHHO no 3TOoMy cron jobs gosxeH 6bITb BHeceH B crontab-ann nonb3osa-
Tensa ‘otrs'.

All scripts with the cron jobs are located in var/cron, in the home directory of the 'otrs'
user (see Script below).

linux:~# cd /opt/otrs/var/cron
linux:/opt/otrs/var/cron# 1s

aaa_base.dist generic_agent.dist rebuild ticket index.dist
cache.dist pending jobs.dist session.dist
fetchmail.dist postmaster.dist unlock.dist

generic_agent-database.dist postmaster mailbox.dist
linux:/opt/otrs/var/cron#

CueHapwnii: @avinibl, HeobxoanMble A8 CO3AaHNsl 3aaaHn NaaHUpPoOBLUMKa 3aaad (cron
jobs).

These scripts have a suffix of ".dist'. You should copy them to files with the suffix removed.
If you use bash, you might want to use the command listed in Script below.

linux:/opt/otrs/var/cron# for foo in *.dist; do cp $foo "basename $foo .dist"; done
linux:/opt/otrs/var/cron# 1s

aaa_ base generic_agent-database.dist rebuild ticket index

aaa base.dist generic_agent.dist rebuild ticket index.dist
cache pending jobs session

cache.dist pending jobs.dist session.dist

fetchmail postmaster unlock

fetchmail.dist postmaster.dist unlock.dist

generic_agent postmaster mailbox

generic_agent-database postmaster mailbox.dist
linux:/opt/otrs/var/cron#

Script: Copying and renaming all the files needed to create the cron jobs.

B Tabnunue 3-2 npneBoasaTCca pa3nmyHblie 3agaHns cron jobs.

Tabnuua 2.1. OnucaHue HEKOTOPbIX CUEeHapueB MJIAaHUPOBLLUKA
3apau cron job.

CueHapun Ha3HauyeHue

aaa_base Onpepensder OCHOBHbIE HACTPOWMKKM O
crontab nonb3oBaTens 'otrs'.

cache YpanaeT n3 aucka ycrtapeswme ("npocpo-
YyeHHble") Kaw-3anucu. O4uaeT K3LW-ro-
rpysuduk gnsa CSS wm JavaScript cannos.

fetchmail ITOT cueHapuin MOXXeT BblTb NCNOJIb30BaH
B TOM C/alyyae, ec/inm HOBble eMeinnbl ByayT
noctynaTb B cuctemy obpaboTkm 3asBOK
yepes fetchmail.

i bIMOJIHAET 3a4aHUsA U i , KO-
eneric_agent Boirno eT 3aja 3 GenericAgent, Ko
TOopble He coxpaHATCcA B 6a3e fAaHHbIX, a B
CcobCTBEHHbIX KOHpUr-chamnax.

generic_agent-database BbinonHsaeT 3agaHna n3 GenericAgent, Ko-
TOopble XpaHATCca B 6a3e faHHbIX.

pending _jobs lMpoBepseT CUCTEMY Ha Hanyme 3asiBOK,
OXKNAALLNX PELLUEHMNS, 3aKPbIBAET UX UK
OTCblJIae€T HaNnoMMHaHme, ecnm 3To Heobxo-
Anmo.

25




OTRS

Real Services

CueHapuu Ha3Ha4yeHue

postmaster MpoBepsaeT oyepedb COOBLLEHUN CUCTEMBI
06paboTKM 3a8BOK, U AOCTaBAAET Te Cco0b-
LLEHWNS, KOTOPbIE HAaXoAATCs B 3TOW o4vepe-
an.

postmaster_mailbox Mony4daeT no4dty ¢ POP3-cyeToB, KOTOpPbLIE
OblIN yKasaHbl B aAMWUHKe, B pa3faene
"YyeTHble 3anucn PostMaster".

rebuild_ticket index BoccTaHaBnMBaeT MHOEKC 3a9BKU, YTO 3Ha-
YMTesIbHO MOBbILIAET CKOPOCTb NPOCMOTpPa
3aABOK B pa3fgesie QueueView.

session YnanaeTt ctapble 1 6osblue He UCnoJib3ye-
Mble ID-ceccun (session IDs).

unlock OTKpbIBaeT 3asBKWU, KOTopble BbIIn paHee
3ab/10KMpoBaHbLI B cucTeme.

To setup all cron jobs, the script bin/Cron.sh located in the home directory of the 'otrs'
user can be used. When this script is executed, it needs a parameter to specify whether
you want to install, remove, or reinstall the cron jobs. The following parameters can be
used:

Cron.sh {start} {stop} {restart} [OIRS user]

Because the cron jobs need to be installed in the crontab file of the 'otrs' user, you need
to be logged in as 'otrs'. If you are logged in as root, you can switch to 'otrs' with the
command su otrs. Execute the commands specified in Script below to install the cron
jobs.

NMpepynpexpeHue

ObpaTuTe BHUMaHME, 4TO NMpu Ucnosib3oBaHuUn danna Cron.sh gpyrmue 3agaHus,
yCTaHOBJIEHHbIE B crontab-gaine ansa nonb3oBaTtens 'otrs' 6yayT nepesanuncaHsl
nnun yaaneHbl. BHecuTe Bce Heobxoanmbie nsmeHeHus B gann Cron.sh, 4Tobbl
COXpaHUTb apyrue crontab-3agaHus.

linux:/opt/otrs/var/cron# cd /opt/otrs/bin/
linux:/opt/otrs/bin# su otrs

linux:~/bin$ ./Cron.sh start

/opt/otrs/bin

Cron.sh - start/stop OTRS cronjobs

Copyright (C) 2001-2009 OTRS AG, http://otrs.org/
(using /opt/otrs) done

linux:~/bin$ exit

exit

linux:/opt/otrs/bin#

CueHapuii: YcTaHoBKa cron jobs.

KoMaHgaa crontab -l -u otrs, KoTopyto MO)XXHO 3anyckaTb C NpaBaMu aaMUHUCTPATOpPA,
oTobparkaeT copepxaHue crontab-panna nonbsoBatensa 'otrs', Tak 4TO MOXKHO JIerko
MpPoBepuTb NPaBUILHOCTb PACMONOXXEeHUS BCex 3anmcen (cM. CueHapuin HUXe).

linux:/opt/otrs/bin# crontab -1 -u otrs

cron/aaa_base - base crontab package
Copyright (C) 2001-2015 OTRS AG, http://otrs.com/

This software comes with ABSOLUTELY NO WARRANTY.

Who gets the cron emails?

HFHEHEHFHHESR
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MAILTO="root@localhost"

cron/cache - delete expired cache

Copyright (C) 2001-2015 OTRS AG, http://otrs.com/

This software comes with ABSOLUTELY NO WARRANTY.

delete expired cache weekly (Sunday mornings)
0 0 * * Q0 $HOME/bin/otrs.CacheDelete.pl --expired >> /dev/null
0 0 * * 0 $HOME/bin/otrs.LoaderCache.pl -o delete >> /dev/null

WNH HF HHEHH

cron/fetchmail - fetchmail cron of the OTRS
Copyright (C) 2001-2015 OTRS AG, http://otrs.com/

This software comes with ABSOLUTELY NO WARRANTY.

fetch every 5 minutes emails via fetchmail
*/5 * * * x Jusr/bin/fetchmail -a >> /dev/null

HFHEHEHFHFEHFEHES

cron/generic_agent - otrs.GenericAgent.pl cron of the OTRS
Copyright (C) 2001-2015 OTRS AG, http://otrs.com/

This software comes with ABSOLUTELY NO WARRANTY.

start generic agent every 20 minutes

*/20 * * * * ¢HOME/bin/GenericAgent.pl >> /dev/null

# example to execute GenericAgent.pl on 23:00 with

# Kernel::Config::GenericAgentMove job file

#0 23 * * * ¢HOME/bin/otrs.GenericAgent.pl -c "Kernel::Config::GenericAgentMove" >> /dev/
null

cron/generic_agent - GenericAgent.pl cron of the OTRS

Copyright (C) 2001-2015 OTRS AG, http://otrs.com/

This software comes with ABSOLUTELY NO WARRANTY.

start generic agent every 10 minutes
/10 * * * * $HOME/bin/otrs.GenericAgent.pl -c db >> /dev/null
cron/pending jobs - pending jobs cron of the OTRS

Copyright (C) 2001-2015 OTRS AG, http://otrs.com/

This software comes with ABSOLUTELY NO WARRANTY.
check every 120 min the pending jobs
5 */2 * * * ¢HOME/bin/otrs.PendingJobs.pl >> /dev/null
cron/postmaster - postmaster cron of the OTRS
Copyright (C) 2001-2015 OTRS AG, http://otrs.com/

This software comes with ABSOLUTELY NO WARRANTY.

check daily the spool directory of OTRS

#10 0 * * * * test -e /etc/init.d/otrs & /etc/init.d/otrs cleanup >> /dev/null; test -e /
etc/rc.d/init.d/otrs && /etc/rc.d/init.d/otrs cleanup >> /dev/null

106 0 * * * $¢HOME/bin/otrs.CleanUp.pl >> /dev/null

HFHEHEHFHFEHFEHESR

EE R EREEREERERENEEREEEREREEERENREEREEREEEREES

cron/postmaster mailbox - postmaster mailbox cron of the OTRS
Copyright (C) 2001-2015 OTRS AG, http://otrs.com/

This software comes with ABSOLUTELY NO WARRANTY.

fetch emails every 10 minutes

*/10 * * * * ¢HOME/bin/otrs.PostMasterMailbox.pl >> /dev/null
#Ho- -

# cron/rebuild ticket index - rebuild ticket index for OTRS
# Copyright (C) 2001-2015 OTRS AG, http://otrs.com/

HFHEHEHFHEHESR

# This software comes with ABSOLUTELY NO WARRANTY.
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-
# just every day
01 01 * * * $HOME/bin/otrs.RebuildTicketIndex.pl >> /dev/null

#

# cron/session - delete old session ids of the OTRS

# Copyright (C) 2001-2015 OTRS AG, http://otrs.com/

#Ho- -

# This software comes with ABSOLUTELY NO WARRANTY.

#Ho- -

# delete every 120 minutes old/idle session ids

55 */2 * * * ¢HOME/bin/otrs.DeleteSessionIDs.pl --expired >> /dev/null

cron/unlock - unlock old locked ticket of the OTRS
Copyright (C) 2001-2015 OTRS AG, http://otrs.com/

This software comes with ABSOLUTELY NO WARRANTY.

unlock every hour old locked tickets
5 * * * * $HOME/bin/otrs.UnlockTickets.pl --timeout >> /dev/null

WHEHHEHFEHFEHRH

linux:/opt/otrs/bin#

CueHapwni: ®avin Crontab.

3. CaMbi¥ NPOCTON CNOCOD - UCNOJNIbL30-
BaHue Beb-uHcTannatopa (padoTtaer
TonbKo ¢ MySQL)

Ecnn B kavyecTBe 6a3bl AaHHbIX Ucnosb3yetca MySQL, ToO MOXXHO BOCMNOJIb30BaTbCs BED-
nHctannatopom OTRS: http://localhost/otrs/installer.pl .

When the web installer starts, please follow the following steps to setup your system:

1. MpoBepbTe MHGopMaunto o OTRS-omcax U HaXXxMnTe KHoNKy [lanee (CM. Puc Hmnxe).

Simulate RTL

Welcome to OTRS

OTRS AG OTRS Inc.
Norsk-Data-Str. 1 19925 Stevens Creek Bivd,
61352 Bad Homburg Cupertino, CA 95014-2358
Germany usa
Phone: Phane:

= - +49(0) 942156818 == - +1(408) 7257501 &
Fax: +49 (0) 9421 56818 18 Fax +1 (408) 725 8885
Web: Web:
Info, Info;

Next

Top of page Y

PucyHok: 9KpaH rnpuBeTCcTBUS.

2. MpoyntanTe cornaweHnsa nmueHsnm GNU Affero General Public License (cm. PucyHok
HUXKE) U MPUMNUTE UX, HaKaB Ha COOTBETCTBYHIOLLYIO KHOMKY BHU3Y CTPaHULbI.
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Simulate RTL

License (1/4)

T

I

GNU AFFERO GENEREL PUBLIC LICENSE
Version 3, 19 November 2007

Copyright (C) 2007 Free Software Foundation, Inc. <http://f
‘veryone is permitted to copy and distribute verbatim copies
of this license document, but changing it is not allowed

Preazble

The GNU Affero General Public License is a free, copyleft license for
software and other kinds of works, specifically designed to ensure
cooperation with the commumity in the case of network server software

The licenses for most software and other practical works are designed
to take away your freedom to share and change the works. By contrast,
our General Public Licenses are intended to guarantee your freedom to
share and change all versions of a program—-to make sure it remains free
software for all its users

of free software, we are referring to freedom, not
ra

want it, that you can change the software or use pieces of it in new
free programs,” and that you know you can do these things

Developers that use our General Public Licenses protect your rights
with two steps: (1) assert copyright on the software, and (2) offer
you this License which gives you legal permission to copy, distribute
and/or modify the software

R secondary benefit of defending all users' freedom is that

PucyHok: GNU Affero General Public License.
3. BBeauTte nMsa nosib3oBaTeNnsd U Napoib agMUHUCTpaTopa, DNS-mmMa komneloTepa Ha Ko-

TopoM Haxogutcsa OTRS n Tun ncnonssyemon CYB[. MNocne 3Toro, NnpoBepbTe HACTPONKN
(cM. PnucyHok Huxe).

Simulate RTL

O

Create Database (2/4)

localhost

pe MySal -
ntly only b

Check database settings

Top of page Y

PucyHok: lNepBoHa4YasbHas HacTpovika ba3bl AaHHbIX.

Ecnn npoBepka npolusia ycrewHo, Bbl byaete yBegomseHbl. YTobbl Npoao/KnTb, Ha-
»MuTe KHonkKy OK (cM. PUCYHOK HuXXe).
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Simulate RTL

Create
The page at hitp://102-168.56.101 says: ==

§, Detabase check successful.
7

Check database setiings

Top of page [

PucyHok: YBegomsaeHune ob ycrieiHo npoBepKe.

4. Co3panTe HOBOro noJsib3oBatensa 6a3bl AaHHbIX, Bbibepnte uma 6a3bl AaHHbIX U Ha-
XMUTE KHOMKY 'Oanee' (CM. PUCYHOK HUXe).

NMpepynpexpeHue

Mcnonb3oBaTb Naposiv NO YMOJIHaHMUIO, - HE O4eHb XopoLluasa naes. ismeHute no-
»XKanyncrta naposib No ymonyaHuto ansa 6assl gaHHbIXx OTRS!

Create Database (2/4)

er | root

Database-User (New)

default ot

- L localhost
Database

€ atrs

PucyHok: HacTpovikn 6a3bl gaHHbIX.

If the database and its user were successfully created, you will receive a setup notification,
as shown in Figure. Click 'Next' to go to the next screen.

30



OTRS

Real Services

Simulate RTL

Create Database (2/4)

< Done.

r- Done.

erts Done.

r=- Done.

<o Done.

es Done.

—==> Database setup successful!

Top of page [Y

PucyHok: YBenoMaeHne o yCreLHo yCTaHOBKe 6a3bl JaHHbIX.

5. Ykaxute Bce HeobxoOnMble HAaCTPOMKU CUCTEMbI U Ha)KMUTe KHOMKY 'Oanblie'’ (cMm.
PuncyHoK Hunxe).

E
Simulate RTL

System Settings (3/4)

tem. Each ticket number and each
tarts with this number.

FODN: | yourhost example ¢

Full qualified domain name of your system

Example Company

Log
= File - L4
Used log backend.
= ftmplotrs.log
Logfile just needed for File-LogModule!

Webfrontend
Defaull lanouage:  English (United States)  ~

Used default language.

PucyHok: HacTpoviku cucTemsi.

6. If desired, you can provide the needed data to configure your inbound and outbound
mail, or skip this step by pressing the right button at the bottom of the screen (see Figure
below).
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Simulate RTL

Mail configuration (3/4)

Configure Outbound Mail
SMTP -

Configure Inbound Mail

IMAP  ~

PucyHok: HacTporika 3/1eKTPOHHOWV MOYThI.

Congratulations! Now the installation of OTRS is finished and you should be able to work
with the system (see Figure below). To log into the web interface of OTRS, use the address
http://localhost/otrs/index.pl from your web browser. Log in as OTRS administrator, using
the username 'root@localhost' and the password 'root'. After that, you can configure the
system to meet your needs.

NMpeaynpexpeHuve

MocTapaTecb KaK MOXHO ObiCTpee W3MEeHUTb Maposib A9 aKKayHTa
'root@localhost'.

Simulate RTL

Finished (4/4)

To be able to use OTRS you have to enter the following line in your command fine
(TerminaliShell) as root

semice hitpd restart
After doing 50 your OTRS is up and running
root@localhost

root

({enjoy))
Your OTRS Team

Figure: Web installer final screen.

4. ObHoBneHne OTRS-cbpenMmBOpKa

These instructions are for people upgrading OTRS from version 3.1 to 3.2, and apply both
for RPM and source code (tarball) upgrades.

If you are running a lower version of OTRS you have to follow the upgrade path to 3.1 first
(1.1->1.2->1.3->2.0->2.1->2.2->2.3->2.4->3.0->3.1->3.2 ...)!
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Please note that if you upgrade from OTRS 2.2 or earlier, you must take an extra step;
please read http://bugs.otrs.org/show_bug.cgi?id=6798.

Moxxanyncra, obpaTnte BHMMaHMe 4TO ANnsa obHoBneHus ¢ Bepcumn 3.2.0.betal, ponon-
HUTeNbHbIN War 9 He TpebyeTcs!

Within a single minor version you can skip patch level releases if you want to upgrade.
For instance you can upgrade directly from OTRS 3.2.1 to version 3.2.4. If you need to do
such a "patch level upgrade", you should skip steps 9, 13, 15, 16 and 17.

1. OcTaHOBMTE BCE COOTBETCTBYHOLLNE CIY>XXObI.

B T.4. (3aBUCALLME OT NCMOJIb3YIOLWUXCA YCIYr):

shell> /etc/init.d/cron stop
shell> /etc/init.d/postfix stop
shell> /etc/init.d/apache stop

2.CpoenainTe pesepBHble KoOMUU BCexX pAaHHbIX n3 $OTRS HOME (no ymon4daHuio
OTRS_HOME=/opt/otrs):

* Kernel/Config.pm

» Kernel/Config/GenericAgent.pm

» Kernel/Config/Files/ZZZAuto.pm

s var/*

* a Takke 6a3y paHHbIX
3. Ybenutech, 4TO Bbl CO34aJIN PE3EPBHYIO KOMUIO BCEX OAHHbIX ;-)
4.YCTaHOBUTb HOBYIO CMCTEMY (OMNLMOHANIBEHO)

Ecnv ecTb BO3MOXXHOCTb, CHavaia nonpobyriTe Npon3BecT yCTAaHOBKY Ha OTAE/IbHOM
TECTOBOM KOMIMblOTEpE.

5. YcTaHOBKa HOBOro penn3a (13 tar-apxuea uam c noMmollbio RPM-nakeToB).

* C nomoulbto Tapbona (tarball):

shell> cd /opt
shell> tar -xzf otrs-x.x.x.tar.gz
shell> ln -s otrs-x.x.x otrs

BoccTaHoBUTE CTapble KOHPUrypaLNOHHbIE danibl.
e Kernel/Config.pm

* Kernel/Config/GenericAgent.pm

* Kernel/Config/Files/ZZZAuto.pm

e C nomouwibto RPM-nakeToB:

shell> rpm -Uvh otrs-x.x.x.-01.rpm

B aToM cnyyae obHoBAeHMe 13 RPM aBTOMaTU4YeCKM BOCCTaHaB/IMBAET CTapble KOH-
urypaumoHHble ansbl.
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6. CobCcTBEHHbIE TEMBI

MpumevaHne: Tembl OTRS 3.1 1 3.2 HE coBMecTuMbI Mexxay cobol, Tak 4TO He UCMOoJb-
3ynTe cTapbie Tembl!

TeMmbl xpaHaTca B $OTRS_HOME/Kernel/Output/HTML/*/*.dtl (default: OTRS_HOME=/
opt/otrs).

7.YcTaHoBKa nNpas gocTyna K daniam.

B cny4vae ucnonb3osaHusa Tapbona (tarball), BeinonHuTe

shell> cd /opt/otrs/
shell> bin/otrs.SetPermissions.pl

C NMpaBamMun, Heob6xoAMMbIMUN A1 YCTAaHOBKW CUCTEMBI.
8. Check needed Perl modules

Verify that all needed perl modules are installed on your system and install any modules
that might be missing.

shell> /opt/otrs/bin/otrs.CheckModules.pl

9. CxeMa obHOBJIeHUS:

Note: new tables created in the MySQL UPGRADING process will be created with the
default table storage engine set in your MySQL server. In MySQL 5.5 the new default
type is InnoDB. If existing tables, e.g. "users", have the table storage engine, e.qg.
MyISAM, then an error will be displayed when creating the foreign key constraints.

You have two options: (1) you can change the default storage engine of MySQL back
to MyISAM so that new tables will have the same engine as the existing tables, or (2)
change the existing tables to use InnoDB as storage engine.

Any problems with regards to the storage engine will be reported by the
otrs.CheckDB.pl script, so please run it to check for possible issues.

shell> cd /opt/otrs/

# MySQL:
shell> bin/otrs.CheckDB.pl
shell> cat scripts/DBUpdate-to-3.2.mysql.sql | mysql -p -f -u root otrs

# PostgreSQL 8.2+:
shell> cat scripts/DBUpdate-to-3.2.postgresql.sql | psql otrs

# PostgreSQL, older versions:
shell> cat scripts/DBUpdate-to-3.2.postgresql before 8 2.sql | psql otrs

Note: If you use PostgreSQL 8.1 or earlier, you need to activate the new legacy driver for
these older versions. Do this by adding a new line to your Kernel/Config.pm like this:

$Self->{DatabasePostgresqlBefore82} = 1;

3anycTuTe cueHapuin nepemelleHns (Kak nonb3oBaTtens 'otrs', a HE root):
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shell> scripts/DBUpdate-to-3.2.pl

Do not continue the upgrading process if this script does not work properly for you.
Otherwise data loss may occur.

1006Ho0BNeHns ba3bl JaHHbIX Ha NpoTsaXXeHUn Beta TecTupoBaHus
3TOT war Heobxoanm ToNIbKO ecnun Bbl obHoBNseTe ¢ 3.2.0.betal!

Please apply the required database changes as follows:

MySQL:
shell> cat scripts/DBUpdate-3.2.beta.mysql.sql | mysql -p -f -u root otrs

PostgreSQL 8.2+:
shell> cat scripts/DBUpdate-3.2.beta.postgresql.sql | psql otrs

PostgreSQL, older versions:
shell> cat scripts/DBUpdate-3.2.beta.postgresql before 8 2.sql | psql otrs

1106HOBMTE KOH(UIYypaLMI0O CUCTEMbI U YAannTe BCe AaHHble N3 Kawa. MNoxanyncra,
BBeOuTeE:

shell> bin/otrs.RebuildConfig.pl
shell> bin/otrs.DeleteCache.pl

12[Nepe3anycTnTe CEPBUCHI.

B T.4. (3aBUCALLME OT NCMOJIb3YIOLLUXCA YCYr):

shell> /etc/init.d/cron start
shell> /etc/init.d/postfix start
shell> /etc/init.d/apache start

Tenepb Bbl MOXKETE BONTU B CUCTEMY.
13MpoBepbTe HacTponku 'Cache::Module'

The file cache backend 'FileRaw' was removed in favor of the faster 'FileStorable'.
The DBUpdate-to-3.2.pl automatically updates the config setting 'Cache::Module’,
but you need to change it manually if you defined this setting in Kernel/
Config.pm directly. It needs to be changed from 'Kernel::System::Cache::FileRaw' to
'Kernel::System::Cache::FileStorable'.

14[lpoBepbTe yCTaHOBJIEHHbIE MaKeThI

MpoBepbTe B MEHeAXKepe NakeTOoB BCE IM NAKETbl MO NPEXHEMY NMOMeYeHbl Kak npa-
BUJIbHO YCTAHOBJIEHbI MW Kakue Nnbo n3 Hux TpebyloT rnepeycTaHOBKU Uan e 06-
HOBJIEHUS.

1504mncTKa MeTaZlaHHbIX apXUBUPOBaHHbIX 3a8BOK

MpumeyvaHme: ITOT War NpUMeHSeTCsa NWb TOJIbKO B TOM CJly4ae, eCcsin Bbl UCMOJb-
3yeTe BO3MOXXHOCTb OTRS Mo apxnBMpoBaHWUIO 3a8BKMU.

With OTRS 3.2, when tickets are archived, the information which agent read the ticket
and articles can be removed, as well as the ticket subscriptions of agents. This is active
by default and helps reduce the amount of data in the database on large systems with
many tickets and agents.
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If you also want to cleanup this information for existing archived tickets, please run
this script:

shell> bin/otrs.CleanupTicketMetadata.pl --archived

If you want to KEEP this information instead, please set these SysConfig settings to
"NO":

Ticket::ArchiveSystem: :RemoveSeenFlags
Ticket::ArchiveSystem: :RemoveTicketWatchers

160630p (MN3meHeHMe) ACLs ona OuHammnyeckmnx Monen

MpumevaHmne: ITOT wWar NpUMeHAeTCcs JINW B TOM CJlyyae, ec/im Bbl UCMNOJIb3yeTe
ACL gons orpaHmyeHms BO3MOXXHbIX 3Ha4YeHun OuHamun4veckoro Monsa Dropdown wmnan
Multiselect.

Tenepb B OTRS 3.2 Bo3MOXXHble N HEBO3MOXKHble ACL-cekunn gnga AnHamunydeckmx lMo-
nen Dropdown n Multiselect oo KHbI CCbIIaTbCA Ha KJKOYU (BHYTPEHHME 3HAYEHUS)
BMECTO MX 3HayeHun (oTobparkaeMbix 3HAYEHWUI).

Mpumep:

For the defined field "Dropdownl" with possible values:
1 =>"A",
2 => 'B',
3 =>"'C',

ACLs prior OTRS 3.2 should look like:

$Self->{TicketAcl}->{'Limit Dropdownl entries'} = {
Properties => {},
Possible => {
Ticket => {
# White list entries with VALUES containing 'B' and 'C'
DynamicField Dropdownl => [ 'B', 'C' 1],
}I
}l
+

ACLs must be modified to:

$Self->{TicketAcl}->{'Limit Dropdownl entries'} = {
Properties => {},
Possible => {
Ticket => {
# White list entries with VALUES containing 'B' and 'C' (now using KEYS)
DynamicField Dropdownl => [ '2', '3' ],
}I
}l
+

By doing this change ACLs will look much more consistent, since Possible and
PossibleDatabase
sections already use Keys instead of Values, please look at the following example:

$Self->{TicketAcl}->{'Limit Dropdownl entries based in Dropdown2'} = {
Properties => {
Ticket => {
# Match on the DeopDown2 KEY '1'
DynamicField Dwondown2 => ['1'],
}I
}l

Possible => {

36




OTRS

Real Services

Ticket => {
# White list Dropdownl entries with VALUES containing 'B' and 'C' (now using
KEYS)
DynamicField Dropdownl => ['1', '2'],
1
}

17ApanTauns Nosb3oBaTeNbCKUX COBbITUN K Moy nsaM 06paboTymkoB

MpuMedaHne: 3TO NPUMEHSAETbCA TOJIbKO B TOM CJlydae, ecqiv y Bac eCTb Kakue To
cneumnansbHO pa3paboTaHHble Mooy 06paboTHYNKoB COBLITUNA.

HaunHasg ¢ OTRS 3.2 payload-gaHHble onsa moaynen obpabotTymkos cobbiTnii 6onbLue
He KonupyoTcs B Xaww %Param. K HeMy Heobxo4MMO ABHO yKasaTb AOCTYMN UCMONb3yS
$Param{Data}.

0ld:

# get ticket

my %Ticket = $Self->{TicketObject}->TicketGet (
TicketID => $Param{TicketID},
UserID = 1,

IE

New:

# get ticket
my %Ticket = $Self->{TicketObject}->TicketGet (

TicketID => $Param{Data}->{TicketID},
UserID = 1,
);
18Monoaubi!

5. ObHoBNneHue c nomow,bio Windows
Installer

B HacToslee BpeMsa HETY MexaHMU3Ma aBToMaTuyeckoro obHoeneHnsa konum OTRS, KoTo-
pas 6bblna ycTaHOBMIEHa C UCcnosib3oBaHneM nHctaanaTopa Windows (Windows Installer).
B ocHOBHOM, npouecc 06HOBNEHNSA COCTOMT U3 TaKUX LLIAroB: apxusmpoBaHue 6a3bl oaH-
HbIX 1 BCen annoBon cuctembl, genHctanauma OTRS, ycTaHOBKa HOBOW BepCUN, BOC-
cTaHoBneHne 6a3bl AaHHbIX N 3aNycK npouenypbl 06HOBNEHMSA (eCsin OHa Heobxognma).

Upgrading is described in FAQ# 4200351, and there is also an informative YouTube video
available.

6. lonoJsiIHuTeNbHbIE NPUJIO>KEHUA

Ong paswmpeHnsa pyHKUnoHanbHoCcT OTRS-hpenMBOpKa, MOXHO Tak>Xe YCTaHOBUTb [,0-
NOJSIHNTENbHbIE NAKEeTbl MPUIOXKEHUN. DTO MOXKHO CAenaTb C NMOMOLLbID MeHeaXxepa na-
KeToB 13 MaHenn AODMUHUCTPUPOBAHUSA, KOTOPbLIN 3arpy>XaeT NPUI0KEHUS N3 OHJIANH pe-
no3nTopua N yrnpasasgeT 3aBUCUMOCTAMU MeXxAy 3TUMWN NakeTaMu. Takxxe npuaoxxeHus
MO>XHO YCTaHOBUTb N3 JIOKaJIbHbIX (hainioB..
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6.1. FAQ (YacTto 3apaBaeMblie Bonpochl)

The FAQ is the Knowledge Base component. It supports editing and viewing of FAQ articles.
Articles can be viewed and restricted to agents, customer users, or anonymous users.
These can also be structured into groups, and be read in different languages.
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NnaBa 3. NepBble Warum

The goal of this chapter is to provide a brief overview of OTRS and the structure of its
web interface. The terms 'agents’, 'customers’, and 'administrators' are introduced. We also
login as the OTRS admininstrator and take a closer look at the user preferences available
on every account.

1. Beb-uHTepdenc pnsa areHToB

AreHTCcKni Be6-I/IHTequel7IC no3BondeT areHTaM OoTBeYaTb Ha BOMPOCHI KJINEeHTOB, CO34a-
BaTb HOBble 3adABKW OJ1A KJIMEHTOB N areHToB, CO34aBaTb 3adABKW Ha OCHOBE TeJ'qu:)OH-
HbIX 3BOHKOB KJINEHTOB, NMNCaTb U PpeaaKTNPOBaTb 3alncu FAQ-MO,D,yJ'IH, penakTnpoBaTb
AaHHbIE KJITMEHTOB N TaK Oallee.

Mpeannonoxum, 4to OTRS pocTyneH no ccoinke http://www.example.com, Takum obpa-

30M, areHTbl U1 OTRS-agMuHKUCcTpaTopbl MmoryT BonTn B OTRS Habpas B cTpoke H6pay3sepa
cnepyrownin URL-agpec: http://www.example.com/otrs/index.pl (CM. PUCYHOK HUXe).

Welcome to OTRS

Login

Top of page [Y

PucyHoOK: AreHTCKnvi MHTepgevic, 3KpaH BxoJa.

2. NMonb3oBaTenbCKkum Bedb-uHtepdenc

Customers have a separate web interface in OTRS through which they can create new
accounts, change their account settings, create and edit tickets, get an overview on
tickets that they have created, etc.

Continuing the above example, the customer login screen can be reached by using the
URL http://www.example.com/otrs/customer.pl with a web browser (see Figure below).
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Company Support

Login

Not vet registered?

PucyHok: lNonb3oBaTeNnbCKui BEG-MHTEPGEVIC, CTpaHMLa BXoaa.

3. ObwenocTynHbin Beb-nHTepcgenc

In addition to the web interfaces for agents and customers, OTRS also has a public web
interface which is available through the FAQ-Module. This module needs to be installed
separately. It provides public access to the FAQ system and lets visitors search through
FAQ entries without any special authorization.

In our example, the public web interface can be reached via either of the following URLs:
http://www.example.com/otrs/faq.pl , http://www.example.com/otrs/public.pl

Eile Edit View History Bookmarks Iools Help

& - - @ (1% [ hitp:Aipontal.otrs. defotrs/public. pl?Action=PublicF AQ& Subaction=Explorer ~[ > Q-

OfRSworg - Dovnload - Documentation - Mailinglists -

((otrs)) e

[

Explorer: FAQ#
= EAQ quick search
Search

default comment detail search
Name / Comment subcategories  Aticle latest created article
OTRS Framework 4 19

Questions and answers about the OTRS framework
Bugzilla 0 1

Reporting Bugs
EileManager Module 0 1

Aweb file system manager with download/upload option.
Benchmark Module 0 1

Asimple benchmark application

PucyHok: ObLynii Beb-uHTepgeric.

4. NepBoe NnpuMeHeHUue

Access the login screen as described in the section Agent web interface . Enter a user
name and password. Since the system has just been installed and no users have yet been
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created, login as OTRS administrator first, using 'root@localhost' for username and 'root'
for password.

NMpepynpexxpeHue

[aHHble 4oCTyna 3TOro akkayHTa AeNCTBUTESbHbI 418 KaXKA 0/ KOMUU HOBOYCTa-
HoBneHHon cuctembl OTRS. IMeHHO Mo 3Ton Npu4nHe naposab OTRS-agMnHUCTpPa-
TOopa HeobXoAMMO U3MEHUTb Kak MOXHO BbicTpee. DTO MOXHO cAenaTb rnocsne
BXO[la B CUCTEMY C NpaBamMu agMUHNCTpaTopa nepenas rno ccoliike preferences.

Ecnu He xoTuTe BXoOUTb B cuCcTeMy € npasaMu OTRS-agMuHMUCTpaTopa, NpocTo BBeguTe
MMS 1 Naposib CBoero 0bbIYHOro areHTCKOro akkayHTa.

In case you have forgotten your password, you can request the system for a new
password. Simply press the link below the Login button, enter the mail address that is
registered for your OTRS account into the input field, and press the Submit button (see
Figure).

Weicome to OTRS

Request New Password

Submit

Top of page Y

PucyHok: 3anpoc Ha BOCCTaHOBJIEHWE IapoJis.

5. Be6-unrepdenc - oosop

Upon successfully logging into the system, you are presented with the Dashboard page
(see Figure below). The Dashboard is completely customizable. It shows your locked
tickets, allows direct access through menus to the queue, status and escalation views,
and also holds options for creation of new phone and e-mail tickets. It also presents a
quick summary of the tickets which are pending, escalated, new, and open.
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0 o 0 = o=
4 2 A O m w = ! Simulate RTL S

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Dashboard

Reminder Tickets » Settings

Locked Tickets (0) ! 7 Day Stats
none —

Escalated Tickets
All (0) 1
none
New Tickets
All (1) 1
- Welcome to OTRS! 357d200
Open Tickels / Need Io be answered Upcoming Events

All(0) J none

OTRS News

PucyHok: lNaHenb yripaBaeHusi BE6-nHTepgevica areHToB

To improve clarity, the general web interface is separated into different areas. The top
row of each page shows some general information such the current username, the logout
button, icons listing the number of locked tickets with direct access to them, links to
create a new phone/e-mail ticket, etc. There are also icons to go to the queue, status,
and escalation views.

Below the icons row is the navigation bar. It shows a menu that enables you to navigate
to different areas or modules of the system, lettng you execute some global actions.
Clicking on the Dashboard button takes you to the dashboard which is the default start
page after login. If you click on the Tickets button, you will get a submenu with options to
change the ticket's view, create a new ticket (phone/e-mail) or search for a specific ticket.
The Statistics button presents a menu that allows you to choose from an overview of
the registered statistics, creating a new one or importing an existing one. The Customers
button leads you to the Customer Managment screen. By clicking the Admin button, you
can access all of the administrator modules, which allows you to create new agents,
queues, etc. There is also a Search button to make ticket searches.

Ecnu ycTtaHoBNEHbl AOMOSIHUTENbHbIE MPUSIOXKEHUS, TaKMe Kak, Hanpumep, PalinosbIi
MeHenxep nnn MeHenxxep EMenn-Pacchiikn, KHOMKKU A1 3anyCcka 3TUX NMPUTIOXKEHUN
6ynyT Tak>xe oTobparkaTcs.

KpacHasa nosioca, KOTopas HaxoOuTCA MO MaHesblo HasBurauuu npepgHasHavyeHa nong
oTobparkeHns pa3/INYHbIX CUCTEMHbIX coobLieHnn. Ecan BoMTN B CMCTEMY C NpaBaMu
OTRS-agMuHucTpaTopa, byneT BbiBefeHO coobuieHne 0 TOM, 4TO B CUCTEMe He crieayeT
paboTaTb C NpaBaMn agMUHUCTPaTOpPa.

Below the title of the section you are currently in, there are several subsections, each in
a separate box. These boxes can be relocated within the same column by clicking on and
dragging the box header, and dropping them elsewhere.

In the left column, you can see information on some tickets clasified as - reminder,
escalated, new, and open. In each of the categories, you are also able to see all of the
tickets that you are allowed to access, how many tickets you have locked, and how
many are located in "My Queues". "My Queues" are queues that you identify in your user
configuration account preferences as those you have a special interest in tracking.

In the right column is the Settings button. Click on it to expand the section and see the
various settings, as shown in Figure. You can then check or uncheck the individual settings
options and save your changes. This section is fixed, so you can not drag and drop it.
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DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Dashboard

Reminder Tickets

Locked Tickets (0)

nane

Escalated Tickets

Al (0)

nane

New Tickets

Al (1)

¥ Settings

V| Product News
] Reminder Tickets
V] Escalated Tickels
V] New Tickets
V] Open Tickets / Need to be answered
7| 7 Day Stats
] Upcoming Events
Online
V] OTRS News

Save

Welcome to OTRS! 358d6h 7 Day Stats
Open Tickets / Need to be answered

All(0) L
none

Upcoming Events >

PucyHok: Hactpovikun lNaHesnn YrnpaBrieHus.

Below the settings area, you can see a section with a graph of ticket activity over the past
7 days. Further below is a section displaying Upcoming Events and OTRS News.

Finally at the bottom of the page, the site footer is displayed (see Figure below). It contains
links to directly access the OTRS official website, or go to the Top of the page.

Top of page [Y

PucyHOK: HUXXHWUV KOJIOHTUTYJI.

6. UTOo Takoe ovyepenb?

Ha pun3nyeckom ypoBHe A1 NOYTOBOrO0 fALWMKaA CO34aeTCAa cneunanbHbin hann (MHoraa
€ro eule HasblBalOT MOYTOBbLIN CMyJ), B KOTOPbIA MOMELLAOTCA U XPaHATCA BCe Co0b6-
weHnsa. HoBble coobLueHNs 3/1eKTPOHHOW MOYThl MPOCTO A00aBAAIOTCA B KOHEL, 3TOro
danna. MoyToBasa NporpamMmma, KOToOpas UCMOb3YeTCa A1 YHTEHMUA N HAaNMCaHMA NMCeM
(Takme Nporpammsl eLle Ha3blBalOTCA NOJIb30BATE/IbCKMMW MOYTOBbIMU areHTamum - MUA
(Mail User Agent) yntaeT 370T hana n oTtobparkaeT ero cogep>xmmoe.

Oyepepyn OTRS MOXXHO CpaBHUTL C INnbox-thaniom, B KOTOPOM XPaHATCHA BXoasaLme coob-
LWEHNS SNEKTPOHHON NOYThI, TaK KakK B HUX TOXXE MOXKET XPaHUTCHA MHOXeCTBO coobule-
HU. O4epeln NMEKT MHOI0 PYHKLMNW, CXOXUX C TEMU, KOTOpble Npucymn Inbox-gan-
Jy. Kak areHTbl Tak 1 rnoJsib3oBaTeNn, BCe OOJ/KHbI MOMHUTbL O TOM, B KaKOW o4vepeau
COLAEepPXUTCA 3as8BKa. AreHTbl MOryT OTKPbIBaTb, pe4akKTUPOBaTh 3a8BKU, pa3MeLleHHble
B oYepenu, a Takxe, rnepemeLlatb UX U3 04HOW o4vepenn B Apyryto. Ho 3ayem nepeme-
waTb 3as89BKN?

Y1066l 06bACHUTL 3TO C HoNlee NPaKTUYECKON TOYKN 3pEHNSA AaBanTe BCNOMHUM npumep
C KoMnaHnen Makcnma, Kkotopas bbisia onncaHa B pasgese npmmep cucteMbl 0bpaboTku
3a8B0K. Makcnm yctaHoBua OTRS 4106kl n36aBMTCA OT CyLLLECTBYIOLLLEr0 Xaoca B CUCTe-
Me NoAfep>XXKU N NpefoCTaBUTb BO3MOXKHOCTbL CBOEN KOMaHAe ny4lle yrpaBaaTb CIyX-
6o Noanep>XKU KIMEHTOB, NOKYMaloLWMX BUOEOMArHUTOMOHbI.

One gqueue holding all requests is enough for this situation. However, after some time Max
decides to also sell DVD recorders. Now, the customers have questions not only about
the video recorder, but also about the new product. More and more emails get into the
single queue of Max's OTRS and it's difficult to have a clear picture of what's happening.

Max decides to restructure his support system, and adds two new queues. So now three
queues are being used. New messages arriving at the ticket system are stored into the
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old queue titled "raw". Of the two new queues, one titled "video recorder" is exclusively
for video recorder requests, while the other one titled "dvd recorder" is exclusively for
dvd recorder requests.

Max asks Sandra to watch the "raw" queue and sort (dispatch) the messages either into
"video recorder" or "dvd recorder" queue, depending on the customer request. John only
has access to the "video recorder" queue, while Joe can only answer tickets in the "dvd
recorder" queue. Max is able to edit tickets in all queues.

OTRS supports access management for users, groups, and roles, and it is easy to setup
queues that are accessible only to some user accounts. Max could also use another way
to get his requests into the different queues, with filter rules. Otherwise, if two different
mail addresses are used, Sandra only has to dispatch those emails into the two other
queues, which can't be dispatched automatically.

CopTupoBKa BXOAALLMX COOBLLEHMI B pa3/iNYHbIe o4epean NO3BOSET COXPaHATb CUCTe-
MYy MOALAEPXKKW B CTPYKTYPUPOBAHHOM U aKKypaTHOM Buae. [MOCKOIbKY Balln areHThbl
Haxo4ATCA B pa3HbIX Fpynnax v MMeIoT pas3indHble npasa AJa 40CTyrna K o4epensaMm, cu-
cTeMa MoOXXeT bbITb onTMM3MpoBaHa elle 6onblie. O4epean MoryT BbITb MCNOJIb30BaAHbI
ONs onpefeneHns CTPYKTYPbl BCEN KOMMNaHUM a TakxXXe Ans onpegeneHus paboyero no-
TOKa npoueccoB. MakCMM MOXXET K NpuMepy Co34aTb elle ogHy o4yepedb M Ha3BaTb ee
"mpomaxun", kotopas byneT cogepxaTb nogoyepenmn "sanpockl”, "npepnoxxeHunsa", "3a-
Ka3bl", "onnaTtbl" 1 T.4. Takon noaxon NnoMoXxeT MakcuMy CTPYKTYpupoBaTb U ONTUMU-
31poBaTb Npouecc paboTbl C TpaH3aKUUAMMN.

YeM nyylle CTPYKTYPUPOBaHHA CUCTEMA MOAMAEP)XKU, TEM MeHblle BpeMeHn TpebyeT-
CS ANS PasnnyHbIX 3a4a4. 9TO NPUBOAUT K YMeHbLUEeHUo paboyero BpemMmeHn, CooTBeT-
CTBEHHO U K YMEHbLLEHUIO fIeHEe)XHbIX 3aTpaT. O4Yepean MoryT NoMoYb ONTUMU3UPOBATL
H613Hec-npoLechkl Ballel KOMMaHuu.

7. NMonb3oBaTeNIbCKUE HACTPOUKMHU

OTRS users such as customers, agents and the OTRS administrator can configure their
account preferences as per their needs. Agent can access the configuration screen by
clicking on their login name at the top right corner of the web interface (see Figure below),
and customers must click on the "Preferences" link (see Figure below).

2°2°2°0 mw E !

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Edit your preferences
User Profile Email Settings Other Settings

Change password New ticket notification My Queues

No - [ Update
Junk o
Misc
Update Postmaster
Raw
Ticket follow up notification
Language =21 e s
English (United States) = unlocked and is in one of my subs
Updat < Undai| .
pdate No Update - | pamm
Spelling Dictionary
QueueView Refresh Time
English ~ | Update f enabled, the QueueVie: atically refre:
\—I Ticket lock timeout nofification s
systel o off « [ Update
Skin No ~ [ Update
Default ~ | Update
Screen after new ticket
Theme Ticket move notification CreateTicket ~ | Update

Figure: Agent's personal preferences.

An agent can configure 3 different categories of preferences: user profile, email settings,
and other settings. The default posibilities are:
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Mpocdpunb nonb3oBaTens

* IaMeHeHne TeKyLllero rnapons.

* Bbibop fA3blka MHTepgenca.

* [lepekntoyeHne Mexagy TeMamm nHTepdgenca.
* I3aMmeHeHne TeMbl Beb-uHTepdeinca.

* AKTUBaLMA U HAacTponKa hyHKLNM "BpemMa BHe odhdurca".

HacTpouku 371IeKTPOHHOMU NOYThbI

* BbibepuTe cobbITUS, MPY HACTYMJIEHUN KOTOPbIX, CUCTEMA [0/1KHA OTCbI1aTb YBEAOM-
NeHNs areHTaM Ha UX eMelibl.

Opyrve HaCTpoOMUKM

* B meHio "Moun Ovyepenn" Boibepute Te oyegenn, KOTopble XOTUTE OTCIEXUBaTb bonee
BHUMATESIbHO.

* YCTaHOBUTE BpeM4 obHoBNEHNS CTpaHWMubl and wabnoHa OTO6pa)KeHI/Iﬂ oqepep,e|7|.

* BbibepuTte cTpaHuULy, KoTopas AOJKHA 0TobparkaTcsi nNocsie co3faHnNs 3adaBKU.

Company Personal Support

New Ticket | My Tickets | Company Tickets | Search

Interface language Number of displayed tickets

Yourlanguage | English (United States) - Max. displayed tickets | 25

Update Update

Ticket overview Change password
Refresh interval | off - Hew Password
Update Verify Password

Update

SIMIME Certificate

SMIME Certificate Browse_

Upload

Update

Figure: Customer's personal preferences.

KnneHT MoxeT BbI6paTb A3bIK Be6-|/|HTep(pe|7|ca CNCTteMbl, N3IMEHATb BpeMA obHoBne-
HNA CTpaHWLbI B wabnoHe NMPOCMOTpPa oqepe,u,e|7|, Bbl6|/|paTb MaKCUMaJibHOE KOJINYeCTBO
OT06pa)KaeMb|X 3a9BOK. KpoMe 3TOro TakXxe Mo>XHo YCTaHOBUTb HOBbIN napoJib.
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NhaBsa 4. AODMUHUCTPUPOBaHUe

1. NMNaHenb ynpasneHua OTRS

1.1. OcHOBBI

The following system configuration settings are available to OTRS administrators by
accessing the Admin page of the OTRS web interface - adding agents, customers and
queues, ticket and mail settings, installing additional packages such as FAQ and ITSM,
and much more.

Agents who are members of the admin group can access the Admin area by clicking the
Admin link in the navigation bar (see Figure below). Agents without sufficiently elevated
access rights will not be able to access this link.

OO Al s o~ E G ou ae logged n as Miguel idigo  Costa 8] =

DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q

Admin

Agent Management Customer Management Email Settings

Queue Settings Ticket Settings System Administration

PucyHok: CtpaHuya OTRS-agMUHNCTpaTopa.
1.2. AreHTsbl, F'pynnsbl u Ponu
1.2.1. AreHTbl

By clicking the link Agents, you get access to the agent management screen of OTRS (see
Figure below). Administrators can add, change or deactivate agent accounts. Furthermore
they can also manage agent preferences, including the language and notification settings
for the individual agent's interface.

NMpuMeuaHue

Y4yeTHasa 3anncb (aKKayHT) areHTa MoXXeT ObiTb JeakTUBUPOBaHa, HO He yaasieHa.
[JeakTuBauns OCyLLECTBAAETCA NyTeM YCTaHOBKM nNapameTpa JenCcTBUTENbHbIN
B 3HAYEeHNE He LEVICTBUTE/IbHbIVI UN HE AENCTBUTESIbHbLINI-BPEMEHHO.
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DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Agent Management

Actions List

E3 Add agent USERNAME NAME EMAIL LASTLOGIN | VALID = CHANGED CREATED
el ——— g | O30 | CaRIED
o @ 10:38 10:38

Filter for Agents ‘"h el
:“ial o . 08/03/2010 4g 08032010 081032010

goy  miguel hidalgo@freedom.com valid oo o501

Costila
Admin root@insainost 08032010 L 03032010 DBIO3201D
OTRS @ 05:59 0557 0557

Note
Attention: Don't forget to add a new agent to
groups andior roles!

Top of page [

PucyHok: YripaBseHue AreHTamu.

To register an agent, click on the "Add agent" button, enter the required data and press
the Submit button at the bottom of the screen, as shown in Figure.

DASHBOARD Cl Cs CUSTOMERS

Agent Management

Actions Add Agent
Go to overview .
Agustin
Note de lturbide

ents will be needed to hande tickets agustin.deiturbide
Aftention: Don'tforgetto add a new agentto
groups andlor roles!

agustin.deiturbide @freedom.com
valid -

English (United States)  +
Engiish ~
Default ~
Standard +
®

Stat 08 /03 /2010 ~

=

PucyHok: [JobaBneHne HOBOro areHTa.

Mocne TOro, Kak HoBas y4yeTHas 3aMMCb areHTa Co34aHa, ero Hy>XHO caenaTb YJIEHOM
OOHON NN HECKONbKUX FPYM NAN posiein. 3a [ONONHUTENbHOW NHopMaLmen o rpynnax
n ponsax obpalwanTtecs K pasgeny Npynnbel n Poan gaHHOWM rnaBbl.

1.2.2. F'pynnsl

Kaxxgasa y4yeTHas 3anucb areHTa AoJIXKHa NpuHadsiexxaTb Mo KpanHen mepe K ogHOMN
rpynne nnm posawn. MNMocne yCTaHOBKW CUCTEMbI €CTb TPU NpegonpeaeneHHbIX rpynbl, Ko-
Topble npuBeaeHsbl B Tabnnue 5-1.

Tabnuua 4.1. NpeponpepeneHHbie rpynbl, AOCTYNHbI OJIA HOBOW
(TONbKO 4TO) ycTaHOBNEHHOU cucteMmbl OTRS

Mpynna OnucaHue

admin JonyckaeTca Ons BbINONHEHUA agMUHW-
CTpPaTUBHLIX 3a4a4 B CUCTEME.
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F'pynna OnucaHue

stats KoMneTeHTHble O reHepauun ctaTucTun-
KW 1 focTyna K MmoayJsto ctatuctukm OTRS.

users AreHTbl OOJIXKHbI BXOAUTb B 3Ty rpynmny c
npaBaMu OJis YTeHUs 1 3anucu. Torga oHu
CMOTYT NOSY4YUTb AOCTYM KO BCEM PYHKLM-
AM cucTeMbl 06paboTKM 3asBOK.

NMpuMmeuaHue

In a brand new OTRS installation, the users group initially does not have any
members. The agent 'root@localhost' belongs by default to the admin and stats
groups.

Y106bl NEepenTn Ha CTPaHWULY yrnpaBseHUs rpynnamMmu, HaXxMUTe B NaHean agMUHUCTPU-
POBaHUA CCbINKY Ipynmbl (CM. HAXKENPUBEAEHHbIN PUCYHOK).

2'2°2°0 m w E !

DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q.

Group Management

Actions List

I3 Add group NAME COMMENT VALD CHANGED CREATED
Group of all admins. valid 08/03/2010 05:57 08/03/2010 0557
Group for stats access valid 08/03/2010 05:57 08/03/2010 0557

o Group for default access valid 08/03/2010 05:57 08/03/2010 05:57

Top of page Y

PucyHok: YrnipaBsieHue rpynamu.

NMpuMmeuyaHue

Kak B cniyyae c areHTamu, rpynna B OTRS Mo)XeT 6bITb TONbKO AeaKTUBUPOBaHa,
HO He ypaneHa. [JeakTuBauMsa OCYLLECTBASAETCSA NyTeM YCTaHOBKM ¢nara Hen-
CTBUTEJIbHbIN B 3HAYEHWE HE AENCTBUTE/IbHbIVI WIWN HE 4ENCTBUTE/IbHbLIVI-BPEMEH-
HoO.

YT106bI 006aBMTL areHTa B rpynny, Wi N3MEHUTb NMPUHAJNIE)XXHOCTb areHToB K rpynne,
MCNONb3ynTe CCbINIKY Ha MaHenu YnpaBneHnsa AreHTbl <-> [pyrirbl (CM. HUXenpuseeH-
HbI PUCYHOK).
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DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q,

Manage Agent-Group Relations

Filter for Agents Overview

AGENTS GROUPS

Filter for Groups

Top of page Y

PucyHoK: YnpassieHue rpyrnamu.

An overview of all groups and agents in the system is displayed on this page. You can also
use the available filters to find a specific entity. If you want to change the groups that an
agent is a member of, just click on the agent's name (see Figure below). To change the
agents associated with a group, just click on the group you want to edit (see Figure below).

2°2°2°0C m @ = 1

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Manage Agent-Group Relations

Actions Change Group Relations for Agent “@

S0 10 ovsrview crovr [Oro  [Dwovemwro [lereare  [Clwote | [0 owner [ eriormy | [0 rw
o Ll a a L Ll la
=] o 0a 0a ] o ]

] ] 5] 5] ] ] ]
«
Reference

0
Read only access to the ficketin this group/queue
move._into
Permissions to move tickets into this group/queue.
create
Permissions to create tickets in this groupiqueue
note
Permissions to add notes to tickets in this group/queue.
owner
Permissions to change the owner of tickets in this group/queue:
priori
Permissions to change the ficket priority in this groupfqueue

Full read and write access to the tickets in this group/queue,

PucyHok: 3ameHeHue rpynnebl, K KOTOpOVI rNnpuHanlIeXnT areHT.
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DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q,

Manage Agent-Group Relations

Actions Change Agent Relations for Group 2)

Go to overview v Kl Kl v Kl
AGENT RO WOVE_INTO CREATE NOTE OWNER FRIORITY R

ci @ @ ci ci @ ]
ci £ £ ci ci £ 7]

ci @ @ ci ci @ ]

v ¥ ¥ v v ¥ 7]

Submit |or

Reference

Read only access to the ficketin this groupiqueus
move_into

Permissions ta move tickets into this group/queue
create

Permissions ta create tickets in this group/queue
note

Permissions to add notes to tickets in this group/queue

owner

Permissions ta change the owner of tickets in this group/queue.
priority

Permissions to change the ticket priority in this groupiqueue

PucyHok: VI3MeHeHve areHToB, BXOAALMNX B ONPEAESEHHY0 rpynmy.
Each group has a set of rights associated with it, and each group member (agent) may

have some combination of these rights for themselves. A list of the permissions / rights
is shown in Table 5-2.

Tabnuua 4.2. Npasa, cBa3aHHble ¢ OTRS-rpynnammu

MpaBa OnucaHue

ro lMpaBa "TONLKO A8 YTeHUA" 3a9BOK, 3anu-
cen n oyepenen 3Tom rpynnobl.

move into MNpaBa ANS NepeMelleHns 3as8BOK UN 3a-
nucen mexnay odepensmu mnm ans obna-
CTW, NpUHanexallen rpynne.

create MpaBa Asia CO3[4aHMA 3as8BOK UM 3anucei
B oyepensix unm obnacTtu rpynnei.

owner lMpaBa 0Ns U3MEHEHUs BRagenbua 3asBOK
WAn 3annucen B odepensax npuHagnexalmx
3TOW rpynne.

priority MpaBa o1 N3MeHeHUs NpnopmuTeTa 3a8BOK
nnm 3anucen B ovepean nnm obnacTu, npu-
Hagfiexxalien aTon rpynne.

rw MoNHbIA AOCTYN K 3asiBKaM UK 3anucsaM B
oyepeaun nam obnacTu, NnpuHagnexawemn K
3TOW rpynne.

NMpuMmeuyaHue

By default, the QueueView only Ilists tickets in queues that an
agent has rw access to, i.e., the tickets the agent needs to
work on. If you want to change this behaviour, you can set
Ticket::Frontend::AgentTicketQueue###ViewAllPossibleTickets to Yes.

Not all available permissions are shown by default. These additional permissions can be
added.
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Tabnuua 4.3. Additional permission groups

MpaBa OnucaHue

stats Gives access to the stats page.

bounce The right to bounce an email message (with
bounce button in ticketZoom).

compose The right to compose an answer for a ticket.

customer The right to change the customer of a ticket.

forward The right to forward a messages (with the
forward button).

pending The right to set a ticket to pending.

phone The right to add a phonecall to a ticket.

responsible The right to change the responsible agent
for a ticket.

NMpuMmevyaHue

These permissions can be added by changing the System::Permission

1.2.3. Ponm

Roles are a powerful feature to manage the access rights of many agents in a very simple
and quick manner. They are particularly useful for large, complex support systems with a
lot of agents, groups and queues. An example below explains when they should be used.

Suppose that you have a system with 100 agents, 90 of them with access to a single queue
called "support" where all support requests are handled. The "support" queue contains
multiple sub queues. The other 10 agents have permission to access all queues of the
system. These 10 agents dispatch tickets, watch the raw queue and move spam messages
into the "junk" queue.

The company now opens a new department that sells some products. Order request and
acceptance, order confirmation, bills, etc. must be processed, and some of the company's
agents are supposed to do this using OTRS. The different agents have to get access to
the new queues that must be created.

Because it would take a long time to change the access rights for the individual agents
manually, roles that define the different access levels can be created. The agents can then
be added to one or more roles, with their access rights being modified automatically. If a
new agent account is created, it is also possible to add this account to one or more roles.

NMpuMmeuyaHue

Roles are really useful when dealing with complex organizations and when
maintaining larger OTRS installations. Proper care is advised though. Mixing Agent
to Group with Agent to Role mappings can make for a complex access control
scheme, that is difficult to understand and maintain. If you wish to use only roles
and disable the Agents <-> Groups option in the Admin area, you can do so by
modifying the Frontend::Module###AdminUserGroup in the SysConfig. Be aware
that this won't remove already existing Agents to Group assignments!

Ons ynpaBneHUs poasMn nepengute no ccoiike Posiy B NaHenn AQMUHUCTPUPOBAHNA
(cM. HMXXenpuBeOeHHbIN PUCYHOK).
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DASHBOARD | TICKETS | STATISTICS | CUSTOMERS o

Role Management

Actions List

ﬁ Add role NAME COMMENT VALID CHANGED CREATED

- Member of the help deskte].] valid 08/03/12010 14:37 08/03/2010 14:37
Supenisor of the IT deparf..] valid 08/03/2010 14:29 080312010 14:29
Member of the senice desk(..] valid 08/03/2010 14:37 08103/2010 14:38

Note

Top of page Y

PucyHo: YrnpasaeHune Possmu.

NMpuMmevyaHue

Kak B Cly4ae C areHToM 1 rpynnamMm, ogHa>kabl CO34aHHbIE PON MOTyT BbITb Ae-
AKTMBMPOBaHbI, HO He yaaneHbl. YTobbl OTKNO4YNTL, YyCTAaHOBMTE onumio [LencTBun-
TeJIbHbIN B 3HaYeHNe He JeViCTBUTE/IbHbIV NN HE NeNCTBUTE/bHbIV-BPEMEHHO.

MpueeneH o0630p BCex ponen B cucteme. Haxxmmre Ha umsa ponu, 4Tobbl oTpesakTupo-
BaTb €€ HaCTPOMKU. Mo yMonYaHuto, B HOBOM, TOJIbKO Y4TO yCTaHOBNeHHon cucteme OTRS
HeTy npeponpeeneHHblX ponen. Ytobbl co3faTbh HOBYHO, HaXXMUTE KHOMKY "[o6aBuTb
posb", BBeAUTE BCe HEOBXOONMbIE AaHHbIE N HAXXMUTE KHOMKY OTNpaBuTb (CM. HUXXe-
npueBeneHHbI PUCYHOK).

2°2°2°¢c m & = Y

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Role Management

Actions Add Role
Go to overview IT supenvisor

wvalid -

Supenvisor of the IT department

[ submit Jor

Note

Top of page Y

PucyHok: [JobassieHne HOBOV pPOJIN.

YT106bl NONYYNTb CMNCOK BCEX POJIEN N areHTOB B CUCTEME, NepenanTe no ccoiike Po-
I <-> AreHTbl B [laHenn AAMUHUCTPUpOBaHUA. Takxe, O/19 NOUCKa KOHKPETHOro aJie-
MEeHTa MOXXHO MCMNOoJIb30BaTb UALTPLI. ECn HE0BX0AMMO N3MEHUTL POJIN CBSAI3aHHbIE
C onpepnesieHHbIM areHToOM, NPOCTO KJIANKHUTE Ha MMSA areHTa (CM. HxenpuBeaeHHbIN
PucyHoOK). YTo6bl N3MEHUTb areHToB, CBA3aHHbIX C POJIbIO, HAXKMUTE Ha POJib, KOTOPYIO
HY>XHO OTpedakKTMpoBaTb (CM. HMXKENPUBEOEHHbIN PUCYHOK).
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DASHBOARD | TICKETS | STATISTICS | CUSTOMERS fo)

Manage Role-Agent Relations

Actions Change Role Relations for Agent (4)
Ga to averview roLE [FlAcIvE
s
Filter
or

Top of page Y

Figure: 13ameHeHne Ponei, CBA3aHHbIX C Ar€HTOM.

2" ’tgl” O = & b

DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q.

Manage Role-Agent Relations

Actions Change Agent Relations for Role (3)
60 to overview . B acive
]
Filter
]
"

Top of page Y

Figure: 3meHeHVe AreHToB, CBA3aHHbIX C KOHKPETHOV PoJibio.

YT106bI NONY4MUTb CNMCOK BCEX POSEN N FPYNN CUCTEMBI, NepengnTe no ccobinke Ponn <->
pynnel Ha MaHenn YnpassieHnsa. Ha 3KpaHe NoABUTCA CTpaHULa, NpuBeAeHHas HUKe Ha
PucyHke. 1ns Nnoncka KOHKPETHOr 0 3/1eMeHTa Tak>Ke MOXXHO UCMO0JIb30BaTb PUIIbTPSI.
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2°2°2°0c m & = 1 ou are n s Wigue! Hidalgo y. Costila [[F]

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Manage Role-Group Relations

Filter for Roles Qverview

ROLES GROUPS

Filter for Groups

Top of page L1

Figure: YnpaBaeHune oTHoLeHUaMu Poau-Irpynriebl.

YT0o6bl ONpefennTb pa3findHbie NpaBa AOCTYyMNa L8 PO, HAXXMUTE Ha UMS POJIN UK
rpynnbl (CM. HYXe PucyHok 5.13 n 5.14, cooTBETCTBEHHO).

,'n J‘n ‘n O m e i T ou are |3:.\\gL-E\m;uh;‘::v;-.;lul.im

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Manage Role-Group Relations

Actions Change Group Relations for Role (3)
EDU IR crowr [ ro [Owovewo [Clereare  [Cwoe [ owner O erormy | O rw
Ll 0a 0a ] Ll L]
] o o s il 1
Filter
.
Note: Reference

Ifnothing
in
for the

o
Read only access to he ficket in this group/queue.

move_into
Permissions to move tickets into this group/queue

create
Permissions to create tickets in this group/queue
priori
Permissions to change the ficket priority in this groupfqueue

Full read and write access to the tickets in this group/queue,

Top of page [

PucyHok: IameHeHune cBsa3Tn mexay pynnovi n PoJsibio.
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DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Manage Role-Group Relations

Actions

Go to overview

Filter

Note

Change Role Relations for Group @)
ROLE ¥l ro WOVE_INTO CREATE NOTE
@
@ @
£
Submit | or
Reference

0
Read only access to the ficketin this group/queue

move_into
Permissions to move tickets into this group/queue

create
Permissions to create tickets in this groupiqueue

priority
Permissions to change the ficket priority in this group/queue

Full read and write access to the tickets in this groupiqueue

OWNER

FRIORITY

PucyHok: i3ameHeHne oTHoLweHus Posan k pynne.

1.3. KnueHTsbl n N'pynnbl KnueHTOB

1.3.1. KnueHThl

RW

Top of page Y

OTRS supports different types of users. Using the link "Customers" (via the navigation
bar, or the Admin page), you can manage the accounts of your customers (see Figure
below), who can log into the system via the Customers interface (customer.pl). Through
this interface, your customers can not only create tickets but also review their past tickets
for new updates. It is important to know that a customer is needed for the ticket history

in the system.

2'2°2'0 m @ E

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Customer Management

Actions

search |

3 Add customer

Database Backend ~

Note

Customer will be needed to have a customer
history and to login via customer panel

List
USERNAME NAME EWAL CUSTOMERD
Ignacio Lopez
5 ignacio lopez@freedom com Independence
Raydn E pec P
Leona Vicario leona com
Vicente Guerrero  vicente. com

PucyHok: YnpaBseHune KianeHTamu.

LASTLOGN

080312010

06:05

VALD

valid

valid

valid

Top of page [Y

Ha>kaB Ha nMsa KAneHTa, Mo 3aperncTpMpoBaHHbIM KJIMEHTAM MOXXHO MPOU3BOAUTL MO-
UCK, peAaKTNPOBaTh X AaHHbIE. Tak)Xe eCTb BO3MOXHOCTb MU3MEHUTb KNEHTCKuUM back-
end, 3a 6bonee nogpobHon nHbopmaumnen obpallanTechb K riaBe BHELUHME XpaHWIULLA

OaHHbIX.

YT06bl CO34aTh HOBYIO YYETHYIO 3aMNCh KJIMEHTA, Ha)KMUTe KHOMKY "[1o6aBUTb KJNEH-
Ta" (CM. HMXXenpuBedeHHbIN PucyHok). HekoTopble nons siBnstoTcs oba3aTesnbHbIMY, T.€
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OHW OO0JIKWN CcoAep>XaTb AaHHble, MO3TOMY €CJZIN Bbl OCTaBUTE UX MYyCTbIMU, OHN 6ynyT
BblAaes1eHbl KPaCHbIM LIBETOM.

2°2°2°0C m @ = 1

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN

Customer Management

Actions Add Customer
Go to overview .
Ignacio
Note Allende

Customer will be needed to have a customer ignacio allende
history and to login via customer panel

ignacio.allende@freedom.com

Independence

valid -

PucyHok: [lobaBaeHue KJaneHTa.

KAneHT MOXeT Moay4nTb AOCTYN K CUCTeMe NyTeM BBOAa JIoruMHa 1 naponda. CustomerlD
HY>XeH ON9 UAEHTUMUKALNN KIIMEHTA U ero 3a8BoK. NoCKOJIbKY aApecc 3J1IEKTPOHHOW MNo-
YTbl ABNAETCH YHUKAIbHbIM, €r0 MOXXHO NCMOJ/1b30BaTb B KAYECTBE YHMKAJIbHOMO NAETH-
TudgunkaTtopa (ID).

NMpuMmeuyaHue

Kak 1 B c/ly4ae c areHTamu, rpynnamm n poasmMm, CACTeMa He NO3BONIAET yAansaTb
KJINEHTOB, @ TONIbKO AE€aKTUBNPOBATb UX, YCTAHOBMB ONUMIO [leNCTBUTENbHLIN B
3HaYeHNe HeeNCTBUTEIbHbIV W HEAEVICTBUTE/IbHbIV-BPEMEHHO.

1.3.2. N'pynnbl KnueHtos

KnneHTbl TakXXe MoryT 6biTb fobaBsieHbl B Fpynny, YTO MOXXET ObiTb NOsI€3HO, eCu Bbl
XOTUTE 06belEHNTb HECKOJIbKUX KJIMEHTOB TOWM XK€ KOMMNaHWUW AN A0CTyNna K 04HOW Unn
HEeCKoNbKUM oyvepensim. CHavana cosfanTe rpynny, B KoTopyto 6yayT BXOAUTb KANEH-
Thbl, 419 3TOro NepengnTe no ccolike Moaynb Ynpaenenus Mpynnamu . 3atem fobaBbTe
oyepenun n BbibepuTe HOBYIO Fpynny OJs 3TUX ovepenen.

The next step is to activate the customer group support. This can be done with the
configuration parameter CustomerGroupSupport, from the Admin SysConfig option. Using
the parameter CustomerGroupAlwaysGroups, you can specify the default groups for a
newly added customer, so that every new account will be automatically added to these
groups.

Mepenps no ccoifike "KnneHTbl <-> pynnbl" Bbl MOXXETE yrNpaBisTh OTHOLWEHNAMN KOH-
KPEeTHOro nosib30BaTeNsa K pa3HbiM rpyrnnam (CM. HMXXenpuBeaeHHbIN PUCYHOK).
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DASHBOARD TICKETS STATISTICS CUSTOMERS

Manage Customer-Group Relations

Actions Search Result:

Search | CUSTOMERS (4) GROUPS

Filter for Groups

Customer Default Groups:

GROUPS
users
info

Nao change:

Top of page L1

PucyHok: YrnipaBsieHue oTHOLUEHUAMU KaneHT-Ipyrina.

Ons onpepneneHnsa pasnyHbIX rpynn, B KOTOPble JOJIKeH BXOAUTb KANEHT, 1 HaobopoT,
Ha)XMUTe Ha COOTBETCTBYIOLLEE MMA NOJSIb30BaTENS UAN FPYNnbl (CM. HUXXe PUCYHOK 5.16
n 5.17, COOTBETCTBEHHO).

DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q

Manage Customer-Group Relations

Actions Change Group Relations for Customer (ignacio.allende)
Go to overview rousk e Fl ol Pl
] [&]
Edit Customer Default Groups g A

Customer Default Groups:

Filter for Groups GROUPS
users
info
No chang

Reference

o
Read only access to the ticket in this group/queue.

Full read and write access 1o the tickets in this group/queue

Top of page L1

PucyHok: NiameHeHue cBsa3u mexay [pyrnovi n KIneHToMm.
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DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Manage Customer-Group Relations

Actions Change Customer Relations for Group (2)
Go to overview cusTONER (6) Oro | O rw
] ]
search | = g
cards are alowe [&] ]
] ]
Note: or

Reference

o
Read only access to the ticket in this group/queue.

w
Full read and write access to the tickets in this groupiqueue

Top of page Y

PucyHok: IameHeHune cBsizn mexay KnneHToMm u Fpyrnnou.

1.4. Oyepenm

Mcnonb3ysa ccoinky "Ovyepeaun”, Haxogsdwytca B MNaHenn AOMUHUCTPUPOBaHUS, MOXKe-
Te ynpaBaaTb o4epenaMm CUCTEMBI (CM. HMXKenpuBeaeHHbIN PUCYHOK). B HOBOIN, TOJIbKO
ycTaHoBsieHHoU cucteme OTRS cyuwiecTByeT 4 npegonpeneneHHbix odepenn: Junk, Misc,
Postmaster n Raw. Ecnm He ncnonb3yoTca paHee onpeneneHHble dunbTpbl U NpaBuia,
BCe BXoAsllne coobuieHns coxpaHsaoTca B odyepeamn "Raw". Oyepenb "Junk" ncnonb3sy-
eTCs ANA XPaHEHNS CMaM-Co0bLLEeHNA.

2° s

DASHBOARD TICKETS STATISTICS CUSTOMERS

Manage Queues

Actions List
(3 Add queue NAME GROUP | COMMENT VALD | CHANGED CREATED
users Al junk tickets valid 08103/2010 05:57 08/03/2010 05:57
users Al misclickets valid 08/03/2010 05:57 08/03/2010 05:57
users  Post master queue valid 08103/2010 05:57 08/03/2010 05:57
users Al default incoming ficke[ ] valid 08/03/2010 0557 08/03/2010 05:57
Top of page [

PucyHok: YripaBseHue odyepeasimu.

34ecb MOXXHO A06aBAsSATb U KOPPEKTUPOBATL ovepenmn (CM. HKenpuBeOeHHbIn Pucy-
HOK). MO>XXHO onpenennTb rpynny, KoTopas AoJ/XKHa UCMOob30BaTh ovepelb. Takxe ove-
peab MOXXHO YCTaHOBUTb Kak MOA-O4epelb y)Ke CYLecTBYoLWen ovepean.

58



OTRS

Real Services

0 g0 o0 ~ o - -
2 % A O mm = ! 0y Costia [G)

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Manage Queues

Actions Add Queue

Go to overview Support

admin ~

1220

300 § e

PucyHok: [lobaBriieHne HOBOW o4Yepeamn.

[nsi oyepenn MOXXHO onpenennTb BpeMs pa3b/IoKMPOBKN - ecn areHT 3abnoknposan
3asBKY U HE 3aKpblJl ee [0 UCTeYeHUss BpeMEHU BJI0KMPOBKM, 3asiBKa ByaeT aBToMaTu-
Yyecku pa3bnokupoBaHa 1 AOCTYMHa 4SS APYrUX areHTOoB.

ECTb TpM TNa HaCcTpPOeK 3CKaNaLum BPEMEHMN, KOTOPbIE MOFYT ObITb CBA3aHbl Ha YPOBHE
ovyepenen:

Ackanauuna - Bpems NepBoro OTK/AMKa

» After creation of the ticket, if the time defined here expires without any communication
with the customer, either by email or phone, the ticket is escalated.

Sckanauusa - Bpemsa obHoBneHus

* If there is a customer followup either via e-mail or the customer portal, that is recorded
in the ticket, the escalation update time is reset. If there is no customer contact before
the time defined here expires, the ticket is escalated.

dckanauusa - Bpema pewueHun
» Ecnn 0o UCTeYeHns oroBOPEHOr0 BPEMEHW 3asiBKa HE 3aKpbiTa - OHa 3CKanmpyeTcs.

Ncnone3ysa onuuio 'Ticket lock after a follow-up', MoXXHO onpenenuTb ByaeT nn 3aaBKa
yCTaHOBJIEHa B 3Ha4YeHue '3abnoknpoBaHa' Ang CTaporo Bnajenbla, ecnm oHa bbina 3a-
KpblTa @ MOTOM OTKPbITa 3aHOBO. Takoe noBejeHne rapaHTupyeT, 4TO nocnenyroLlas
3asBKa byaeT obpabaTbiBaTbCA areHTOM, KOTOPLIN paboTan C 3TON 3as9BKON paHee.

The parameter for the system address specifies the email address that will be used for
the outgoing tickets of this queue. There is also the possibility to associate a queue with
a salutation and a signature, for the email answers. For more detailed information, please
refer to the sections email addresses, salutations and signatures.

NMpuMmeuyaHue

Kak B csly4yae c areHTaMu, rpynnamMm n KameHTaMmm, odepean He MoryT ObiTb yaa-
JNIEHbI, @ TOJIbKO OTKJIIOYEHBI, MYyTEM YCTaHOBKK onuun "encreuTtenbHas" B 3Ha-
YyeHne HeaencTBUTEIbHAs NN HEAENCTBUTEIbHAS-BPEMEHHO.
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1.5. NMpuBeTcTBUA, NOANUCU, BJIODKEHUA U OT-
BeThbl

1.5.1. NpuBeTCBTUA

MpuBeTCTBME 3TO TEKCTOBLIN MOAY /b AN oTBeTa. [IpMBETCTBUA MOryT ObITb CBSA3aHbI C
O4HOW NN MHOrMMK o4YepeasiMU, Kak 3TO ONMCaHOB B paszene o4vepeawu. MpuBeTcTBUA
NCNOJSIb3YIOTCA C 04epessMU TOJSIbKO B TOM CJlyydae, 3C/IM Ha 3a8BKY U3 3TON o4epean yxKe
hanu oteeT. [1na ynpaBnieHWs pa3iMyHbIMU NPUBETCTBUSAMUN B CUCTEME BOCMNOJIb3YNTECh
ccbinkon "MpueeTcTBMA" B NaHeN agMUHUCTPUPOBAHNS (CM. HUXXeNpUBeAeHHbIN Pucy-
HOK).

2°2°2°0C m @ = !

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Salutation Management

Actions List

(3 Ada salutation WANE CoumENT VAUD | cANGED CREATED
$Standard Salutation, wvalid 08/03/2010 05.57 08/03/2010 05:57

Top of page Y

PucyHok: YripaBsieHve rnpuBeTCBUSMU.

Mocne ycTaHOBKM B CUCTEME €CTb OOHO MpeponpeneneHHoe rnpuBeTcTBMe: "system
standard salutation (en)".

To create a new salutation, press the button "Add salutation", provide the required data
and submit it (see Figure below).

2°2°2°0C m @ = !

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Salutation Management

Actions Add Salutation

Go to averview Example of salutation

L]
-
o
E
Tt
il
i
"
1
(1]
(]
=

- B sze B 2- 5| Source =
Hello <OTRS_CUSTOMER_DATR_UserFirstnames,
Here is some information about your ticket
The current owner of the ticket <OTRS_TICKET TicketlNurber> is: <OIRS_OWNER UserFirstname>.
We expectto solve your issue in less than 24 hours

Thank you and feel free to contact us if you have any question.

PucyHok: [JobaBneHue HOBOIro rnpuBeTCTBUS.
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B NMPUBETCTBUAX MOXHO NCMOJ1Ib30BaTb NepeMeHHbIEe. Korga Bbl oTBe4aeTe Ha 3adaBKY,
MMeHa nepemMeHHbIX 6yn,yT 3aMeHeHbl Ha X 3Ha4YeHn4.

Pa3nnyHble nepemeHHble, KOTOPble MOXHO WCMOJAb30BaTb B OTBeTax MNpuBefeHbl B
HUXKHEN 4acTu 3KpaHa npuBeTCTBUA. ECan Bbl MCnonb3yeTe, HanpuMmep, nepeMeHHyto
<OTRS_LAST NAME> To B oTBeT OyaeT BKOYeHa hamMmnansa oTnpaBuTesns 3aaBKU.

NMpuMeuaHue

Kak 1 B cnyyae € gpyrumm cywHoctamu cuctembl OTRS, nNpmBeTCTBUSA HE MOXKHO
yhansaTb, TONbLKO AeaKTUBUPOBaATb UX, yCTAaHOBMB NapaMeTp OenCcTBUTESNbHbIN B
3HaYeHNe He JEeVICTBUTE/IbHbIVI WIN HE AENCTBUTE/bHbIVI-BPEMEHHO.

1.5.2. Mopnucwm

Another text module for a response is the signature. Signatures can be linked to a queue,
as described in the section about the queues. Please note that a signature will only be
appended to a response text, if it has previously been linked to a queue. You can manage
the signatures in your system by accessing the "Signatures" link of the Admin page, (see
Figure below).

2°2°2°0C m @ = !

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Signature Management

Actions List

(&3 Add signature NAME COMMENT VALD CHANGED CREATED
Standard Signature. valid 08/03/2010 0557 08/03/2010 0557

Top of page [

PucyHok: YripaBseHue rnoanncsamu.

B HoBOI, TONLKO yCcTaHoBNEHHON cucteme OTRS ecTb oOgHa nNpeaycTaHOBAEHHaA Noga-
nuce: "system standard signature (en)".

YT106blI CO34aTb HOBYIO MOAMUCH, HaXXMUTe KHoMnky "Ho6aBnTb moanucek", BBEONTE BCE
HeobXoAnMbI AaHHble U HaXXKMUTe KHOMKY "OTnpaBuTk" (CM. HUWXenpuBeaeHHbIN Pucy-
HOK).
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DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Signature Management

Actions Add Signature

Go to averview Signature example

s Bfse Bfa-2- Saurce |
Itis our pleasure to serve you.

Receive kind greetings,
<0TRS_CURRENT_UserFirstname> <0TRS_CURRENT_UserLastname=

PucyHok: [JobaBiieHne HOBOV roArucu.

Like salutations, signatures can also contain dynamic content, such as the first and last
name of the agent who answers the ticket. Here too, variables can be used to replace the
content of the signature text for every ticket. See the lower part of the signatures screen
for the variables which can be used. If you include the variable <OTRS_LAST _NAME> in
a signature for example, the last name of the agent who answers the ticket will replace
the variable.

NMpuMmeuyaHue

Kak n B csiy4ae C NpMBETCTBUAMU, NOAMNNCA HE MOryT 6biTb yAaneHbl, TONIbKO
0EeaKTUBUPOBaHbI NyTEM YCTAaHOBKW MapamMmeTpa JenCcTBUTENbHbIN B 3Ha4YeHNA He
AEeVICTBUTEJIbHbIVI WIN HE AENCTBUTE/bHbIVI-BPEMEHHO.

1.5.3. Bno>xeHus

You can also optionally add one or more attachments to a response. If the response
is selected, the attachments will be attached to the message composition window. If
necessary, the agent can remove the attachment from an individual response before
sending it to the customer.

Mcnonb3ya ccoinky "BrnoxeHna" Ha lNaHenn AOMUHUCTPUPOBAHUA, MOXXHO 3arpysuTb
BNOXXeHUSA B 6a3y AaHHbIX CUCTEMbI (CM. HMXKEeNpUBEAEHHbI PUCYHOK).
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DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Attachment Management
Actions List
Add attachment NAME FILENAME COMMENT VALD CHANGED CREATED DELETE
Justa sample of vaig UBI03M2010 0810312010
att]. ] 2322 2322 L
08/0312010 0810312010
Another sample vaid o 0320 i
Top of page [Y

PucyHok: YripaBrieHne BJ10XKEHUSIMU.

To create a new attachment, press the button "Add attachment", provide the required
data and submit it (see Figure below).

2°2°2°0 m @ E !

DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q.

Attachment Management
Actions Add Attachment
Go to overview ame: | sample 3
"t CAintelLogs\inelGFX o [ Browse. |
valid -

at | Justanother sample,

[ submit Jor

Top of page [

PucyHok: [JobaBieHue HOBOIro B/IOXKEHMUS.

If an attachment is stored it can be linked to one or more responses. Click on the
"Attachment <-> Responses" link of the Admin page (see Figure below).
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DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q

Manage Responses <-> Attachments Relations

Overview

RESPONSES ATTACHMENTS

Top of page [

PucyHok: CBsi3biBaHMe BaoxeHuri c OTBeTaMu.

YT06bI CBA3aTb pPa3/iNyHbIe BJIOXKEHNSA C KOHKPETHbLIM OTBETOM U HaobopoT, HAXXMUTE Ha
Ha3BaHMe COOTBETCTBYIOLLEro OTBETa WUKN BAOXKEHUA (CM. HUxXe PucyHkm 5.27 n 5.28,
COOTBETCTBEHHO).

2°2°2°0C m @ = !

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Manage Responses <-> Attachments Relations

Actions Change Standardatiachment Relations for Standard Response 0]
 Goto averview | STANDARDATTACHMENT O acve
]
;

Top of page [

PucyHok: Ni3ameHeHune cBsizeni mexay BroxeHnem n OTBETOM.

64



OTRS

Real Services

2°2°2°0c m & = Y

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Manage Responses <-> Attachments Relations

Actions Change Standard Response Relations for StandardAttachment )

S sTanparo esponse [ AcTive

[ Submi ] o

Top of page [

Pl/lcyHOK.‘ N3meHeHune cBsa3un MeXxay OTBEeTOM U BIOXKEHUeM.
1.5.4. OTBeThI

To speed up ticket processing and to standardize the look of answers, you can define
responses in OTRS. A response can be linked to one or more queues and vice versa. In
order to be able to use a response quickly, the different responses are displayed below
every ticket in the QueueView or in "My Queues".

For a fresh OTRS installation, the "empty answer" response is set as the default for every
queue. Clicking the "Responses" link on the Admin page brings you to the Responses
management page (see Figure below).

2°2°2°0C m @ = 1

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Manage Responses

Actions List

[E3 Add response NAME ATTACHWENTS COMMENT | VALD | CHANGED CREATED DELETE
o valid 08/03/2010 05:57 08/03/2010 0557 o
0 valid 08i03/2010 05:57 08/03/2010 05:57 juif

Note

Top of page [

PucyHok: YnpaBrieHue oTBeTaMu.

To create a new response, click on the "Add response" button, provide the required data
and submit it (see Figure below).
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DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Manage Responses

Actions Add RESDU”SE
Go to overview More details needed
iote Brus EE|EE|EE== ™
2| o P sze B A- - < Source -
Attention Hello <0TRS_CUSTOMER_DATA_UserFirstnames,

We havent solved your issue, due to the lack of information previously provided. We need to know the
following things:

Greefings,
<OTRS_OWNER_UserFirstname>

PucyHok: [JobaBieHne HOBOro oTBeTa.

To add/remove responses to one or more queues, click on the "Responses <-> Queues"
link on the Admin page (see Figure below). You can also use filters to get information
regarding a specific entity.

2°2°2° 0 m w = !

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Manage Response-Queue Relations

Filter for Responses Overview

RESPONSES QUEUES

Filter for Queues

Top of page Y

PucyHok: YripaBneHune OTHoleHusaMu OTBeT-O4depesb.

YT106bl ONpenennTb pa3/inyHblie OTBETHI 419 04epean N HaobopoT, HaXKMUTE Ha COOTBET-
CTBYIOWWMA OTBET UM odepenb (CM. HMXXe PncyHko 5.32 un 5.33, COOTBETCTBEHHO).
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DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Manage Response-Queue Relations

Actions Change Queue Relations for Response (3)

Go to overview QUEUE O actve

Filter

EOREO

Top of page [

PucyHok: 13mMeHeHne CBSA3N Mexay Oqepegbfo v OTBETOM.

2°2°2° 0 m w = !

DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q

Manage Response-Queue Relations

Actions Change Response Relations for Queue ™

Go to overview RESPONSE O actve

Filter |

Top of page Y

PucyHok: 3meHeHue cBA3n Mexxay OTBeTOM U Oqepegbfo.

The structure of a response is self explanatory. It includes the salutation associated with
the queue, then the text of the response, then the quoted ticket text, and finally the
signature associated with the queue.

1.6. ABTO OTBeThl

OTRS allows you to send automatic responses to customers based on the occurrence of
certain events, such as the creation of a ticket in a specific queue, the receipt of a follow-
up message in regards to a ticket, the closure or rejection of a ticket, etc. To manage such
responses, click the link "Auto responses" on the Admin page (see Figure below).
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DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Auto Response Management

Actions List

{3 Add auto response NAME TYPE COMMENT | VALD = CHANGED CREATED
08/03/2010 08/03/2010
0557 0557
08/03/2010 08/03/2010
0557 0557

auta follow up valid
auta reject valid

auta replyinew valg 080312010 08/03/2010
ticket 0557 0557
08/03/2010 08/03/2010

auta reply vald o e

Top of page Y

Pl/leHOK.' yl'lpanIEHl/le ABTOMaTUYECKMMM OTBETaMu (aBTO-0TBETaMU).

To create an automatic response, click on the button "Add auto response", provide the
needed data and submit it (see Figure below).

2°2°2°0c mw E

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Auto Response Management

Actions Add Auto Response

Go to overview Auto response sample 1

Your ticket is being processed

A Bl s ¥ Ar S @ Source o

Hello <OTRS_CUSTOMER_REALNAME>,

This is an automatic response to letyou knowthat your request s being processed
‘You will have news in the next 4% hours,
Thank you

Your OTRS team

PucyHok: [JobaBreHne ABTOMaTU4YECKOro oTBeTa (aBTOOTBETA).

The subject and text of auto responses can be generated by variables, just as in signatures
and salutations. If you insert, for example, the variable <OTRS_CUSTOMER_EMAIL[5]>
into the body of the auto answer, the first 5 lines of the customer mail text will be inserted
into the auto answer. You will find more details about the valid variables that can be used
at the bottom of the screen shown in the Figure.

0na Ka>K[oro aBTo-oTBeTa MOXXHO YKa3aTb creumnasbHoe cobbiTe, npum HaCTyrnJieHnn Ko-

TOPOro 3TOT aBTO-0TBET byaeT oTcbinatcs. MNpenonpeneneHHble CObbITUS, [OCTYMNHbIE
nocsie HOBOW YCTaHOBKMW NpuBeaeHsbl B Tabanuy 5-3.

Tabnuua 4.4. CobbiTMA AN ABTOMaTUYECKUX OTBETOB

HasBaHue OnucaHue
auto reply Co3pgaHue 3asBKN B onpeaesieHHOoN o4yepe-
an.
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Ha3BaHue OnucaHue

auto reply/new ticket OTKpbITME Yy)Xe 3aKpbITON 3asBKW, Hanpu-
Mep ec/n KNMeHT oTBeYaeT Ha onpefesneH-
HYIO 3a8BKY.

auto follow up Mprnem BXoOsaumx 3asBOK.
auto reject ABTOMaTUYECKUN OTKa3 OT 3asfABKW, chae-
JTAHHHbIA CNCTEMON.
auto remove YoaneHne 3asBKO, 3aBEepLUEHHbLIX CucTe-
MO.
NMpuMmevyaHue

As with other OTRS entities, auto responses too cannot be deleted, only
deactivated, by setting the Valid option to invalid or invalid-temporarily.

To add an auto response to a queue, use the "Auto Response <-> Queues" link on the
Admin page (see Figure below). All system events are listed for every queue, and an auto
answer with the same event can be selected or removed via a listbox.

2°2°2°0c mw E

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Manage Queue-Auto Response Relations

Filter for Queues Overview

QUEUES AUTO RESPONSES

Filter for Auto Responses

Top of page Y

PucyHok: YnpasneHue cBsi3bio O4Yepeab-ABTOMaTUYECKUI OTBET.

To define the different auto responses that will be available for a queue, click on the
corresponding queue name (see Figure below). It is also possible to edit an existing auto
response - to do so, click on the response and edit in the same manner as editing a new
auto response.
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DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Manage Queue-Auto Response Relations

Actions Change Auto Response Relations for Queue (3)

Go to overview default reply (after new ticket has be

defaultrejectinew licket created (afte =

defaultfollow up (after a ficket follow ~
defaultreject (after follow up and reje =

[ Update |

Top of page [

PucyHok: VI3meHeHne cBA3U mexay ABTOMaTU4eCKUM OoTBeTOM U Oqepegbfo.

1.7. Appeca 3/1eKTPOHHOM NOo4Thl

To enable OTRS to send emails, you need a valid email address to be used by the
system. OTRS is capable of working with multiple email addresses, since many support
installations need to use more than one. A queue can be linked to many email addresses,
and vice versa. The address used for outgoing messages from a queue can be set when
the queue is created. Use the "Email Addresses" link from the Admin page to manage all
email addresses of the system (see Figure below).

2 2°
L %

DASHBOARD TICKETS STATISTICS CUSTOMERS

System Email Addresses Management

Actions List
3 Add system address EMAIL ADDRESS DISPLAY NAWE | COMMENT VALD | CHANGED CREATED
Standard 08/03/2010 08/03/2010
OTRS Syst lid
YR address, Ve gss7 0557
Not Postmaster Example valid 08042010 08/04/2010
ote team account 0352 0352
Example 08042010 08/04/2010
Si rt lid
UPPOTIERM  account Y gas 0351

Top of page [

PucyHok: YripasrieHue CUCTEMHbIMU AapecamMmy 71eKTPOHHOU MoYThbl.

If you create a new mail address (see Figure below),you can select the queue or sub
queue to be linked with it. This link enables the system to sort incoming messages via
the address in the To: field of the mail into the right queue.
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DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

System Email Addresses Management

Actions Add System Email Address
Go to overview misc@mycompany.com
Misc team
Note
Misc -
wvalid -

Just an email example

Submit | or

Top of page [

PucyHok: [lobaBneHue aapeca 3/1eKTPOHHOM MoYThl CUCTEMBI.

NMpuMmevyaHue

Kak n gpyrne cywHoctn OTRS, emenn agpeca He MOryT 6biTb yaasieHbl, TONIbKO
0EeaKTUBUPOBaHbI, yCTAaHOBMB ONuUW0 [LeNCTBUTENbHbLIN B 3Ha4YeHNe He AecTBuU-
TEeJIbHbIV NN HE OENCTBUTE/bHbIVI-BPEMEHHO.

1.8. YBepoMmneHus

OTRS allows notifications to be sent to agents and customers, based on the occurrence
of certain events. Agents can set the system events for their own notifications via the
preferences link.

Through the "Agent Notifications" link on the Admin page, you can manage the
notifications of your system (see Figure below). You can use filters to list only certain
notifications.

2°2°2°0 m @ = !

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Notification Management

Filter for Language List

LANGUAGE NOTFICATION
Arabic (Saudi Arabia)
Arabic (Saudi Arabia)
Filter for Notification pEabacliS ot feat)
Arabic (Saudi Arabia)
Arabic (Saudi Arabia)
Arabic (Saudi Arabia)
Arabic (Saudi Arabia)
Arabic (Saudi Arabia)
Note Arabic (Saudi Arabia)
Arabic (Saudi Arabia)
Bulgarian (Ebnrapcky)
Bulgarian (Ebnrapcku)
Bulgarian (Ebnrapcky)
Bulgarian (Ebnrapcku)
Bulgarian (Ebnrapcky)
Bulgarian (Ebnrapcku)
Bulgarian (Ebnrapcky)
Bulgarian (Ebnrapcku)
Bulgarian (Ebnrapcky)
Bulgarian (Ebnrapcku)
Catala
Catala
Catala
Catala
Catala
Catala
tals

PucyHok: YripaBreHune yBeaoMIeHNSIMU.

You can customize the subject and the text of the notifications. Click on the notification you
want to change from the list, and its content will get loaded for editing (see Figure). Please
note that there is a notification with the same name for each of the available languages.
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DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Notification Management

Actions Edit Nofification
Go to overview es_lX:zAgent:AddNote
New note! (<OTRS_CUSTOMER_SUBJECT[24]-}
Note
B I U S == E | =E=== ]

- - 2 Sl A £~ | Source E|
Hi <0TRS_UserFirstname=,
<OTRS_CURRENT_UserFirstname> <0TRS_CURRENT_User_asiname> added a new note to ticket
[<OTRS_TICKET_TicketNumber>].
Note:
<OTRS_CUSTOMER_BODY>

<OTRS_CONFIG_HilpType=:/i<OTRS_CONFIG_FODN=
I<0TRS_CONFIG_SeriptAlias=index pl2Action=AgentZoom&TicketiD=<0TRS_TICKET_TicketiD

Your OTRS Notification Master

PucyHok: HacTtporika yBeJOMJIEHU.

Just as with signatures and salutations, it is possible to dynamically create the content
of a notification, by using special variables. You can find a list of variables at the bottom
of the screen shown in the Figure.

Tak>Xe eCTb BO3MOXXHOCTb CO34aBaTb YBEAOMNEHNS OCHOBAHbIE HA CUCTEMHbIX COBbLITU-
AX. Mo>XHO NoapobHO yKasaTb KOrga M KoMy Takoe yBegomseHne ByneT oTrnpaB/ieHo.
BbibpaTb MOXKHO 13 60/1bLLIOI0 KOJIMYECTBA MapaMeTpPoB, TakuUx Kak: rpynna(bl) noayya-
Tens, areHT(bl), ponb(K), agpecc(a) 31EKTPOHHOW MOYThI, TUM COBLITUS, KOTOPLIA reHe-
pupyeT yBeAoMNEeHNE, TUM 3a8BKW, COCTOSAAHME, MPMOPUTET, ovyepenb, 610KMpoBKa, cep-
BUC, SLA n 1.40.

In order to see a list of all event based notifications, click on the link "Notifications (Event)"
on the Admin page (see Figure).

2°2°2°0c mw E

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Notification Management

Actions List

(3 Add notification NAME COMMENT VALD | CHANGED CREATED DELETE

My comment valid 111612010 22:32 1111612010 22:32 ]
Trigger when an article ba[..] valid 1116/2010 22:33 111162010 22:33 o
Top of page Y

PucyHok: YnpasneHus YesegomaeHnamu, basvpyroLmnxcsa Ha CobbiTusax.

As shown in Figure, you can create a new notification by clicking on the Add button (see
Figure).
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2°2°2°0C m @ = !

DASHBOARD TICKETS

s Migue! Hidalgo . Costila m

STATISTICS CUSTOMERS ADMIN Q

Notification Management
Actions Add Notification

Go to overview *Name

* Event

Agent (All with wiite permissions) -
Agent (Owner)

Agent (Responsible)

Customer

Hidalgo y Costilla Miguel (migus! hidalgo) -
OTRS Admin (root@Iocalhost)

Test1 Test1 (example-user212928)

Test1 Test1 (example-user273255) -

admin -
fillup-group11004052
fillup-group11758577
fillup-group11825080
fillup-group13216343
fillup-group13897477 ~

ArticleBounce -
ArticleCreate
ArticleFreeTextUpdate
ArticleSend

PucyHok: Peructpauus YeegomieHns, 0CHOBaHOIro Ha CobbiTun.

Please note that the content of the event based notifications can also be dynamically
created by using the special variables listed at the bottom of the screen shown in the

Figure.

1.9. SMIME

OTRS can process incoming S/MIME encoded messages and sign outgoing mails. Before
this feature can be used, you need to activate it and change some configuration

parameters in the SysConfig.

The "S/MIME Certificates" link on the Admin page allows you to manage your S/MIME
certificates (see Figure below). You can add or remove certificates, and also search

through the SMIME data.

22’2’0

= o = !

DASHBOARD TICKETS

SIMIME Management

Actions Results

search |

TvPE
No data found

SUBJECT
3 Add private key

3 Add certificate

Note

HASHIFINGERPRINT

STATISTICS | CUSTOMERS Q

CREATE/EXPIRES DELETE

Top of page [

PucyHok: YripaBsneHue S/MIME.

1.10. PGP

OTRS handles PGP keys, which allows you to encrypt/decrypt messages and to sign
outgoing messages. Before this feature can be used, you need to activate it and change
some configuration parameters in the SysConfig.
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Through the "PGP Keys" link on the Admin page, it is possible to manage the key ring of
the user who shall be used for PGP with OTRS (see Figure below), e.g. the local OTRS user
or the web server user. It is possible to add and remove keys and signatures, and you can
search through all data in your key ring.

2°2°2°0 m w £ !

DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q

PGP Management

Actions Result

Search | TYPE IDENTIFER BT KEY FINGERPRNT CREATED EXPRES DELETE
No data found

3 Add PGP key

Note

Top of page [

PucyHok: YripasneHune PGP.

1.11. CocTossHMA

Through the "States" link on the Admin page, you can manage the different ticket states
you want to use in the system (see Figure below).

3’2’2’
DASHBOARD C C CUSTOMERS
State Management
Actions List
@ Add state NAME TYPE COMMENT VALID CHANGED CREATED
08/03/2010 08103/2010
closed Ticketis closedsucl. ] valid o557
08/03/2010 08103/2010
Note closed Ticketis closeduns. 1 valid o557
merged State for mergedic.]  valid gg/g;/zmu ngg;zzmu
08/03/2010 08103/2010
new Newticket created L] valid o557
o opentitts 7 S e
pending auto Ticketis pendingfol.]  valid gg/g;/zmu ngg;zzmu
pending auto Ticketis pendingfol.]  valid gg/g;/zmu ngg;zzmu
L e
— Customer removed g 08032010 08103/2010
ticl..] 0557 0557
Top of page [§

PucyHoK: YrnpaBaeHne cCoOCTOSIHUMSIMU.

Mocne ycTaHOBKW B cucteme byayT cnepytolime npenycTtaHoBAEHHbIE COCTOSHUSA:
* 3aKpbiTa yCMewHo

* 3aKpblTa HeycCrnewHo

* obbenieHeHHbIE

* HOBaAd
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* OTKpbITas

* 0XKWIaHNe aBTO 3aKpbiTMe+
* 0XKWJIaHMe aBTO 3aKpbiTHeE-
e 0XKWJaHVNe HanoMuHaHue

e yhaneHHas

Ka>x[j0e CoCToAHNEe CBA3aHO C TUMOM, KOTOprIZ HY>XHO YKa3aTb KOrga co3faeTtcda HOBOeE
cocTtoaHue. 1o yMOoN4YaHUIO eCTb Takne Tunbl COCTOAHWUN:

* 3aKpbiTas
* obbegeHeHHble

* HOBaAd

OTKpPbITanA

oOXngaHwme aBTo
* OXXnaaHne HanoMnHaHmMe

* yaaneHHas

1.12. SysConfig

Ccbinka SysConfig - yka3biBaeT Ha MeCT,0 rae XpaHUTcs 60/bLLIWHCTBO KOHUrypaLumnoH-
Hble napameTpos OTRS.

The SysConfig link on the Admin page loads the graphical interface for system
configuration (see Figure below). You can upload your own configuration files for the
system, as well as backup all your current settings into a file. AImost all configuration
parameters of the OTRS framework and installed applications can be viewed and changed
through this interface. Since all configuration parameters are sorted into groups and sub
groups, it is possible to navigate quickly through the vast number of existing parameters.
Itis also possible to perform a full-text search through all of the configuration parameters.

2°2°2°0 m @ = !

DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q

SysConfig

Actions Result
Search ‘ Please enter a search term to look for settings.

Framework (367) +
Select group

2 Export settings

& Import settings

Top of page [

PucyHok: pagudecknii nHTepgec 415 HacTporikn cuctemsl (SysConfig).
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Bonee noppobHO rpacdmnyeckmin nHTepdenc gasa HaCTPONKKM CUCTEMbI paccCMaTpMBaeTCA
B rnase "HacTpomka cuctemsbl Yepes Beb-nHTepdenc” .

1.13. Acnonb30BaHUue NOYTOBbLIA ALLUKOB

There are several possibilities to transport new emails into the ticket system. One way
is to use a local MTA and the otrs.PostMaster.pl script that pipes the mails directly into
the system. Another possibility is the use of mail accounts which can be administrated
through the web interface. The "PostMaster Mail Accounts" link on the Admin page loads
the management console for the mail accounts (see Figure below). OTRS supports the
mail protocols: POP3, POP3S, IMAP and IMAPS.

,'D J‘ﬂ 220 m & = 1 \:u.iril\:g;»::maer\;L-E\H\;i\‘;‘::vE-.slmam

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Mail Account Management

Actions List

[E3 Add mail account HOST/USERNAME TYPE COMMENT VALD CHANGED CREATED DELETE
No data found

RUN NOW

Note

Top of page [

PucyHok: YripaBsieHne rno4ToBbIMU ALLUNKaAMU.

See the section about PostMaster Mail Accounts for more details.

1.14. Filtering incoming email messages

OTRS has the capability to filter incoming email messages. For example, it is possible to
put certain emails automatically into specified queues, or to set a specific state or ticket
type for some mails. The filters apply to all incoming mails. You can manage your filters
via the link "PostMaster Filter" on the Admin page (see Figure below).

,'D "u l: O m o = T \:uargl\:ujgiimss7‘\g\.E\H\:a\L\::Clsl\\\sm

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

PostMaster Filter Management

Actions List

(3 Add filter NAME | DELETE
No data found

Note

Top of page [
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PucyHok: YripasseHue puibTpamu PostMaster.

A filter consists of one or more criteria that must be met in order for the defined actions
to be executed on the email. Filter criteria may be defined for the headers or the body of
an email, e.qg. search for specific header entries, such as a sender address, or on strings
in the body. Even regular expressions can be used for extended pattern matching. If your
filter matches, you can set fields using the X-OTRS headers in the GUI. These values will
be applied when creating the ticket or follow-up message in OTRS. The Table 5-4 lists the

different X-OTRS headers and their meaning.

Note: You also can use X-OTRS-FollowUp-* headers to set values for follow up emails.

Tabnuua 4.5. PyHkuumn pasnuyiHbix X-OTRS-3arosoBKoB

HasBaHue

BO3MO>XHbIe 3HAYeHUA:

OnucaHue

X-OTRS-Priority:

1 o4eHb HU3KWN, 2 HU3KUN, 3
HOpMaJsibHbIN, 4 BbICOKUN, 5
OY€eHb BbICOKOW

YcTaHaBAMBaeT npuopuTeT
3a5BKMW.

X-OTRS-Queue:

Ha3BaHVe o4yepenu B cucTe-
Mme.

Sets the queue where the
ticket shall be sorted. If
set in X-OTRS header, all
other filter rules that try to
sort a ticket into a specific
queue are ignored. If you use
a sub-queue, specify it as
"Parent::Sub".

X-OTRS-Lock:

6110KMpoBaTb, pPa3baoKMpo-
BaTb

YcTaHaBAMBaeT COCTOsHUE
6ﬂ0KI/IpOBaHI/IFI 3aAaBKW.

X-OTRS-Ignore:

Yes nnn True

Ecnn sTtoT X-OTRS 3arono-
BOK YyCTaHoBneH B "Yes",
BXxoasawune coobuieHns 6y-
OyT MNOJIHOCTbIO MIHOPUPO-
BaTCS M HUKOrga He nona-
OyT B CucTemy.

X-OTRS-State: HoBas, OTKpbITas, 3aKpbl-|YCTaHaB/MBaeT cheaytoulee
Tas YyCrewHo, 3akpblTas|CoOCTOAHUE 3as8BKUN.
HeyCneLlHo, ...

X-OTRS-State-PendingTime: |HanpuMep 2010-11-20|YcTaHaBninBaeT BpeMs O0XU-
00:00:00 DaHUsa Ona  3asaBku  (Bbl

Tak)Xe MOXXeTe OTnpaBuTb
COCTOSIHNE OXXWOAHUSA C no-
Moublo X-OTRS-State).

X-OTRS-Type:

Mo yMmosi4aHuto (B 3aBUCUMO-
CTW OT HACTpPOEK)

Sets the type of a ticket (if
Ticket::Type is activated).

X-OTRS-Service:

(B 32aBMCUMOCTWN OT HacCTpo-
eK)

Sets the service of a ticket
(if Ticket::Service is active).
If you want to set a sub-
service you should specify it
as "Parent::Sub".

X-OTRS-SLA:

(B 3aBMCUMOCTN OT HaCTpoO-
eK)

YcTtaHasnunBaeT SLA gn4g 3a-
ABKW (€cnn akKTMBUPOBaHa
noanepxka Ticket::Service).

X-OTRS-CustomerUser:

CustomerUser

YcTaHaBAMBaeT KJIMEHTCKO-
ro nosib3oBaTtesnia And 3adB-
KW.
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Ha3BaHue

Bo3MO)XXHbIe 3HaYeHuUSA:

OnucaHue

X-OTRS-CustomerNo:

CustomerNo

YcTtaHaBnmBaeT ID monb30-
BaTensa OS89 3as89BKU.

X-OTRS-SenderType:

areHT, cucrteMa, KJIMeHT

YcTaHaBamMBaeT Tun oTnpa-
BUTENSA 3a5BKW.

X-OTRS-ArticleType:

email-external, email-
internal, email-notification-
ext, email-notification-
int, phone, fax, sms,
webrequest, note-internal,
note-external, note-report

YcTaHaBAMBaeT TUN CTaTbW
Ona BXooAawnx 3ad4BOK.

X-OTRS-DynamicField-
<DynamicFieldName>:

B 3aBuCcMMOCTM OT KOHU-
rypauumm nHamundeckux lNo-
nen (TekcT: Notebook, faTa:
2010-11-20 00:00:00, Konu-
yecTBO: 1)

Saves an additional info
value for the  ticket
on  <DynamicFieldName>
Dynamic Field.

X-OTRS-Loop:

True

Ecnn stoT X-OTRS 3arono-
BOK yCTaHOBJIEH, TO OoTnpa-
BUTEN0 cooblleHne Hemno-
CTaBNSAETCHA HX OQHOIr0 aBTO-
MaTU4YeCcKoro oTeeTa (3aLn-
Ta OT 3aUblKJIMBAHUSA).

You should specify a name for every filter rule. Filter criteria can be specified in the section
"Filter Condition". Choose via the listboxes for "Header 1", "Header 2" and so on for the
parts of the messages where you would like to search, and specify on the right side the
values you wish to filter on. In the section "Set Email Headers", you can choose the actions
that are triggered if the filter rules match. You can select for "Header 1", "Header 2" and
so on to select the X-OTRS-Header and set the associated values (see Figure below). Filter
rules are evaluated in alphabetical order, and are all executed except if the "Stop after
match" setting has been set to "Yes" in one of the rule (in this case evaluation of the
remaining filters is cancelled).

2°2°2°0 m @ = !

DASHBOARD TICKETS

PostMaster Filter Management
Actions Add PostMaster Filter
Go to overview

Filter Condition
Note:

Set Email Headers

STATISTICS | CUSTOMERS Q

Wy sample filter

No =

From -

*@independence.com

X-0TRS-Queue -
Special queue

PucyHok: [lobaBneHune ¢puibTpoB PostMaster.

Mpumep 4.1. CopTupoBaHue cnaMa B onpenesieHHylo oyepenb

A useful filter rule would be to let OTRS automatically move mails marked for spam ,by
using a spam detection tool such as SpamAssassin, into the "Junk" queue. SpamAssassin
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adds the "X-Spam-Flag" header to every checked mail. When the mail is marked as spam,
the Header is set to "Yes". So the filter criteria would be "X-Spam-Flag: Yes". To create a
filter rule with this criteria you can insert the name as, for example, "spam-mails". In the
section for "Filter Condition", choose "X-Spam-Flag:" for "Header 1" from the listbox. Insert
"Yes" as value for this header. Now the filter criteria is specified. To make sure that all spam
mails are placed into the "Junk" queue, choose in the section for "Set Email Headers", the
"X-OTRS-Queue:" entry for "Header 1". Specify "Junk" as value for this header. Finally add
the new filter rule to activate it for new messages in the system.

There are additional modules, that can be used to filter incoming messages more
specifically. These modules might be useful when dealing with larger, more complex
systems.

1.15. BbinonHeHMe aBTOMaTU3UPOBaHHbIX 3a-
AaHuUKA ¢ noMmowblo GenericAgent

The GenericAgent is a tool to execute tasks automatically. In its absence such tasks would
need to be done manually by an agent. The GenericAgent, for example, can close or move
tickets, send notifications on escalated tickets, etc.

Click the link "GenericAgent" on the Admin page (see Figure below). A table with all
automated jobs, that are currently configure to run in the system is displayed. These jobs
can then be edited in order to run them manually or can be removed entirely.

2°2°2°0 m & = 1 ou are logged n as Wigu Hidaigd ¥ Costia [[G)

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Generic Agent

Actions List

3 Addjob NAME LAST RUN VALID DELETE RUN HOW!
valid
valid
valid

=

PucyHok: Crnincok 3agaHuii gns GenericAgent.

Click the "Add job" button to create a new job. You first need to supply a name for the
job in addition to the times when the job should be executed. Different criteria to target
the tickets to work on and regarding what changes to apply to those tickets can also be
set (see Figure below).
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0 40 g2 - o i = A
& % A°0 m w = ! o 0y Costia [F)

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Generic Agent

Actions Job Settings

Go to overview *Jobname: | Sample job 4

ally.
1e from minutes, hours and

PucyHok: Co3zgaHue 3anaHuii a1s GenericAgent.

On completion of the job creation, all affected tickets by the job are listed. This list helps
you to verify that the job is working as intended. At this point no changes have been made
to these tickets yet. The job will only be activated once it is saved into the job list.

1.16. DnneKTpoHHaA NoyYTa agMUHUCTpPaTopa

OTRS administrators can send messages to specific users or groups. The "Admin
Notification" link on the Admin page opens the screen where the agents and groups that

should be notified can be selected (see Figure below).

2°2°2°0c m & = Y

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Admin Notification

Send Administrative Message o Agents

admin@example.com

agustin.deiturbide ~
foxavier.mina
miguel hidalgo
root@localhost

admin ~
stats
users

Help desk
IT supenisor
Senice desk

* Subject:

PucyHok:. OnoseLyeHnsa AAMUHNCTPATOPOM.

MOXXHO yKa3aTb OTMpPaBUTENs, TEMY M TEKCT yBeAOM/eHMs. TakXe MOXHO BbibpaTb

areHToB, FPynMbl U POJIN, KOTOPbIE A0JIKHbI MOJNYy4YNUThb coobLleHMe.

1.17. YnpaBneHue ceaHCaMM

You can see all logged in users and their session details by clicking the "Session

Management" link in the admin area (see Figure below).
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2°2°2°0C m @ = !

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Session Management

Actions List
3 SESSION
1
2
1
2

Kill all sessions

TYPE USER L
Agent Miguel Hidalge y Costilla
Customer  Leona Vicario
Customer Ignacio Lépez Raydn
Top of page Y

PucyHok: YripassieHue CeaHcamu.

Some statistics about all active sessions are displayed, e.g. how many agents and
customer users are logged in and the number of active sessions. Any individual session
can be removed by clicking on the Kill this session link on the right-hand side of the list.
You also have the option to Kill all sessions, which can be useful if you want to take the
system offline. Detailed information for every session is available, too (see Figure below).

2°2°2°0 m @ = !

DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q

Session Management

Actions Detail View for SessionlD - 105b77fe2de2a3d4f78ed8780bc6817717 - Miguel Hidalgo y Costilla
Go to overview KEY VALUE
ChangeTime 2010-08-03 06:01:50

Kill this session CreateTime

- OutofofficeEndDay
OutofOfficeEndMonth
OutofOfficeEndY ear
OutofOfficeStartDay
OutofOfficeStarthlonth
OutOfOfficeStartYear
SessioniD
UserChallengeToken
UserEmail
UserFirstname
UserlD
UserlsGroupRofadmin]
UserlsGroupRo|stats]
UserlsGroupRolusers]
UserlsGroup[admin]
UserlsGrouplstats]
UserlsGrouplusers]
UserLanguage
UserLastLogin

UserLastLeginTimestamp

UserLastPw
UserLastRequest
UserLastname
UserLogin

Lizarp,

2010-08-03 06:01:50

4

3

2010

3

8

2010
105077le20e2a3041782d87800068 17717
443105769205c029960c213515072¢b6
miguel hidalge@freedom.com
Higuel

2

Yes

Yes

Yes

Yes

Yes

Yes

en

1280935411

2010-08-04 10:23:31

30000000

1280935483
Hidalga y Costilla
miguel.hidalgo

PucyHok: lNoapobHas nHpopmMmaLms o ceccun.

1.18. CUCTEeMHbLIN XypHan

The "System Log" link on the Admin page shows the log entries of the system, reverse

chronologically sorted with most recent first (see Figure below).
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2°2°2°0C m @ = !

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

System Log

Note e

Wed
Aug 4
10:2351
2010
Wed
Aug 4
10:23:31
2010
Wed
Aug 4
10:23:12
2010
Wed
Aug 4
10:12:36
2010
Wed
Aug 4
101217
2010
Wed
Aug 4
10:11:05
2010
Wed
Aug 4
10:11:05
2010

PRIORTY | FACILITY MESSAGE

Removed SessioniD

rofes | OTRECOHD 1062¢771b4115052ca665a75596997C703
s | OTRSCEN RENOTE 40D 16516858 1)

rofes | OTRECOHD ?;Zij‘:esl::ss;;nﬁnﬂ‘gﬂQbSSEdehNZEQSahF
ot | TRSCSE REwOTE R i
O R REwOT oA 2
nofies | OTRSCEHID ?oe:,i::saiﬁjﬁlﬂ4gemrgw921.
nofice OTRS-CGI1D User: agustin.defturbide authentication ok

(REMOTE_ADDR: 192.168.56.1).

PucyHok: CUCTEMHbIV XYpPHaJl.

KaXx[lasd CTpOKa B XXYpHaJsie COOepXXUT: BpeMS, MPUOPUTET, KOMMOHEHT CUCTEMbI U Herno-
cpeacCTtBeHHO CaMy 3anncChb.

NMpuMmeuyaHue

System logs are available via the web interface only on Linux / Unix systems. On
Windows systems, you can see the logs using a text editor by opening the file
[install dir]otrs\var\log\otrs.log.

1.19. SQL 3anpochl

The "SQL Box" link on the Admin page opens a screen that lets you query the content
of the tables in the OTRS database (see Figure below). It is not possible to change the
content of the tables, only 'select' queries are allowed.

2°2°2°0 m @ = !

DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q

SQL Box
Note Options

SELECT * FROM

40

HTML ~

Run Query

Top of page Y

PucyHok: SQL-3anpochsl.

1.20. MeHepp)Xep NakeToB

Using the "Package Manager" link on the Admin page, you can install and manage
packages that extend the functionality of OTRS (see Figure below). See the Additional
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applications section for a discussion on the extensions that are available from the OTRS
repositories.

2°2°2°0 m & E !
DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,
Package Manager
Actions Online Repository
Browse_ NAME VERSION VENDOR DESCRPTION ACTION

Install Package 0.9.4 The iPhoneHandle Package.

[Master] hitp://ftp.oirs.org/ -

Local Repository
Update repository information !

NAME VERSION VENDOR DESCRPTION STATUS ACTION
No data found

Top of page [

PucyHok: MeHea>xep nakeTos.

MeHepnxep MNakeToB NO3BOJISIET MPOCMOTPEThL NakeThl paclumpeHns OTRS BMecTe C Ho-
MEepaMun X BEPCUN, YCTAHOBJIEHHbIE Ha CEPBEPE B AaHHbIA MOMEHT.

MakeTbl MOXKHO YCTAaHOBUTb U3 yAaJleHHOr 0 XoCTa, OJ151 3Toro, B pa3aene OHsaviH Pero-
3UTOPUM HYXXHO BbIOpaTb PEMO3MTOPUN N Ha)kaTb KHOMNKY O6HOBUTb MHOPMaLUNIO N3
perno3nTopus. Bce nocTynHble NakeTbl 6yayT oTobparkeHbl B COOTBETCTBYOLLEN Tabnu-
Le. B npaBon YacTn cTpaHuLbl oTobparkatoTcs AOCTYMNHble NakeTbl. YToObl YCTAHOBUTb
MakeT, HAXXMUTE Ha CCbINIKY YcTaHoBUTb. [Tocne yCcTaHOBKW NMakeT byaeT oTobpakaTbCs
B pa3sgene Local Repository.

To upgrade an installed package, the list of available packages in the online repository will
show Upgrade in the Action column for any package that has a higher version than the
one that is installed locally. Just click Upgrade and it will install the new package version
on your system.

In some cases, such as when your OTRS system is not connected to the Internet, you can
also install those packages that you have downloaded to a local disk. Click the Browse
button on the Actions side bar, and select the .opm file of the package on your disk. Click
Open and then Install Package. After the installation has been completed, the package
is displayed in the Local Repository section. You can use the same steps for updating a
package that is already installed.

In special cases, you might want to configure the Package Manager, e.g., to use a proxy

or to use a local repository. Just take a look at the available options in SysConfig under
Framework:Core::Package.

1.21. Beb-cepBuchbi

The Web Services link leads to the graphical interface where web services (for the OTRS
Generic Interface) are created and maintained (see Figure below).
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You are logged in as Miguel Hidalgo y Costila El

DASHBOARD | TICKETS | STATISTICS | GUSTOMERS Q.

Genericlnterface Web Service Management - Overview

Actions Web Service List
a Add web service MAME DESCRIFTION REMOTE SYSTEM PROVIDER TRAMSFORT REQUESTER TRAMSPORT VALIDITY
No data found.

Top of page [

PucyHok: pagunyecknii nHTepgevic a1 Beb-cepBucos.

The graphical interface for web services configuration is described in more detail in the
section "Web Service Graphical Interface".

1.22. AmHaMmunyeckue lNMonsna

Dynamic Fields is the place where you setup and manage custom fields for tickets and
articles (see figure below).
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DASHBOARD | TICKETS | STATISTICS | CUSTOMERS oY

Dynamic Fields Management - Overview

Actions Dynamic Fields List
Article
- NAME LABEL ORDER TYPE OBJECT

w fiald for objeot: Arficle My Field 1 1 Text Ticket
My Field 2 2 Textarea Ticket

Ticket My Field 3 3 Checkbox Ticket
- 3) My Field 4 4 Dropdown Ticket
d new field for object: Ticket My Field & 5 Multiselect Ticket
My Field 6 6 Date Ticket

My Field 7 7 Date / Time Ticket

Hint

PucyHok: CTpaHmua C HEKOTOPbLIMU ANHAMWUYECKUMUW NOJIAMU.

The dynamic fields configuration is described in more detail in the section "Dynamic Fields
Configuration”.

Each dynamic field type has its own configuration settings and therefore its own
configuration screen.

NMpuMeuyaHue

In the OTRS framework, dynamic fields can only be linked to tickets and articles
by default, but they can be extended to other objects as well.

2. HacTtpouka Cucrembl
2.1. KoHdurypauuoHHbie ¢pannbl OTRS

Bce KoHurypaumoHHbie thannbl OTRS xpaHaTca B gupektTopumn Kernel v ee noganpekx-
TOopUAX. HeT HeobXxoAMMOCTU U3MEHATb Apyrue dannbl Kpome Kernel/Config.pm, noTo-
MYy 4TO OoCTaJibHble hannbl byayT naMeHeHbl, Nocne obHoBNeHUA cucTteMsbl. MPoCcTo CKo-
NUpymnTe KOHMUrypauMoHHble NapaMeTpbl U3 apyrux dannos B Kernel/Config.pm u n3-
MEHUTE NX B COOTBETCTBUU C BalMMU NOTPebHOCTAMMK. DTOT arn HMUKorga He bypert
3aTPOHYT BO BpeMs 06HOBNEHUSA, TaK 4TO HAaCTPOMKU, KOTOPbIE Bbl MPOU3BEAN BPYHHYIO
OyayT COXpaHEHHbI.

B kaTanore Kernel/Config/Files ecTb HeEKOTOpble Apyrue dannabl, KOTOpblEe Nepena-
I0TCA, KOrga 3anyckaeTtcsa cTpaHuua Bxofna B OTRS. Ecin yCcTaHOBJIeHbl AOMO/HUTE b-
Hble NpunoXxeHuns, Takme kak FAQ (HABO) nnmn MeHepg>xep ®ansos, To X KOHpUrypaum-
OHHble halsibl TakKXXe MOryT ObiTb HaNOETbl MO YKa3saHHOMY MyTW.

If the OTRS web interface is accessed, all .xml files in the Kernel/Config/Files
directory are parsed in alphabetical order, and the settings for the central framework
and additional applications will be loaded. Afterwards, the settings in the files Kernel/

85

VALIDITY
valid
valid
valid
valid
valid
valid
valid



OTRS

Real Services

Config/Files/ZZZAAuto.pm, Kernel/Config/Files/ZZZAuto.pm and Kernel/Config/
Files/ZZZProcessManagement.pm (if it exists) will be evaluated. These files are used by
the graphical interface for system configuration caching and should never be changed
manually. Lastly, the file Kernel/Config.pm that contains your individual settings and
manually changed configuration parameters, will be parsed. Reading the configuration
files in this order makes sure that your specific configuration settings are used by the
system.

2.2. HacTpoukKa cucteMbl Yepes rpachmnyeckumn
BeO-uHtepcdenc

Since OTRS 2.0, nearly all configuration parameters of the central framework or additional
installed applications, can be changed easily with the graphical interface for system
configuration. Log in as OTRS administrator and follow the SysConfig link on the Admin
page to execute the new configuration tool (see Figure below).

2°2°2°0 m & E 1

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

SysConfig

Actions Result
Search ‘ Please enter a search term to look for settings.

Framework (367) ~

Top of page Y

PucyHok: pagpudeckmni MHTepgENc 4715 HaCTPOUKN CUCTEMBI.

Mockonbky B HacTosiwee BpeMs B OTRS nmeeTca 6onblie 600 napaMeTpoB KOHpUrypa-
LUK, €CTb HECKOJIbKO pa3finyHbIX cnocoboB BbICTPOro AoCTymna K crneyndmnyecknm Ha-
CTponkKaMm. NIcnonb3ysa MOMHOTEKCTOBbIA MOMCK MOXKHO MPOCMOTPETh BCE KOH(Urypaum-
OHHble NapamMeTpbl Ha NpeAMeT COBMageHnsa C onpeaesieHHbIM KJl4YeBbIM C/10BOM. [1on1-
HOTEKCTOBbIN MONCK NLLET COBNALEHNA HE TONIbKO B Ha3BaHNAX KOHPUTYpPaLMNOHHbIX Na-
pamMeTpoB, HO TaK)Xe 1 B NX ONMNCaHNAX. DTO NO3BOSSET HAUTN TOT UM MHHON dNEeMEHT
ha)ke B TOM CJly4ae ec/qiv ero Ha3BaHne Hem3BecHO.

Kpome 3Toro, Bce napameTpbl KOHPUrypaLnm oTCOPTUPOBaHbI MO OCHOBHbLIM Fpynnam u
nogrpynnam. [naBHaa rpynna npeacTtasnaseT cobor npunoxeHne coocTosLme n3 nog-
rpynn "Framework" ona rnasHoro OTRS-penmBopka, "Ticket" ona cnctemsl obpaboTku
3a8BoK, "FAQ" - N cMcTeMbl OTBETOB U BOMNPOCOB U Tak ganee. Moarpynnbl MOryT 6bITh
OOCTYNHbI ecnn npunoxxeHue BoibupaeTca n3 cnucka rpynn "Beibopop rpynn" KHomka
Ha)X<aTa.

Ka>kabIn napamMeTp KoOHUrypaunm MoxxeT 6biTb "BKIOYEH" NAK "BbIKIOYEH" C MOMOLLLIO
naxkka. Ecnm napameTp "Bbikato4eH" (hna)kok He BbIbpaH) cuctema bypeTt MrHOPUpPO-
BaTb 3TOT NapaMeTp WM UCMOJIb30BaTb HACTPOWKN NO YMOYaHMIO. Takxe, BOCMNOJ1b30-
BaBLUNb KHOMKOW "BOCCTAaHOBUTL" MOXXHO MepekIioyYnuTCa MeXxay U3MeHEHHbIM 3Ha4YeH!-
€M KOH(UrypaLMoOHHOro napamMeTpa N ero 3Ha4yeHMeM no yMoJ14aHuIo.

ECnm HY>XHO COXpPaHWTb BCE W3MEHEHWS, BHECEHHble B KOH(Urypaunt CUCTEMbI, Ha-
npumep, ona 6bICTPON HAaCTPOMKN HOBOW YCTAaHOBKN, MOXXHO BOCMOJIb30BaTbCsl KHOMKOWN
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"IKCNOpTUPOBaTbL HAaCTPOMKK", KOTOopasa co3pacTt .pm-canna. YTobbl BOCCTaHOBUb CBOWU
cobCTBEHHbIE HAaCTPOWKKN, HaXXMUTE KHOMKY "MIMNopTupoBaTb HacTpomku" n Bbibepu-
Te .pm-arin C HaCTPOMKaMM CO30aHHbIMKU paHee.

NMpuMeuaHue

N3 3a coobpakeHnn 6e3onacHOCTW, MapaMeTpbl KOHPUrypaunum coeamnHeHunsa c
6a3on faHbiXx He MoOryT 6bITb M3MeHeHbl B SysConfig. IX HY>KHO yCTaHOBJIEHbI
BPY4HYto B (hpanne Kernel/Config. pm.

3. PesepBHOE KONUpOBaHUE CUCTEMDbI

B aTOM rnaBe onncbiBaeTCs pe3epBHOE KOonMmMpoBaHe N BOCCTaHOBJ1IEHNE OaHHbIX OTRS.

3.1. Pe3epBHOEe KOonupoBaHue

EcTb ABa TMa OaHHbIX 418 PE3ePBHO0 KOMMPOBaHUA: halfibl NPUN0XXeHUS (HanpuMmep,
annbl B /opt/otrs) n gaHHble, XpaHawmecs B 6a3e faHHbIX.

To simplify backups, the script scripts/backup.pl is included with every OTRS
installation. It can be run to backup all important data (see Script below).

linux:/opt/otrs# cd scripts/

linux:/opt/otrs/scripts# ./backup.pl --help

backup.pl <Revision 1.1> - backup script

Copyright (c) 2001-2005 Martin Edenhofer <martin@otrs.org>

usage: backup.pl -d /data backup/ [-c bzip2|gzip] [-r 30] [-t nofullbackup]
linux:/opt/otrs/scripts#

CueHapwii: lMosiydyeHe rioMoLLm 0 MexaHU3Me pe3epBHoro KorvposaHumns OTRS.

[nsi co3paHnsa pe3epBHON KOMWW BbIMOJIHUTE KOMaHAy, NpuBeaeHHyto B CLLeHapun HUXe:

linux:/opt/otrs/scripts# ./backup.pl -d /backup/

Backup /backup//2010-09-07 14-28/Config.tar.gz ... done
Backup /backup//2010-09-07 14-28/Application.tar.gz ... done
Dump MySQL rdbms ... done

Compress SQL-file... done

linux:/opt/otrs/scripts#

CueHapuii:Co3haHue pe3epBHOV KOMUU.

Bce paHHble xpaHAaTCA B aupekTopun /backup/2010-09-07 14-28/ (cm. CueHapuin HU-
e). KpoMme Toro gaHHble coxpaHeHbl B halisie C paclimpeHmnem .tar.gz.

linux:/opt/otrs/scripts# ls /backup/2010-09-07 14-28/
Application.tar.gz Config.tar.gz DatabaseBackup.sql.gz
linux:/opt/otrs/scripts#

CueHapuii: [lpoBepKka hariJioB pe3epBHOV KOMUU.

3.2. BoccTaHOBNEeHUue

Ina BOCCTaHOBNEHNS Pe3epBHON KOMUWU, COXPAaHEHHbIe AaHHbIe MPUIOXKEHNUS LOJIXKHbI
ObITb 3anucaHbl 06paTHO B KaTasior YCTAaHOBKU, Hanpumep /opt/otrs. Ba3a AaHHbIX
Tak>Xe [0J1XKHa ObITb BOCCTAHOB/IEHA.

A script scripts/restore.pl (see Script below), which simplifies the restore process, is
shipped with every OTRS installation. It supports MySQL and PostgreSQL.
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linux:/opt/otrs/scripts# ./restore.pl --help

restore.pl <Revision 1.1> - restore script

Copyright (c) 2001-2005 Martin Edenhofer <martin@otrs.org>
usage: restore.pl -b /data backup/<TIME>/ -d /opt/otrs/
linux:/opt/otrs/scripts#

CueHapMﬁ:nOﬂyquMeCﬂpaBKM()MexaHMﬂweBOCCT&HOBHGHM&

Data that is stored, for example, in the directory /backup/2010-09-07 14-28/, can be
restored with the command specified in the script below, assuming the OTRS installation
is at /opt/otrs.

linux:/opt/otrs/scripts# ./restore.pl -b /backup/2010-09-07 14-28 -d /opt/otrs/
Restore /backup/2010-09-07 14-28//Config.tar.gz ...

Restore /backup/2010-09-07 14-28//Application.tar.gz ...

create MySQL

decompresses SQL-file ...

cat SQL-file into MySQL database

compress SQL-file...

linux:/opt/otrs/scripts#

CueHapwii: BocctaHoBaeHue gaHHbix OTRS.

4. HaCcTpOMUKM 3JIEKTPOHHOM NOYTHI

4.1. OTnpaBkKa / nony4yeHue 3JIeKTPOHHOMU no-
4YThbl

4.1.1. OTnpaBKa No4Thl

4.1.1.1. yepe3s Sendmail (no ymonuyaHuio)

OTRS MoOXeT oTnpaBAATb COOBLLEHUSA 3/1EKTPOHHON MoYThbl Yepe3 Sendmail, Postfix,
Qmail or Exim). Mo ymonyaHuto ncnosbsyetcsa Sendmail, oH gosmkeH paboTaTb Npu ycTa-
HOBKU CUCTEMBbI "3 KOPOOKN".

MapameTpbl sendmail MOXXHO HacTPoUTb Yepes rpadmnvecknin Beb-nHTepdenc ans KoH-
durypaumm (Framework::Core::Sendmail)

4.1.1.2. Yepe3 SMTP-cepBep unu smarthost

OTRS MoXeT oTcCbliaTb coobweHna 3N1eKTPOHHOM MNoyThl Yyepe3 SMTP ( Simple Mail
Transfer Protocol / RFC 821) nnun Secure SMTP. BO3MO>XHO Bbl 3aXOTUTE NCMONIb30BaTb 3TY
Onuuo Ha He-unix-cnctemax (Hanpumep Ha Windows).

MapameTpbl HacTpokn SMTP-cepBepa MOryT ObiTb CKOH(UIYpPUPOBaHHLI Yepes
SysConfig (Framework::Core::Sendmail). Echn y Bac HeTy SMTPS B KayecTBe onuuu, 3Ha-
YUT Bbl NPOMNYCTUAN YCTAaHOBKY COOTBETCTBYOLWMX Perl-moanynen. B TakoMm cny4dae, obpa-
TUTEeCb NOXXanyncra K aTon "YcTaHoBKa Perl-moayneinn Heobxoanmeix ansa pabotel OTRS"
VHCTPYKL NN,

4.1.2. Mony4yeHue cooOLWEHUNA IJIEKTPOHHOW NOUThI

4.1.2.1. Y4yeTHbIe 3anucH 3J1IeKTPOHHOMU NOYThbl HACTpauBaeMblie Yye-
pe3 rpadmyeckmi nonb3oBaTenbCckum nirepcgenc OTRS

OTRS no3BonaseT noJsly4aTb COOBLLEHNS 31EKTPOHHON MOYTbl YEpPEe3 NOYTOBbIE aKKayHThI
POP3, POP3S, IMAP, n IMAPS.

ONs HAaCTPOWMKK MOYTOBbIX aKKayHTOB BOCMOJIb3YNTECH CCbIIKOM "[M04TOBbIE AKKAYHThI
PostMaster" Ha cTpaHuUe agMUHUCTPUPOBAHUS.
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If a new mail account is to be created (see Figure below), then its mail server name, login
name and password must be specified. Also, you need to select the mail server type,
which can be POP3, POP3S, IMAP or IMAPS. If you don't see your server type available
as an option, the required Perl modules are missing on your system. In that case, please
refer to "Installation of Perl modules required for OTRS" for instructions.

2°2°2°0 m @ = !

DASHBOARD | TICKETS | STATISTICS | CUSTOMERS Q

Mail Account Management

Actions Add Mail Account
Go to overview POP3 -
miguel hidalgo
Note 0 [EsSW0[0 eesssssssscses

mail independencs.com

Yes ~

Dispatching by email To:field. =
Postmaster ~
valid -

Example of mail account

Submit | or

Top of page Y

PucyHok [lobaBseHne y4eTHOW 3armncu 3J1€KTPOHHOW MOYThI.

Ecnn pna onunm "Trusted" BoibpaHo 3HavyeHue "[a", 6yayT oueHMBaTbLCA N BbINOJHATCA
nobble X-OTRS-3aronoBKu, NpucoegnHeHHbIe K BXoAsLweMy coobuieHunto. NocKonbKy X-
OTRS-3aro0BOK MOXXET BbIMONHATb HEKOTOPbIE AeNCTBUA B cucTeMe 06paboTKu 3a8BOK,
TO OJ19 U3BECHbIX oTNpaBuTesen onunio Trusted HY>KHO YCTAaHOBUTb TOJ/IbLKO B 3Ha4YeHue
Oa. X-OTRS-3aronosku ucnosb3sytcsa 8 OTRS moaynem cpunbTpaumm . bonee nogpobHo
X-OTRS 3arosioBKu paccMaTpuBatoTcs B 3Tor Tabnuue. Jliobble co3gaHHbIe N BbIMOJIHEH-
Hble NpaBuia puabTpaLUnN He3aBUCMMbI OT NapaMeTpoB HAacTpoku Trusted.

The distribution of incoming messages can be controlled if they need to be sorted by
queue or by the content of the "To:" field. For the Dispatching field, if "Dispatching by
selected queue" is selected, all incoming messages will be sorted into the specified queue.
The address where the mail was sent to is disregarded in this case. If "Dispatching by
email To: field" is selected, the system checks if a queue is linked with the address in the
To: field of the incoming mail. You can link an address to a queue in the E-mail address
management section of the Admin page. If the address in the To: field is linked with a
queue, the new message will be sorted into the linked queue. If no link is found between
the address in the To: field and any queue, then the message flows into the "Raw" queue
in the system, which is the PostmasterDefaultQueue after a default installation.

Bce paHHble ANS y4YeTHbIX 3anMcein 31IeKTPOHHOM MOYThl COXpaHATCSa B 6a3e AaHHbIX
OTRS. CkpunTt otrs.PostMasterMailbox.pl, KoTopbIM HaxoAUTCA B AMpeKTopuun bin
Bawen cuctembl OTRS, ncnosb3yeT HAaCTPOMKM B Base AaHHbIX U MoJlyvyaeT noYTy. Bhl
MOXXeTe BbINOMHUTL ann ./bin/otrs.PostMasterMailbox.pl Bpy4Hyto 4ToObI NpoBe-
pUTb 4TO BCE BalUM HAaCTPOMKM NOYThI paboTaloT NpaBUJIbHO.

[ns 0o6bl4HOWM YCTaHOBKM, C MOMOLbIO hana 3agaHuni cron job postmaster mailbox Bbi-
6opka emensioB ByOeT BbIMONHATCA Kaxkable 10 MUHYT. ONa nony4eHnUs [OMNOJIHUTEb-
HOWM nHgopMaumm 06 N3MeHeHUN 3adaHnin NIAHNPOBLLMKA 3aday cron jobs, obpaTutech
K rnase "HacTponka npannpoBLMKa 3agad cron jobs gna OTRS".

NMpuMeuaHue

Mpwn nonydyeHun no4tel OTRS yaansaet no4ty ¢ POP nnu IMAP cepBepa. HeTy Takon
onuuu, KotTopasa 6bl MO3BONAIA XPaHUTbL Konuto coobLieHns Ha cepeepe. Ecnm Bbl

89



OTRS

Real Services

BCE )Xe XOTUTe 4ToObl TaKasi BO3MOXXHOCTb MPUCYTCTBOBAJIA, CKOPE BCEr0 HY>KHO
BOCMOJIb30BaTbCA NpaBuJiaMu Nepeagpecaunn Ha noYToBbIn cepeep. OpaTUTech
noXxanyncTa K 4OKYMeHTauumn rno BallemMy no4ToBOMY CEPBepY.

4.1.2.2. Yepe3 KOMaHAHYIO CTPOKY NMporpaMmbl U Hanpumep,
procmail (otrs.PostMaster.pl)

Ecnn ong nosiyv4eHus 31eKTPOHHOM moyThl B OTRS HeTy BO3MOXXHOCTU WCMOJIb30BaTb
y4yeTHble 3anncu, To 3Ty NpobaeMy MOXXHO PELLINTb C MOMOLLbIO MPOrpaMMbl KOMaHAHOM
CTpokM bin/otrs.PostMaster.plOHa npuHuMaeT coobuieHns 3N1eKTPOHHOW NOYThI Ye-
pe3 STDIN n HanpaBnaeT ux HenocpencteeHHo B OTRS. 3T0 3HAYMT 4TO eMelnbl bynyT
poctynHbl B OTRS korga MDA (Mail Delivery Agent - AreHT A0CTaBKM MOYThl) BbIMOJIHAET
3Ty MporpaMmy.

Onsa TectupoBaHusa bin/otrs.PostMaster.pl 6e3 MDA, BbINONHUTE KOMaHAy NpuBeaeH-
HYIO B JINCTUHIE€ HMXKENPUBEOEHHOrO CLUEHapus.

linux:/opt/otrs# cd bin
linux:/opt/otrs/bin# cat ../doc/sample mails/test-email-1.box | ./otrs.PostMaster.pl
linux:/opt/otrs/bin#

CueHapuii: TectupoBaHune PostMaster 6e3 MDA.

Ecnn coobLueHns 31eKTPOHHOM NnoYTbl oTobparkatoTca B QueueView, 3HA4YNT Ballbl Ha-
cTponkmn paboTatoT.

Procmail - 3To 04eHb pacnocTpaHeHHbIN PUAbTP /IEKTPOHHOM Mo4YThl B cpene Linux. OH
yCTaHaB/AMBaeTCa Ha bonbwmHCTBE cucteM. Ecnm HeT, nepenauTe No ccblike procmail
homepage.

Ona HacTtpomku procmail gna OTRS (TpebyeTca CKOHMUIYpPUPOBAHHbLIA TPAHCMOPT-
Hbln areHT MTA, Hanpumep sendmail, postfix, exim or gmail), ncnonb3ynte ddann
~otrs/.procmailrc.dist, ckonupynTe eroB .procmailrc a 3atem gobaBbTe CTPOKN U3
HV>XKeNnpuBEeAEHHOI0 CLeHapus.

SYS HOME=$HOME
PATH=/bin:/usr/bin:/usr/local/bin

oo

# Pipe all email into the PostMaster process.
oo

10
|

CueHapwii: HacTtpovika procmail gns OTRS.

$SYS HOME/bin/otrs.PostMaster.pl

Bce emennbl oTcblnaemMble siokanbHoMy OTRS-nonb3oBaTento 6yayt obpabaTbiBaTbCA
bin/otrs.PostMaster.pl n notom otobpakatbcsa B QueueView.

4.1.2.3. Nony4yeHue 371IeKTPOHHOM NOUTbI NO nNnpoTtokony POP3 unu
IMAP u o6bpaboTka pnsa otrs.PostMaster.pl

Onsa Toro 4To6bl NONYYMTb SNEKTPOHHYIO MOYTY C Ballero NO4YTOBOro cepeBepa 4yepes
POP3 nnu IMAP n coxpaHuTb ee Ha KOMMbloTepe Ha KoTopoM ycTaHossieH OTRS, ang sno-
KaJZIbHOr0 akKayHTa nam B procmail, nepengunte no ccoisike fetchmail.

NMpuMeuaHue
PaboTarowmm n cKkoHUrypmpoBaHHbin SMTP Heobxoaum gna pabotel OTRS.

Mo>xHO ucnonb3oBaTbk hann . fetchmailrc.dist B pomawHen aupektopum OTRS u cko-
nupoBaTb ero B . fetchmailrc. U3ameHNTL ero B COOTBETCTBUM C BallMMu TpeboBaHMAMMK
(cMm. Huxe Mpumep 7-1).
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MpumMmep 4.2. .fetchmailrc

#poll (mailserver) protocol POP3 user (user) password (password) is (localuser)
poll mail.example.com protocol POP3 user joe password mama is otrs

He 3abyabTe yctaHoBuTb.fetchmailrc to 710 ("chmod 710 .fetchmailrc")!

M3 NluctuHra 7-1 Boiwe, . fetchmailrc, Bce emennsl 6yayT nepeHanpaBieHbl B JIOKaslb-
Hbin OTRS-akKayHT, ecnu BbinosHeHa komaHaa fetchmail -a. YcTaHoBUTE 3Ty KOMaHAy
B MJIAHNPOBLLKNKE 3a4a4 cronjob ecnm xoTuTe n3snekaTb eMensibl NOCTOAHHO.

4.1.2.4. dunbTpauus/paccoinka moanynamum OTRS/PostMaster (ansa
bonee CNOXXHOW AmucneTyepusauum)

Ecnu Bbl ucnonb3syete meton bin/otrs.PostMaster.pl nnn bin/otrs.PostMasterMailbox.pl,
TO C MmoayneMm punbTpaunm PostMaster MOXXHO BCTaBUTb Ui moaunguumnposaTb X-OTRS
3aronoBok. C nomMoubio X-OTRS-3aronoBkoB, cucteMa 06paboTku 3asiBOK MOXKET Bbi3bl-
BaTb HEKOTOPLIE AEWCTBUS AN BXOAALWMNX COOOLLEeHNN, COPTMPOBaTb X B ornpenesneH-
Hble ovyepenun, nnau, HanpuMep, N3MeHATb nNpuopuTeT unm ID-knneHTa. bonee noapob-
HY0 nHopMaLuunto 0 X-OTRS-3arosioBKax MOXXHO HaWTK B rnaBe fobaBrieHMe akKayHTOB
3/1IeKTPOHHOW NoYThl B MaHenn AGMUHUCTPUPOBAHUSA.

EcTb HeEKOTOpbIe NpeayCcTaHOBIEHHbIE MOAYIN (DUNbTPALNN:

NMpuMeuaHue

Ha3BaHue 3a4aHus (Hanpumep $Self-> {'PostMaster::PreFilterModule'}-
>{'JobName'}) pBo/mKHO BbITb YHUKasIbHbIM!

Kernel::System::PostMaster::Filter::Match mooynb no ymon4yaHumio Anas NpoBepkKu cosna-
OEeHNA 3aro/ioBKOB onpefesieHHbIX emMensios (Hanpumep "OT1", "Komy", "Tema", ...). OH
MOXeT yCTaHaB/IMBaTb HOBble 3arosioBku email (Hanpumep X-OTRS-Ignore: pa wan X-
OTRS-Queue: spam) ecnu coBnagaloT npasuia coBnageHus. 3agaHus mns lNMpumepa 7-2
MoryT 6bITb NnponucaHbl B Kernel/Config. pm

Mpumep 4.3. TlNpumep 3apmaHua pana Moayna uabTpauum
Kernel::System::PostMaster::Filter::Match

# Job Name: 1-Match
# (block/ignore all spam email with From: noreply@)
$Self->{'PostMaster::PreFilterModule'}->{'1-Match'} = {
Module => 'Kernel::System::PostMaster::Filter::Match',
Match => {
From => 'noreply@',

1,
Set => {

'X-0TRS-Ignore' => 'yes',
},

35
# Job Name: 2-Match
# (sort emails with From: sales@example.com and Subject: **ORDER**
# into queue 'Order')
$Self->{'PostMaster::PreFilterModule'}->{'2-Match'} = {
Module => 'Kernel::System::PostMaster::Filter::Match',
Match => {
To => 'sales@example.com',
Subject => '**QRDER**',

}
Set => {

'X-0TRS-Queue' => 'Order',
+

1
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Kernel::System::PostMaster::Filter::CMD mogyib N0 yMOA4YaHMIO A5 MOJYHEHNS EMENSI0B
ONs BHeWHUX KoMaHa. BeiBog nepepnaetca B STDOUT m ecnm pesynbTaT UCTUHHA, TO
yCTaHaB/MBaETCSA HOBbIM 3aronoBok (Hanpumep X-OTRS-Ignore: ga nam X-OTRS-Queue:
spam). NMpumep 7-3 moxeT 6bITb cnosb3oBaH B Kernel/Config.pm

Mpumep 4.4. Mpumep 3apaHuMa pna wMmoayna dQuabTpauum
Kernel::System::PostMaster::Filter::CMD

# Job Name: 5-SpamAssassin
# (SpamAssassin example setup, ignore spam emails)
$Self->{'PostMaster::PreFilterModule'}->{'5-SpamAssassin'} = {
Module => 'Kernel::System::PostMaster::Filter::CMD',
CMD => '/usr/bin/spamassassin | grep -i "X-Spam-Status: yes"',
Set => {
'X-0TRS-Ignore' => 'yes',
I

};

KoHe4YHO, Tak>Xe eCTb BO3MOXHOCTb pa3paboTku cBomx cobcTBeHHbIX PostMaster-moay-
nen punbTpaLmn.

4.2. be3onacHOCTb 3JIeKTPOHHOM nouTbl ¢ PGP

OTRS has the capability to sign or encrypt outgoing messages with PGP. Furthermore,
encrypted incoming messages can be decrypted. Encryption and decryption are done with
the GPL tool GnuPG. To setup GnuPG for OTRS, the following steps have to be performed:

1. YcTaHoBKa GNuPG c MoMOLLbIO MEHEAXKEPA MAaKETOB Ballen onepaLnoHHON CUCTEMBI.

2. HactpownTe GnuPG ana ucnons3sosaHmsa ¢ OTRS. Onsg GnuPG 1 NpMBaTHOIO KJto4a HYX-
HO co3aaTb HeobxoanMble AUpeKTopuUn. B KOMaHOHOW CTPOKM AN Nosib3oBaTensa 'otrs'
HY>XHO BbIMOJIHUTb KOMaHAY U3 HUXeNnpuUBe4eHHOro CLLeHNpUs.

linux:~# su otrs

linux:/root$ cd

linux:~$ pwd

/opt/otrs

linux:~$ gpg --gen-key

gpg (GnuPG) 1.4.2; Copyright (C) 2005 Free Software Foundation, Inc.
This program comes with ABSOLUTELY NO WARRANTY.

This is free software, and you are welcome to redistribute it

under certain conditions. See the file COPYING for details.

gpg: directory "/opt/otrs/.gnupg' created
gpg: new configuration file " /opt/otrs/.gnupg/gpg.conf' created
gpg: WARNING: options in /opt/otrs/.gnupg/gpg.conf' are not yet active during t
his run
gpg: keyring "/opt/otrs/.gnupg/secring.gpg' created
gpg: keyring "/opt/otrs/.gnupg/pubring.gpg' created
Please select what kind of key you want:
(1) DSA and Elgamal (default)
(2) DSA (sign only)
(5) RSA (sign only)
Your selection? 1
DSA keypair will have 1024 bits.
ELG-E keys may be between 1024 and 4096 bits long.
What keysize do you want? (2048)
Requested keysize is 2048 bits
Please specify how long the key should be valid.

0 = key does not expire
<n> = key expires in n days
<n>w = key expires in n weeks
<n>m = key expires in n months
<n>y = key expires in n years

Key is valid for? (0)
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Key does not expire at all
Is this correct? (y/N) y

You need a user ID to identify your key; the software constructs the user ID
from the Real Name, Comment and Email Address in this form:
"Heinrich Heine (Der Dichter) <heinrichh@duesseldorf.de>"

Real name: Ticket System

Email address: support@example.com

Comment: Private PGP Key for the ticket system with address support@example.com
You selected this USER-ID:

"Ticket System (Private PGP Key for the ticket system with address support@examp
le.com) <support@example.com>"

Change (N)ame, (C)omment, (E)mail or (0)kay/(Q)uit? O
You need a Passphrase to protect your secret key.

Passphrase: secret
Repeat passphrase: secret

We need to generate a lot of random bytes. It is a good idea to perform
some other action (type on the keyboard, move the mouse, utilize the
disks) during the prime generation; this gives the random number
generator a better chance to gain enough entropy.

o B S
B L L
....... e ainta

Not enough random bytes available. Please do some other work to give
the 0S a chance to collect more entropy! (Need 280 more bytes)

B o R A o R e R o
L L
B o o o 2 2 i
........................................................... Stttt+<t++++. ... ...
............. +++++N

gpg: /opt/otrs/.gnupg/trustdb.gpg: trustdb created
gpg: key 7245A970 marked as ultimately trusted
public and secret key created and signed.

gpg: checking the trustdb
gpg: 3 marginal(s) needed, 1 complete(s) needed, PGP trust model
gpg: depth: 0 valid: 1 signed: 0 trust: 0-, 0g, 6n, Om, 0f, 1lu

pub  1024D/7245A970 2006-02-03

Key fingerprint = 2ED5 BC36 D2B6 BO55 7EE1 5833 1D7B F967 7245 A970

uid Ticket System (Private pgp key for ticket system with addre
ss support@example.com) <support@example.com>

sub  20489/52B97069 2006-02-03

linux:~$

CueHapuii: Hactpovika GnuPG.

KakK nokasaHo B HU>XXenpuBeneHHOM CcLeHapuu, HaCTpOI7IKI/I Mo ymoOJ1HaHWIO MOT'YT 6bITb
npmnMmeHeHbl Ond 60NbLWINHCTBA N3 HEOBXOAUMbIX napamMeTpoB. [MpaBUIbHO O0JIXKHbI
6bITb YKa3aHbl TOJIbKO NMapoJib U 3Ha4YeHUA ONA Bladesiblia KJ/lo4a.

3. Tenepb OTRS rotos ans ncnonb3osaHus PGP. Yepes lNMaHenb AODMUHUCTPUPOBAHUSA OT-
KponTe nHtepdenc SysConfig n Hangmnte ccoinky "PGP". N3 pe3ysibTaToB NONCKA Bbl-
6epute noarpynny Crypt::PGP.

Ha cTpanunue c PGP-HacTponkamun, PGP gon)xeH 6biTb akTuBupoBaH gna OTRS (nepBas
onumns). Tak>Xe HY>XHO YCTAaHOBUTb UMPOBEPUTL NMYyTb K gpg-nporpamMmme.

CnegywwmMm HY>XHO U3MEHUTb KOHGUrypaunoHHblin napameTtp (PGP::Options). Uc-
MONb3ys 3TU KOHPUIYPaLNOHHbIE HACTPONKN MOXKHO onpeaesnTb napamMmeTpbl, KOTO-
pble ByoyT NCNONb30BaTbCA A1 KaXXA0ro Bbi30Ba gpg Nosib3oBaTenem 'otrs'. Katanor
C KOHGUrypaunoHHbiMn dannamm gnsa GnuPG aBnSeTCa 04eHb BaXKHbIM. B npumepe
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ncnonb3yetcsa /opt/otrs/.gnupg. 3Ta aupekToups bbina co3gaHa Ha NEepBOM Liare
KOH(urypauum PGP.

Ncnonb3ya cneaylowmin KoHQUrypaunoHHbin napameTp (PGP::Key::Password), MOXXHO
yKa3aTb napbl As4 Kao4ven ID n nx naponam ana cobCTBEHHbIX 3aKpbIThIX Kio4en. o-
CKOJIbKY MapTHepbl U3BHE NULLYT 3aMdpoBaHHbIe CO0bLWEeHNS B CUCTEMY 3aABOK UC-
nonb3ys Baw Ny6anyHbin kntod, OTRS MoXeT paclingpoBaTh 3T coobuieHnsa ¢ NoMo-
wbto ID/naponen ykasaHblX 340€eCh.

Kak nmony4nTb ngeHTugmnkaTop Ballero cobCTBeHHOro 3aKpbIToro ka4va? ID Bawero
COBCTBEHHOIO 3aKpPbLITOro naeHTUGNKaTopa oTobparkaeTca BO BpeMa reHepauum (cMm.
Bbilwe war 1). TakXXe eCTb BO3MOXXHOCTb Mosy4nTb ID, yKa3zaB KOMaHOy U3 HUXXenpu-
BeZleHHOr o CLileHapu1s BbI3BaHHYIO C MpaBaMu nosb3oBaTens 'otrs':

linux:~# su otrs

linux:/root$ cd

linux:~$ pwd

/opt/otrs

linux:~$ gpg --list-keys

/opt/otrs/.gnupg/pubring.gpg

pub  1024D/7245A970 2006-02-03

uid Ticket System (Private pgp key for ticket system with
address support@example.com) <support@example.com>

sub  20489/52B97069 2006-02-03

linux:~$

CueHapuwii: lMony4eHune ID Baliero cobCTBEHHOO NPUBAaTHOMO KJOYa.

NpeHTudunkatop (ID) 3aKpbITOro KJo4a MOXXHO HaAaNTK B CTPOKe, KOTOpas HadynHaeT-
cA ¢ "sub". 3To WecTHaguaTepM4HoOe NpeacTaBieHne CTPOKN, OJIMVHON B BOCEMb CUM-
BON0OB, Hanpumep "52B97069". Maposib, KOTOPbIA HY>XXHO yKa3aTb A/ 3TOro KJ4a B
cncteme 06paboTKM 3a59BOK TaKOW e KaK AaHHbIe Npu reHepaumn KYen.

Mocne Toro, Kak 3TW AaHHble 6blNn BBeAEHbl, HaXXMUTEe KHOMKY "OBHOBUTL" 4TOObI
COXpaHNTb HacTponkun. Tenepb OTRS roToB MpUHUMaTbL U paclungpoBbIBaThL 3aLlLng-
poBaHHble coobuieHuns.

. M HaKoHeL, HY>XHO MMMOPTUPOBATb OTKPLIThINA KJIOY KAMEHTa. DTO rapaHTUpyeT, 4To
3aWngpoBaHHble coobLieHNs MOryT BbITb OTNPaBAEHbl 3TOMY KNIMEHTY. ECTb ABa cro-
coba MMMNOPTMPOBATL OTKPbLITLIA KJOY KJINEHTA.

MepBbin cNocob - yKa3aTb OTKPLITLIA KJOY KJINEHTa B Beb-MHTepdence ynpaBaeHms
KJINEHTaMMU.

BTopas BO3MOXXHOCTb 3aK/Il04aeTCA B onNpeaesieHUn Kato4ern NnocpencTBOM HaCTPONKN
PGP, koTopas goctynHa 4epe3 MNaHenb AQMUHNCTPUPOBAHNSA. B NnpaBon CTOPOHEe 3ToNn
CTpaHuLbl 0TobparkatloTCs BCE MMMOPTMPOBAHHbIE OTKPbITbIE KJT04YM KNMeHTOoB. MNocne
TOro Kak PGP akTuBMpOBaH N CKOHOUIypPUpoBaH, 34eCb TakXe A0JIKeH oTobparkaTcsa
Ball COBCTBEHHbIN OTKPbLITLIN KAtOY. B s1eBOM 4acTn CTpaHuLbl HacTpoek PGP MOXXHO
MPOM3BOANTb MOUCK MO KJoYaM. TakXXe, HOBbIN OTKPbITbIN K04 MOXKET ObITb 3arpy-
JKEeH B cuctemy us ganna.

dannbl C OTKPbITbIM KJIKOYEM, KOTOPbIE HY)XXHO nMMnopTupoBaTb B OTRS 00/ KHbLI COOT-
BeTCTBOBaTb (hannam kno4dern GnuPGP. B 601blWIMHCTBE CyYaeB, K/OY COXpaHsaeTcs
B hanne kak "ASCIlI armored key". OTRS no3sonseT paboTtaTb C 3TumM hopMaToM.
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4.3. be3onacHOCTb 3JIEKTPOHHOM NOYThbI C S/
MIME

At first glance, encryption with S/MIME seems a little more complicated than with PGP.
First, you have to establish a Certification Authority (CA) for the OTRS system. The
subsequent steps are very much like those needed with PGP: configure OTRS, install your
own certificate, import other public certificates as needed, etc.

B 6onblUMHCTBE cny4yaeB HacTponka S/MIME npon3sBoaumTCs 3a npegenamun Beb-mHTep-
enca OTRS, n gonKaHa OCyLLECTBAATCA B 060/7104Ke ONepaLMOHHON CUCTEMBI C NpaBa-
Mu nonb3osaTtens 'otrs'. MIME koHpurypaumsa nog Linux ocHoBaHa ya SSL (OpenSSL). No-
3TOMY, CHaYasla NpoBepbTE YCTAaHOBJIEH NN B Ballen cucteme naket OpenSSL. OpenSSL-
nakeT COOEPXXUT CKPUMT, KOTopbi Ha3biBaeTcA CA.pl, ons co3gaHua cepTudurkaTa, Bce
Hanbosee Ba)KHble LWIArn, Hy>XHO NpoAenaTh MMEHHO C HAM. [1n4 ynpoLleHns npouenypsl
y3HanTe, roe B pannoson cucteme Haxoautcsa cueHapun CA.pl n Beegnte NyTb K ero
MeCTOMOJIOXKEHUIO B MEPEMEHHYIO NyTen 060104KM (CM. HMXKENMPUBEAEHHLIN CLLEHapWia).

otrs@linux:~> rpm -ql openssl | grep CA
/usr/share/ssl/misc/CA.pl

otrs@linux:~> export PATH=$PATH:/usr/share/ssl/misc
otrs@linux:~> which CA.pl

/usr/share/ssl/misc/CA.pl

otrs@linux:~> mkdir tmp; cd tmp

otrs@linux:~/tmp>

CueHapwii: Hactpovika S/MIME.

CLl,eHapI/IIZ BbllLE MOKa3blBaeT, 4To bbisia co3gaHa HoBa BpeMeHHada aoupekTopusa ~/tmp,
BKOTOpOﬁXpaHﬂTCﬂCFeHepMpOBaHHHeCGpTM@MKaTH.

Onsa co3paHna cepTudmkaTa, NpogenanTe cneayloume onepaumm B KOMaHOHOW CTpokKe
(npegnonoxum, 41o OTRS-aAMNHUCTPATOP AOJ/IKEH CO3A4aTb SSL-cepTudukaT C Lesbio
TecTupoBaHuA n obyyeHuns. B cnyyae, ecnm y Bac y>ke ecTb SSL-cepTudukaTt ons wng-
pOBaHNA, UCMOJIb3YNTE ero U NpPonycTuTe caeayroLlme warm):

1. Co3paHune cobcteeHHoro LleHTpa CepTtucdukaumm (Certification Authority) ans SSL. Bbl
OOJDKHbI MOATBEPAUTL 3anpocC Ha COBCTBEHHbIN SSL-cepTudumkaT (CM. HUXenpuse-
OEHHbIN cLeHapui).

otrs@linux:~/tmp> CA.pl -newca
CA certificate filename (or enter to create)

Making CA certificate ...
Generating a 1024 bit RSA private key
0o 0Ty
...... ArAFA A
riting new private key to './demoCA/private/cakey.pem'
Enter PEM pass phrase:
Verifying - Enter PEM pass phrase:
You are about to be asked to enter information that will be incorporated
into your certificate request.
What you are about to enter is what is called a Distinguished Name or a DN.
There are quite a few fields but you can leave some blank
For some fields there will be a default value,
If you enter '.', the field will be left blank.
Country Name (2 letter code) [AU]:DE
State or Province Name (full name) [Some-State]:0TRS-state
Locality Name (eg, city) []1:0TRS-town
Organization Name (eg, company) [Internet Widgits Pty Ltd]:Your company
Organizational Unit Name (eg, section) []:
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Common Name (eg, YOUR name) []:0TRS Admin
Email Address []:otrs@your-domain.tld
otrs@linux:~/tmp> ls -la demoCA/

total 8

-rw-r--r-- 1 otrs otrs 1330 2006-01-08 17:54 cacert.pem
drwxr-xr-x 2 otrs otrs 48 2006-01-08 17:53 certs
drwxr-xr-x 2 otrs otrs 48 2006-01-08 17:53 crl
-rw-r--r-- 1 otrs otrs 0 2006-01-08 17:53 index.txt
drwxr-xr-x 2 otrs otrs 48 2006-01-08 17:53 newcerts
drwxr-xr-x 2 otrs otrs 80 2006-01-08 17:54 private
-rw-r--r-- 1 otrs otrs 17 2006-01-08 17:54 serial
otrs@linux:~/tmp>

CueHapuii: CozgaHue LleHTpa Ceptugukaumm (Certification Authority) i SSL.

. Co3gaHune 3anpoca ceptTugmnkaTta (cM. CueHapunin H1Xe).

otrs@linux:~/tmp> CA.pl -newreq

Generating a 1024 bit RSA private key
.......................................... ++++++

6 oo oAFFEAraer

writing new private key to 'newreq.pem'

Enter PEM pass phrase:

Verifying - Enter PEM pass phrase:

You are about to be asked to enter information that will be incorporated
into your certificate request.

What you are about to enter is what is called a Distinguished Name or a DN.
There are quite a few fields but you can leave some blank

For some fields there will be a default value,

If you enter '.', the field will be left blank.

Country Name (2 letter code) [AU]:DE\keyreturn

State or Province Name (full name) [Some-State]:0TRS-state

Locality Name (eg, city) []1:0TRS-town

Organization Name (eg, company) [Internet Widgits Pty Ltd]:Your company
Organizational Unit Name (eg, section) []:

Common Name (eg, YOUR name) []:0TRS admin

Email Address []:otrs@your-domain.tld

Please enter the following 'extra' attributes

to be sent with your certificate request

A challenge password []:

An optional company name []:

Request (and private key) is in newreq.pem
otrs@linux:~/tmp> ls -la

total 4

drwxr-xr-x 6 otrs otrs 232 2006-01-08 17:54 demoCA
-rw-r--r-- 1 otrs otrs 1708 2006-01-08 18:04 newreq.pem
otrs@linux:~/tmp>

CueHapui: Co3aaHune 3anpoca cepTugpukaaTa.

. Mopgnunce 3anpoca cepTudumnkaTa. 3anpoc cepTudurkaTa MoxXeT BbITb NOANNCAH, U Ta-
Kum obpasoM cepTUduumMpoBaH BallmMM COBCTBEHHbIM LLeHTpPOM cepTudmnkaunm (CA),
410 6osee NnpaBoonofo6HO, YeM MCNOSb30BaHME ApYrux, BHeLWHMUX CA (CM. HUxXenpu-
BeOEHHbIN CUueHapuin).

otrs@linux:~/tmp> CA.pl -signreq
Using configuration from /etc/ssl/openssl.cnf
Enter pass phrase for ./demoCA/private/cakey.pem:
Check that the request matches the signature
Signature ok
Certificate Details:

Serial Number:

fd:85:f6:9f:14:07:16:c8
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Validity
Not Before: Jan 8 17:04:37 2006 GMT
Not After : Jan 8 17:04:37 2007 GMT

Subject:
countryName = DE
stateOrProvinceName = O0TRS-state
localityName = OTRS-town
organizationName = Your Company
commonName = O0TRS administrator
emailAddress = otrs@your-domain.tld

X509v3 extensions:

X509v3 Basic Constraints:
CA:FALSE

Netscape Comment:
OpenSSL Generated Certificate

X509v3 Subject Key Identifier:
01:D9:1E:58:C0:6D:BF:27:ED:37:34:14:D6:04:AC:C4:64:98:7A:22

X509v3 Authority Key Identifier:
keyid:10:4D:8D:4C:93:FD:2C:AA:9A:B3:26:80:6B:F5:D5:31:E2:8E:DB:A8
DirName:/C=DE/ST=0TRS-state/L=0TRS-town/0=Your Company/
CN=0TRS admin/emailAddress=otrs@your-domain.tld
serial:FD:85:F6:9F:14:07:16:C7

Certificate is to be certified until Jan 8 17:04:37 2007 GMT (365 days)
Sign the certificate? [y/n]:y

1 out of 1 certificate requests certified, commit? [y/nly
Write out database with 1 new entries

Data Base Updated

Signed certificate is in newcert.pem

otrs@linux:~/tmp>

CueHapuii: lMoanuck 3arnpoca cepTUgpukaTa.

. Co3gaHune cBoero cobCcTBeHHOro cepTndunkaTa,  BCe AaHHble cobnpatloTca C HUM, UC-
nonb3ys 3anpoc ceptudumnkaTa (cm. CueHapuim HUXe).

otrs@linux:~/tmp> CA.pl -pkcsl2 "OTRS Certificate"

Enter pass phrase for newreq.pem:

Enter Export Password:

Verifying - Enter Export Password:

otrs@linux:~/tmp> ls -la

total 12

drwxr-xr-x 6 otrs otrs 328 2006-01-08 18:04 demoCA
-rw-r--r-- 1 otrs otrs 3090 2006-01-08 18:13 newcert.pl2
-rw-r--r-- 1 otrs otrs 3791 2006-01-08 18:04 newcert.pem
-rw-r--r-- 1 otrs otrs 1708 2006-01-08 18:04 newreq.pem
otrs@linux:~/tmp>

CueHapuii: Co3faHue HOBOro cepTugumkKarta.

Tenepb 3TK onepaunm BbiNosiHEHbI, ycTaHOBKa S/MIME B OTRS pgonxxeHa 6bIThb 3aBeplLue-
Ha.

dTa 4acTb YCTAHOBKMU ocyLlecTBAsfeTca B NaHenn AQMUHUCTPUPOBaHUA, BbIbpaB CCbINIKY
"SMIME". B cny4ae, ecnn B OTRS HeTy nogaoep»xxkm S/MIME, macka yka3blBaeT afAMUHN-
cTpaTopy yOobHble CCbIIKM 4TOObl akTUBUPOBaTb NogaepxkKy S/MIME.

With the SysConfig group "Crypt::SMIME", you can also enable and configure the general
S/MIME support.

34ecb MOXHO aKTuBMpoBaTb nopaepxky S/MIME, onpepenntb nytu Ons KOMaHpg
OpenSSL, n gupekTopun ana cepTudunkaToB. Darn Ka4Yen JOIKEH XPaHUTCA B ANPEK-
TOpWUKU, YKa3aHHOM 30eCb. B NnpoTmMBHOM ciydae OpenSSL He ByaeT MX MCNOSb30BaTh.
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CnegytowmMm Wwarom, KOTopbin cienyeT BbINOJHUTL - MEPENTU Mo cCbiike HacTpownka S/
MIME B MaHenn AQMUHUCTPUPOBAHNSA. 34eCb MOXXHO UMMOPTUPOBAaTb 3aKpbIiTble KJHOYU
OTRS-cMCTEeMbl U OTKPbITbIE K04 APYTrUX NapTHepoB. Beeante nybanyHbIN KAKOY, KO-
TOopbIn 6611 co3gaH n gobasneH B OTRS B Havyafne 3Toro pasgena.

Mepenas no ccoiike MHCTPYMEHTbl aAMUHUCTPUPOBAHNSA KIIMEHTOB MOXXHO MMMOPTUPO-
BaTb BCe OTKPbITble S/MIME knto4n napTHEPOB No obLieHuto.

5. Acnosib3oBaHMe BHELUHUX XPaHu-
JINLL, BAHHbIX

5.1. l1aHHbIE KJIUEHTOB

OTRS paboTaeT ¢ pa3NnNyHbIMK aTpnbyTaMn AaHHbIX KJIMEHTOB, TaKUMU KaK UMS NOJb-
30BaTenNs, agpec 3JIEKTPOHHOM MOYThl, HOMep TenedoHa 1 T.4. DTN aTpubyTbl oTobpa-
yKaloTcs B 06enx hpoHTIHAAX, AN AreHTOB 1 KnneHToB. OHM Tak)Xe NCMOoJb3YoTCs ANs
NpPoBepKN NOAJMHHOCTMN KJINEHTOB.

[aHHble KIMEeHTOB, KOTOpPble UCMOb3YIOTCA U oTobpaxkatoTcsa B OTRS o4eHb Nerko Ha-
CTpauBaloTCa. HecMoTpsa Ha 3TO cnefylowas nHpopmauna byneT scerga Heobxoamma
0N NPpOBEepKM NOOJIMHHOCTU KJIMEeHTa:

e Bxon nosnb3oBaTenen
* ALpecc 3/IEKTPOHHOW MOYThI
* |ID KnneHta

Use the following SysConfig parameters if you want to display customer information in
your agent interface.

# Ticket::Frontend::CustomerInfo*

# (show customer info on Compose (Phone and Email), Zoom and
# Queue view)

$Self->{'Ticket::Frontend: :CustomerInfoCompose'} = 1;
$Self->{'Ticket::Frontend: :CustomerInfoZoom'} = 1;

Script: SysConfig configuration parameters.

5.2. Monb3oBaTeNIbCKU O3K-eH A,

Bbl MO)XeTe ncrnosib3oBab ABa TWMNa XpPaHWIULWa NHPopMaLMU KIneHToB: ba3sy [aHHbIX
DB v LDAP. Ecnu y Bac y>xe eCcTb gpyromn 63k-eHa ANa XpaHEHUS N0JIb30BaTENbCKON UNH-
dopmaumm (HanpumMep SAP), TakKe eCTb BO3MOXXHOCTb HanncaTb MOAyJb ANS UCMNOJb-
30BaHUS 3TON PyHKLUNN,

5.2.1. ba3a AaHHbIX (Mo ymonyaHunio)

B Mpumepe 11-1 npuBeneHa KoHGUrypaumnsa 6a3sbl faHHbIX, KOTOpas NCMNO0Jb3yeT AaHHble
KNveHTa, XpaHsauwumecsa B 6a3se gaHHbIX OTRS.

Mpumep 4.5. HacTponkKa KJIMEHTCKOro XxpaHuauwa 6a3bl gAaHHbIX
(DB)

CustomerUser (customer database backend and settings)
$Self->{CustomerUser} = {
Name => 'Database Datasource',
Module => 'Kernel::System::CustomerUser::DB',
Params => {
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#

# if you want to use an external database, add the required settings

DSN => 'DBI:odbc:yourdsn',
Type => 'mssql', # only for ODBC connections

DSN => 'DBI:mysql:database=customerdb;host=customerdbhost’,

User => ;
Password => '',
Table => 'customer user',
# if your frontend is unicode and the charset of your

# customer database server is iso0-8859-1, use these options.

SourceCharset => 'is0-8859-1"',
DestCharset => 'utf-8',

# CaseSensitive will control if the SQL statements need LOWER()
#  function calls to work case insensitively. Setting this to
# 1 will improve performance dramatically on large databases.

CaseSensitive => 0,

b

# customer unique id
CustomerKey => 'login',

# customer #
CustomerID => 'customer id',
CustomerValid => 'valid id',

CustomerUserListFields => ['first name', 'last name', ‘'email'],

CustomerUserSearchFields => ['login', 'last name', 'customer id'],

CustomerUserSearchPrefix => 5

CustomerUserSearchSuffix => '*',

CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['email'],
CustomerUserNameFields => ['title','first name', 'last name'],
CustomerUserEmailUniqCheck => 1,

# show not own tickets in customer panel, CompanyTickets
CustomerUserkExcludePrimaryCustomerID => 0,

# generate auto logins

AutoLoginCreation => 0,

AutoLoginCreationPrefix => 'auto',

# admin can change customer preferences

AdminSetPreferences => 1,

# cache time to live in sec. - cache any database queries
CacheTTL => 0,

# just a read only source

ReadOnly => 1,
Map => [

# note: Login, Email and CustomerID needed!
# var, frontend, storage, shown (l=always,2=lite), required

link, readonly, http-link-target

1,

# default selections

Selections => {
UserTitle => {

’

storage-type, http-

[ 'UserTitle', 'Title', "title', 1, 0, 'var', '', 0],
[ 'UserFirstname', 'Firstname', 'first pame', 1, 1, 'var', '', 0 1],
[ 'UserLastname', 'Lastname’, ‘last name', 1, 1, 'var', '', 01,
[ 'UserLogin', 'Username', 'login', 1, 1, 'var', '', 01,
[ 'UserPassword', 'Password"’, "pw', 0, 0, 'var', '', 01,
[ 'UserEmail', "Email’, 'email', 1, 1, 'var', '', 0],

[ 'UserEmail', '"Email', 'email’', 1, 1, 'var', '$Env{"CGIHandle"}?
Action=AgentTicketCompose&ResponseID=1&TicketID=$Data{"TicketID"}&ArticleID=
$Data{"ArticleID"}', 0 1,

[ 'UserCustomerID', 'CustomerID', 'customer id', 0, 1, ‘'var', '', 0 1,

[ 'UserCustomerIDs', 'CustomerIDs', 'customer ids', 1, 0, 'var', '', 0 ],
[ 'UserPhone', 'Phone', 'phone’, 1, 0, 'var', '', 01,
[ 'UserFax', 'Fax', 'fax', 1, 6, 'var', '', 0 1],
[ 'UserMobile', 'Mobile', 'mobile’, 1, 0, 'var', '', 01,
[ 'UserStreet', 'Street', 'street’, 1, 6, 'var', '', 0 1],
[ 'UserzZip', 'Zip', 'zip', 1, 0, 'var', '', 01,
[ 'UserCity', 'City', 'city', 1, 0, 'var', '', 01,
[ 'UserCountry', 'Country', 'country', 1, 0, 'var', '', 01,
[ 'UserComment', 'Comment', 'comments', 1, 0, 'var', '', 01,
[ 'validID', 'Valid', 'valid id', 0, 1, 'int', '', 0 1],
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‘Mr.' => 'Mr."',
'Mrs.' => 'Mrs.',

Vo
};

ECnun HY>XHO HaCTPOUTb OaHHbIE KIMEHTOB, N3MEHUTE 3arosIoBKun ctonbuos nnm nobasb-
Te HoBble K Tabnuue customer_user 6a3bl gaHHbIX OTRS. B KayecTBe npuMepa MCNosb-
3yNTE HUXKENPUBEOEHHbIA CLEHApU, B KOTOPOM MNOKa3aHo Kak nobaBnTb HOBOE none
018 HoMepa KOMHaThI.

linux:~# mysql -p

Enter password:

Welcome to the MySQL monitor. Commands end with ; or \g.

Your MySQL connection id is 116 to server version: 5.0.18-Debian 7-log

Type 'help;' or '\h' for help. Type '\c' to clear the buffer.

mysql> use otrs;
Reading table information for completion of table and column names
You can turn off this feature to get a quicker startup with -A

Database changed

mysql> ALTER TABLE customer user ADD room VARCHAR (250);
Query OK, 1 rows affected (0.01 sec)

Records: 1 Duplicates: @ Warnings: 0

mysql> quit
Bye
linux:~#

CueHapuii: [lobasneHue nons "KomHaTa" B Tabavuy customer_user table.

Tenepb nobaBbTe HOBLIN cTONb6eL, B MAP-macuB B Kernel/Config.pm, Kak 3TO NoKasaHo
B HM)KEMNMpUBEAEHHOM CLIEHAPUN.

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-link,
readonly

[...]
[ 'UserRoom', 'Room' , 'room', o, 1, 'var', '', 01,

CueHapuin: [lJobaBaeHne ronsa "komHaTa" B ¢pavizi Kernel/Config.pm file.

It is also possible to edit all of this customer information via the Customers link in the
Agent interface.

5.2.1.1. KnneHT ¢ HeCcKoNbKuMu npeHtudpumkatopamm (3aasku Kom-
naHum)

OOHOMY KJIMEHTY MO>XHO Ha3Ha4dnTb 6osiblue OLHOr0 KJAMEHTCKOro naeHTudumkaTopa
(Customer ID). 9T0 MoXeT BbITb NONE3HO, €CNIN KINEHTY HeE06X0AMMO NONYYUTb AOCTYN
K 3a9BKaM OpPYrux KJIMEHTOB, HarnpuMep, pyKoBOOUTENb XO4YeT MOCMOTPETb 3as9BKU CBO-
VX MOMOLLHMKOB. ECIN KNMEHT MOXKET MoNy4YnTb AOCTYN K 3asBKaM ApYyroro KameHTa, To
ncnosnb3yetcsa ocobeHHocTb OTRS "3asBKM KOMMNAHUK". 3a9BKN KOMMOAHUN MOryT ObITb
OOCTYrMHbI Mepenasn No ccolike "3asaBkn KoMnaHun" B KJIMEHTCKOW NaHenu ynpasieHus.

Ona ncnonb3oBaHA 3adBOK KOMMaHMKM, HOBbIM cTonbeu ¢ naeHTudgukatopom (IDs), Ko-
TOpbIA OoJKeH ObiTb OOCTYNeH ANA KAneHTa, fo/hkeH bbb gobasneH B Tabnmuy
customer_user 6a3bl faHHbIX OTRS (cM. CueHapun HUXe).

linux:~# mysql -p
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Enter password:
Welcome to the MySQL monitor. Commands end with ; or \g.
Your MySQL connection id is 124 to server version: 5.0.18-Debian 7-log

Type 'help;' or '\h' for help. Type '\c' to clear the buffer.

mysql> use otrs;
Reading table information for completion of table and column names
You can turn off this feature to get a quicker startup with -A

Database changed

mysql> ALTER TABLE customer user ADD customer ids VARCHAR (250);
Query OK, 1 rows affected (0.02 sec)

Records: 1 Duplicates: © Warnings: 0

mysql> quit
Bye
linux:~#

CueHapuii: flobasneHue nonsa customer_ids B TabaunLy customer_user.

Tenepb HOBbIN cTonbel fomkeH 6biTb nobasneH B MAP-maccms B Kernel/Config.pm,
KaK 3TO NOKasaHo B HMxXXenpuseneHHoMm CueHapuu.

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-link,
readonly

[...]
[ 'UserCustomerIDs', 'CustomerIDs', 'customer ids', 1, 0, 'var', '', 0 1,

CueHapuii: [lobasneHue nonsa UserCustomeriDs B Kernel/Config.pm

Tenepb, HOBbIN cToNbel Ana MynbTu-naeHTudnkaTopa ( IDS) KAMeHTa MOXKHO pefaKTu-
poBaTb C MOMOLLbIO BED-UHTEepdhenca AreHTa, B pa3fesie ynpaBiaeHnus KJIneHTamu,

Ons Toro, 4Tobbl y6eamMTCca 4TO OOMH KJIMEHT MMEET AOCTYN K 3asfBKaM APYrux KineH-
TOB HY>XXHO A06aBUTb nageHTudmkaTopsbl (IDS) 3Tx Nonb3oBaTeNenn B HOBOE MoJjie Ans
HECKOJIbKNX UAEHTUMUKATOPOB KaneHTa. Kaxkabih ngeHtundgukatop (ID) gonxeH bbiTb
oTAesIeH TOYKOW C 3andaTon (CM. HMXXe lMpumep 11-2).

Mpumep 4.6. XpaHeHue 3aaBok Komnanumm B 6a3e paHHbIX DB

KnueHTobl A, b 1 L, co3gaHbl B Bawen cncteme n A xo4eT MMeTb AOCTYN K 3asBKaM b un
Ll ncnonb3ys KINEHTCKY naHesb. b n L, He 0oJKHbI MMeTb A0CTYMa K 3asBKaM JpYyrux
rnosib3oBaTenen.

[Onsa peanusaunm 3TON CTPYKTYPbl, U3MeHUTe Tabanuy customer_user n MmannuHr (npe-
obpaszoBaHue) B Kernel/Config.pm kKak 3To noka3aHo Bbiwe. C nomoubio MNaHenn An-
MUHUCTPUPOBAHUSA NN NCNOJb3YSA CChIIKY KnneHTbl B BeD-MHTepgence AreHTa 3arpy-
31Te HaCTPOWMKK nonb3oBaTensa A. EC/in HacTporkn oTobparkatoTcs, [obaBbTe 3HAYEHUS
"B;L;" B mone gna CustomerlDs.

5.2.2. LDAP

Ecnn y Bac ectb LDAP--kaTanor, B KOTOPOM XPaHATCH LAaHHbIE O KJIMEHTaX, ero MoXXHo
ncronb3osaTb B OTRS, B KayecTBe XpaHuauLWa gaHHbIX O KJIMEeHTaX, Kak 3TO NoKa3aHo
B Mpumepe 11-3.

Mpumep 4.7. HacTtpouka LDAP B KayecTBe KJIMEHTCKOro 63k-eHpa

% CustomerUser
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# (customer ldap backend and settings)
$Self->{CustomerUser} = {
Name => 'LDAP Data Source',
Module => 'Kernel::System::CustomerUser::LDAP',
Params => {

# ldap host

Host => 'bay.csuhayward.edu',

# ldap base dn

BaseDN => 'ou=seas,o=csuh',

# search scope (one|sub)

SSCOPE => 'sub',

# The following is valid but would only be necessary if the

# anonymous user does NOT have permission to read from the LDAP tree
UserDN => '',

UserPw => '',

# in case you want to add always one filter to each ldap query, use
# this option. e. g. AlwaysFilter => '(mail=*)' or AlwaysFilter =>

'(objectclass=user)"

b

AlwaysFilter => '',
# if both your frontend and your LDAP are unicode, use this:
SourceCharset => 'utf-8',
DestCharset => 'utf-8',
# if your frontend is unicode and the charset of your
# ldap server is is0-8859-1, use these options.
# SourceCharset => 'iso-8859-1',
# DestCharset => 'utf-8',

# Net::LDAP new params (if needed - for more info see perldoc Net::LDAP)

Params => {

port => 389,
timeout => 120,
async => 0,

version => 3,

b

# customer unique id

CustomerKey => 'uid',

# customer #

CustomerID => 'mail’,

CustomerUserListFields => ['cn', 'mail'l,
CustomerUserSearchFields => ['uid', 'cn', 'mail'],
CustomerUserSearchPrefix => '',
CustomerUserSearchSuffix => '*',
CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['mail'l],
CustomerUserNameFields => ['givenname', 'sn'],

# show not own tickets in customer panel, CompanyTickets
CustomerUserExcludePrimaryCustomerID => 0,

# add an ldap filter for valid users (expert setting)
# CustomerUserValidFilter => '(!(description=locked))",
# administrator can't change customer preferences
AdminSetPreferences => 0,

e e e e e

[cNoNolENoNoNoNoNoNo)

(<)

# # cache time to live in sec. - cache any database queries
# CacheTTL => 0,
Map => [
# note: Login, Email and CustomerID are mandatory!
# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-
link, readonly
[ 'UserTitle', 'Title', "title', 1, 0, 'var', '',
[ 'UserFirstname', 'Firstname', 'givenname', 1, 1, 'var', '',
[ 'UserLastname', 'Lastname’, ‘sn', 1, 1, ‘'var', '',
[ 'UserLogin', 'Username’, 'uid', 1, 1, ‘'var', '',
[ 'UserEmail', "Email', 'mail’, 1, 1, ‘'var', '',
[ 'UserCustomerID', 'CustomerID', 'mail', 0, 1, 'var', '',
# [ 'UserCustomerIDs', 'CustomerIDs', 'second customer ids', 1, 0, 'var
[ 'UserPhone', 'Phone’, 'telephonenumber', 1, 0, 'var', '',
[ 'UserAddress', 'Address', 'postaladdress', 1, 6, 'var', '',
[ 'UserComment', 'Comment ', 'description', 1, 0, 'var', '',
5
i

Ecnn pononHuTenbHble aTpubyThl KNneHTa xpaHaTcsa B LDAP-kaTanore, HanpuMep, nms
pykoBoauTens, HoMep MobunbHOro tenedoHa, UanM oTAena, U ecanm 3Ty nHhopMaLmio
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HYy>XHO oTo6pa3unTb B OTRS, npocTo pacwmnpbTe MAP-maccus B harne Kernel/Config.pm
3anncaMm ana 3Tux aTpmbyToB, Kak MOKasaHo B HMXKENPUBELEHHOM CLIEHapuu.

# var, frontend, storage, shown (l=always,2=1lite), required, storage-type, http-link,
readonly

[...]
[ 'UserPhone', 'Phone’', 'telephonenumber', 1, 0, 'var', '', 0 1,

CueHapuii: [lobasrieHue HoBoro noJss B ¢avin Kernel/Config.pm.

5.2.2.1. KnueHT ¢ HecKoJIbKuMu naeHntucdpukartopamm (3assku Kom-
naHum)

Mpwn ncnonb3oBaHnn LDAP-63K3HOa KINEHTY MOXKHO NPUCBOUTL 6oJibLLE OQHOIM0 KJIMEHT-
ckoro angun (Customer ID). 18 ncnosb3oBaHMA 3a9BOK KoOMMNaHuK, B LDAP-gupekTopmio
HY>XHO 006aBMTb HOBOE MNOJIE, KOTOPOE COOAEPXKMUT OOCTYMNHbIE areHTy ngeHTudnkaTopsbl
(IDs).

Ecnn B LDAP-kaTanore 6b1s10 Co3aiHO HOBOE MNOJIe, ero TakXe HYy)XHO nobasuTb B MAP-
maccuB B Kernel/Config.pm, Kak 3TO NOKa3aHO B HUXenpuBe4eHHOM CLeHapun.

# var, frontend, storage, shown (l=always,2=1lite), required, storage-type, http-link,
readonly

[...]
[ 'UserCustomerIDs', 'CustomerIDs', 'customer ids', 1, 0, 'var', '', 0 1,

CueHapuii: lNMoacTaHoBka HOBbIX riosnevi B Kernel/Config.pm file.

KnneHtckue ngeHtudunkatopsl (IDs) MOXXHO pefakTupoBaTb HanpsaMyto B LDAP-gupek-
Topun. OTRS MOXET TOJIbKO cYUTaTb MHGopMauuio n3 LDAP, HO He 3anucbiBaThb.

YT0bbl Y6EeATUCH 4TO KJIMEHT UMeeT AOCTYMN K 3asBKaM APYrux KineHTos, AobaBbTe
naoeHTudunkaTopsl (IDS) KIMEHTOB, K 3asBKaM KOTOPbIX HY>XeH AO0CTYrM, K HOBOMY MO0
Bawen LDAP-gupekTopun. Kaxkabin naeHtugukaTop ID gomxeH 66T oTAeNeH TOYHKON
C 3anaTon (CM. HUxe PncyHok 11-4).

Mpumep 4.8. Ucnonb3oBaHue 3aABOK KomnaHum ¢ LDAP-63Kk3HA0OM

KnueHTtsbl A, B n Ll co3aaHHbI B Ballen cucteMe u A Xo4eT MMeTb OOCTYM K 3asBKaM b u
Ll yepe3 naHenb kKNmeHTa. b n L He fOMKHBI UMeTb A0CTYNa K APYrvUM MoJsib30BaTeNsM.

Onsa peannsaunm 3Ton yCTaHOBKU namMmeHnte LDAP-gnpekTopuio u mannuHr (mapping) B
Kernel/Config.pm, Kak 3TO Moka3aHo Bbilwe. 3aTeM gobaBbTe B Ballen LDAP-anpekTo-
pun 3HavyeHunsa "b;L;" B none onda CustomerIDs, gna knmeHTta "A".

5.2.3. Ucnonb3oBaHue 6osbLUEe YeM OA4HOIro NoJsib3oBa-
TeNIbCKOro xpaHunauuwia gaHHbix ¢ OTRS

Ecnn B OTRS HY>XHO MCNob30BaTb 60JblLe 04HOM0 MCTOYHMKA OaHHbIX O KIMeHTax (Ha-
npumep LDAP 1 6a3y OaHHbIX), KOHQUrypaunoHHbIn napameTp CustomerUser nonxxkeH
6bITb pacwunpeH Ynucnaom, Hanpumep "CustomerUserl", "CustomerUser2" (cm. Huxe lMpu-
Mep 11-5).

Mpumep 4.9. NUcnonb3oBaHue bonbwe yem oAHOro
noJib30BaTesIbCKOro xpaHuauuwa gaHHbix ¢ OTRS

B cnepytouwem npmmMmepe rnokasaHo npuMeHeHne KoHpurypauuu kak ona LDAP Tak u ons
6a3bl 4aHHbIX KNMeHTcKkoro 63kaHaa ¢ OTRS.

1. Customer user backend: DB
(customer database backend and settings)
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$Self->{CustomerUserl} = {
Name => 'Customer Database',
Module => 'Kernel::System::CustomerUser::DB',
Params => {
# if you want to use an external database, add the
# required settings
DSN => 'DBI:odbc:yourdsn',
Type => 'mssql', # only for ODBC connections
DSN => 'DBI:mysql:database=customerdb;host=customerdbhost',
User => '',
Password => '',
Table => 'customer user',

HFHEHEHEF

I
# customer unique id
CustomerKey = 'login',
# customer #
CustomerID = 'customer id',
CustomerValid = 'valid id',
CustomerUserListFields => ['first name', 'last name', ‘'email'],
CustomerUserSearchFields => ['login', 'last name', 'customer id'],
CustomerUserSearchPrefix => '',
CustomerUserSearchSuffix => '*',
CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['email'],
CustomerUserNameFields => ['title','first name', 'last name'],
CustomerUserEmailUniqCheck => 1,
# show not own tickets in customer panel, CompanyTickets
CustomerUserkExcludePrimaryCustomerID => 0,
# generate auto logins
AutoLoginCreation => 0,
AutoLoginCreationPrefix => 'auto',
# admin can change customer preferences
AdminSetPreferences => 1,
# cache time to live in sec. - cache any database queries
CacheTTL => 0,
# just a read only source
ReadOnly => 1,
Map => [

E R EEREEREEREEEREEEES

# note: Login, Email and CustomerID needed!
# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-
link, readonly, http-link-target

[ 'UserTitle', 'Title', "title', 1, 0, 'var', '', 0 ],
[ 'UserFirstname', 'Firstname', 'first name', 1, 1, 'var', '', 01,
[ 'UserLastname', 'Lastname’, ‘last _name', 1, 1, 'var', '', 01,
[ 'UserLogin', 'Username', 'login', 1, 1, 'var', '', 01,
[ 'UserPassword', 'Password"’, "pw', 0, 0, 'var', '', 01,
[ 'UserEmail', '"Email’, 'email', 1, 1, 'var', '', 0 ],
[ 'UserCustomerID', 'CustomerID', 'customer id', 0, 1, 'var', '', 0 1,
[ 'UserPhone', 'Phone', 'phone’, 1, 0, 'var', '', 01,
[ 'UserFax', 'Fax', 'fax', 1, 0, 'var', '', 0 ],
[ 'UserMobile', 'Mobile', 'mobile’, 1, 0, 'var', '', 0 1],
[ 'UserStreet', 'Street', 'street', 1, 0, 'var', '', 0 ],
[ 'UserzZip', 'Zip', 'zip', 1, 0, 'var', '', 01,
[ 'UserCity', 'City’', 'city', 1, 0, 'var', '', 01,
[ 'UserCountry', 'Country', 'country', 1, 0, 'var', '', 01,
[ 'UserComment', 'Comment', 'comments’', 1, 0, 'var', '', 01,
[ 'validID', 'Valid', 'valid id', 0, 1, 'int', '', 0 1],

1,
# default selections
Selections => {
UserTitle => {
‘Mr.' => 'Mr."',
‘Mrs.' => 'Mrs.',

Vo
+;

# 2. Customer user backend: LDAP
# (customer ldap backend and settings)
$Self->{CustomerUser2} = {

Name => 'LDAP Datasource',
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Module => 'Kernel::System::CustomerUser::LDAP',
Params => {

# ldap host

Host => 'bay.csuhayward.edu',

# ldap base dn

BaseDN => 'ou=seas,o=csuh',

# search scope (one|sub)

SSCOPE => 'sub',

# # The following is valid but would only be necessary if the

# # anonymous user does NOT have permission to read from the LDAP tree
UserDN => '',
UserPw => "',

# in case you want to add always one filter to each ldap query, use
# this option. e. g. AlwaysFilter => '(mail=*)' or AlwaysFilter =>
'(objectclass=user)"

AlwaysFilter => '',
# if both your frontend and your LDAP are unicode, use this:

# SourceCharset => 'utf-8',

# DestCharset => 'utf-8',
# if your frontend is e. g. i1s0-8859-1 and the character set of your
# ldap server is utf-8, use these options:

# SourceCharset => 'utf-8',

# DestCharset => 'is0-8859-1',

# Net::LDAP new params (if needed - for more info see perldoc Net::LDAP)
Params => {

port => 389,
timeout => 120,
async => 0,

version => 3,
Iy
)i
# customer unique id
CustomerKey => 'uid',
# customer #
CustomerID => 'mail’,
CustomerUserListFields => ['cn', 'mail'l],
CustomerUserSearchFields => ['uid', 'cn', 'mail'],
CustomerUserSearchPrefix => '',
CustomerUserSearchSuffix => '*',
CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['mail'],
CustomerUserNameFields => ['givenname', 'sn'],
# show not own tickets in customer panel, CompanyTickets
CustomerUserkExcludePrimaryCustomerID => 0,
# add a ldap filter for valid users (expert setting)
# CustomerUserValidFilter => '(!(description=locked))",
# admin can't change customer preferences
AdminSetPreferences => 0,
Map => [
# note: Login, Email and CustomerID needed!
# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-
link, readonly

[ 'UserTitle', 'Title', "title', 1, 6, 'var', '', 0 1],
[ 'UserFirstname', 'Firstname', 'givenname', 1, 1, 'var', '', 0 1,
[ 'UserLastname', 'Lastname’, 'sn', 1, 1, 'var', '', 0 1],
[ 'UserLogin', 'Username’, 'uid', 1, 1, 'var', '', 01,
[ 'UserEmail', '"Email’, 'mail’, 1, 1, 'var', '', 0 1],
[ 'UserCustomerID', 'CustomerID', 'mail’, 0, 1, 'var', '', 01,
# [ 'UserCustomerIDs', 'CustomerIDs', 'second customer ids', 1, 0, 'var', '', 0 ],
[ 'UserPhone', 'Phone’, 'telephonenumber', 1, 0, ‘'var', '', 0 1,
[ 'UserAddress', 'Address', 'postaladdress', 1, 0, 'var', '', 01,
[ 'UserComment', 'Comment', 'description', 1, 0, 'var', '', 01,

1,

};

ECTb BO3MOXHOCTb MHTerpuposaTh A0 10 pa3sinyHbIX N0Sib30BaTebCKUX 63K-3HA0B. Wc-
nofnb3ynTe UHTepdenc ynpasneHus kameHTamm B OTRS, 4Tobbl NpocMaTpuBaTb U pe-
0aKTMPOBaTb AaHHbIE O HUX (MpPW YCN0BUN HaNU4YMa nNpas 4SS 3anucn).
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5.3. XpaHunuwa (03k-eHAabl) Ana ayTeHTUPMn-
Kauum AreHToB U KsineHTOB

OTRS npepnnaraeT onuuto Ans NpoBepKM NOAJIMHHOCTY areHTOB U KJIMEHTOB C UCMOJIb-
30BaHMEM PasNYHbIX XPaHUMULL AaHHbIX (63keHaoB).

5.3.1. XpaHunuuia aaHHbIX (03K-eHAbl) ANA ayTEeHTU-
cbmmkauum AreHTosB

5.3.1.1. basza AJaHHbIX (DB, no ymMmaon4yaHuio)

B kavyecTBe 63K-3HAa o1 ayTeHTUdMKaumm areHToB B OTRS, Mo ymMoa4aHWo, NCNO0Jb3y-
eTca 6aza gaHHbIX. YTo6bbl f06aBNATL areHTOB, peAaKTUPOBaTb AaHHbLIE O HUX, Nepen-
OuTe Ha cTpaHuuy MaHenb AODMUHUCTPUPOBAHUS U HaXXMUTE CCbiIIKy NHTepdenc ang
yrnpassieHns areHTamu (cM. Huxe MNpumep 11.6).

Mpumep 4.10. NMpoBepka NOOJIMHHOCTU areHToB nNyTeM
ucnonb3oBaHua ba3bl [JaHHbiXx (DB) B KadyecTBe XpaHuauuia
nHdopMaumm.

$Self->{'AuthModule'} = 'Kernel::System::Auth::DB"';

5.3.1.2. LDAP

Ecnn paHHble BCeX BalluX areHToB XpaHATCA B LDAP-gupektopumn, To AN ayTeHTUdun-
Kauuun nonb3oBaTtesien B OTRS MOXXHO ncnosb3oBaTb LDAP-Moaynb (cM. Huxe Mpumep
11-7). 3ToT MoAy/ib UMeeT NpaBa TOJIbKO Ha YTeHne aepeBa LDAP-kaTanoros, 4To O3Ha-
YaeT YTO HeTY BO3MOXXHOCTU peaKTMpOoBaTb AaHHbIe MoJfib30BaTesflen NCMNO0Jb3yS CCblSl-
Ky BebO-uHTepdenc Ang ynpasjieHnsa nonb3oBaTensaMm

Mpumep 4.11. NMpoBepka NOAOJINHHOCTHU areHToB npu
ucnosnb3oBaHuu LDAP B KauecTBe XpaHuauia AaHHbIX

# This is an example configuration for an LDAP auth. backend.
# (Make sure Net::LDAP is installed!)

$Self->{'AuthModule'} = 'Kernel::System: :Auth::LDAP';
$Self->{"'AuthModule: :LDAP::Host'} = 'ldap.example.com';
$Self->{"'AuthModule: :LDAP: :BaseDN'} = 'dc=example,dc=com';
$Self->{'AuthModule: :LDAP::UID'} = 'uid';

# Check if the user is allowed to auth in a posixGroup

# (e. g. user needs to be in a group xyz to use otrs)
$Self->{"'AuthModule: :LDAP: :GroupDN'} = 'cn=otrsallow,ou=posixGroups,dc=example,dc=com';
$Self->{'AuthModule: :LDAP: :AccessAttr'} = 'memberUid';

# for ldap posixGroups objectclass (just uid)

# $Self->{'AuthModule: :LDAP::UserAttr'} = 'UID';

# for non ldap posixGroups objectclass (with full user dn)

# $Self->{'AuthModule: :LDAP::UserAttr'} = 'DN';

# The following is valid but would only be necessary if the

# anonymous user do NOT have permission to read from the LDAP tree
$Self->{'AuthModule: :LDAP: :SearchUserDN'}
$Self->{'AuthModule: :LDAP: :SearchUserPw'}

[
’

[
’

# in case you want to add always one filter to each ldap query, use
# this option. e. g. AlwaysFilter => '(mail=*)' or AlwaysFilter =>
$Self->{'AuthModule: :LDAP: :AlwaysFilter'} = '';

(objectclass=user)'
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# in case you want to add a suffix to each login name, then

# you can use this option. e. g. user just want to use user but
# in your ldap directory exists user@domain.

# $Self->{'AuthModule: :LDAP: :UserSuffix'} = '@domain.com';

# Net::LDAP new params (if needed - for more info see perldoc Net::LDAP)
$Self->{'AuthModule: :LDAP::Params'} = {

port => 389,

timeout => 120,

async => 0,

version => 3,

};

The configuration parameters shown in the script below can be used to synchronize the
user data from your LDAP directory into your local OTRS database. This reduces the
number of requests to your LDAP server and speeds up the authentication with OTRS.
The data synchronization is done when the agent authenticates the first time. Although
the data can be syncronized into the local OTRS database, the LDAP directory is the last
instance for the authentication, so an inactive user in the LDAP tree can't authenticate
to OTRS, even when the account data is already stored in the OTRS database. The agent
data in the LDAP directory can't be edited via the web interface of OTRS, so the data has
to be managed directly in the LDAP tree.

# defines AuthSyncBackend (AuthSyncModule) for AuthModule
# if this key exists and is empty, there won't be a sync.
# example values: AuthSyncBackend, AuthSyncBackend2

$Self->{'AuthModule: :UseSyncBackend'} = 'AuthSyncBackend';

# agent data sync against ldap
$Self->{"'AuthSyncModule'} = 'Kernel::System::Auth::Sync::LDAP';
$Self->{"'AuthSyncModule: :LDAP: :Host'} = 'ldap://ldap.example.com/"';
$Self->{"'AuthSyncModule: :LDAP: :BaseDN'} = 'dc=otrs, dc=org';
$Self->{'AuthSyncModule: :LDAP::UID'} = 'uid';
$Self->{"'AuthSyncModule: :LDAP: :SearchUserDN"'}
$Self->{"'AuthSyncModule: :LDAP: :SearchUserPw"'}
$Self->{'AuthSyncModule: :LDAP: :UserSyncMap'} = {

# DB -> LDAP

UserFirstname => 'givenName',

UserLastname => 'sn',

UserEmail => 'mail’',

'uid=sys, ou=user, dc=otrs, dc=org';
'some_pass';

+;
[...]

# AuthSyncModule: :LDAP: :UserSyncInitialGroups
# (sync following group with rw permission after initial create of first agent
# login)
$Self->{"'AuthSyncModule: :LDAP: :UserSyncInitialGroups'} = [
‘users’',

1;

CueHapunii: CUHXPOHU3aUWs MOJIb30BaTE/IbCKUX AaHHbIX 13 LDAP-anpekTopuns 6a3y
naHHbIx OTRS.

5.3.1.3. HTTPBasicAuth-ayteHTudunkauusa apna AreHToB
Ecnu Bbl XOTUTE peann3oBaTh pelleHune "single sign on" ons Bcex areHToB, Bbl MOXeTe

ncnosb3oBaTh 6a30BYyI0 ayHeHTUPMKauuo (gna Bcex cnctem) n HTTPBasicAuth-mogynb
ansa OTRS (cM. Huxe Mpumep 11-8).

Mpumep 4.12. AyteHTudpukaumsa AreHtos ¢ nomowbio HTTPBasic

This is an example configuration for an apache ($ENV{REMOTE USER})
auth. backend. Use it if you want to have a singe login through
apache http-basic-auth

$Self->{'AuthModule'} = 'Kernel::System::Auth::HTTPBasicAuth';
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# Note:

#

# If you use this module, you should use as fallback

# the following configuration settings if the user is not authorized

# apache ($ENV{REMOTE USER})

$Self->{LoginURL} = 'http://host.example.com/not-authorised-for-otrs.html';
$Self->{LogoutURL} = 'http://host.example.com/thanks-for-using-otrs.html"';

5.3.1.4. Radius

MapameTpbl KOHpUrypaumum npueseneHHble B NMprumMepe 11-9 MoryT 6bITb MCMOJIb30BaHbI
ONns ayTeHTUdMKaumm areHToB ¢ ncnosb3oBaHneM Radius-cepeepa.

MpumMmep 4.13. AyteHTudpmkKaumsa (npoesepka NoaJZIMHHOCTU) areHToB
C ucnosnb3oBaHueM Radius-cepBepa B KauyecTBe XpaHuauLWia
nHdopmMauumn

# This is example configuration to auth. agents against a radius server
$Self->{'AuthModule'} = 'Kernel::System::Auth::Radius';
$Self->{'AuthModule: :Radius::Host'} = 'radiushost';
$Self->{'AuthModule: :Radius: :Password'} = 'radiussecret';

5.3.2. Xpauunuwa nHdpopMmauum ana ayTeHTUpukKaumm
(npoBepku NOAJIMHHOCTU) KJINEHTOB

5.3.2.1. ba3za [laHHbix (Mo ymonuyaHuio)
Onsa ayteHTudmkaumm knmeHToB B OTRS, no yMonyaHuto, ncrnonbsyetcs 6a3a OaHHbIX.

Ncnonb3ysa 6a3y AaHHbIX B Ka4eCTBE XpaHWauLLa, BCe AaHHble KIMEHTOB MOXXHO penak-
TUpoBaTb Yepe3 Beb-nHTepdenc OTRS (cM. Huxe Mpumep 11-10).

Mpumep 4.14. AytenTudpukauusa KnueHta B base [laHHbIX

# This is the auth. module againt the otrs db
$Self->{'Customer::AuthModule'} = 'Kernel::System::CustomerAuth::DB';
$Self->{'Customer: :AuthModule: :DB::Table'} = 'customer user';
$Self->{'Customer::AuthModule: :DB: :CustomerKey'} = 'login’;
$Self->{'Customer::AuthModule: :DB: :CustomerPassword'} = 'pw';
#$Self->{'Customer: :AuthModule: :DB::DSN'} =
"DBI:mysql:database=customerdb;host=customerdbhost";
#$Self->{'Customer: :AuthModule: :DB::User'} = "some user";
#$Self->{'Customer: :AuthModule: :DB: :Password'} = "some password";

5.3.2.2. LDAP

Ecnu y Bac ectb LDAP-kaTanor co BCcemMm JaHHbIMU O KJIMEHTaX, MOXXHO UCMOoJIb30BaTb
Mmoaysnb LDAP gnsa ayteHTudmnkaumm kanentos B OTRS (cMm. Mpumep 11-11 Huxe). TNo-
CKOJIbKY 3TOT MOAYJlb MMeeT NpaBa TO/IbKO A1 YTeHMA 018 faHHbIX n3 LDAP-6akeHaa,
TO HETY BO3MOXXHOCTU U3MEHUTb AaHHble KNneHTa Yepes Beb.

MpumMmep 4.15. AyteHTudUuKauma nonb3oBartesien ¢ nomouwbio LDAP-
03K3HAa

This is an example configuration for an LDAP auth. backend.

(make sure Net::LDAP is installed!)
$Self->{'Customer::AuthModule'} = 'Kernel::System::CustomerAuth::LDAP';
$Self->{'Customer::AuthModule: :LDAP: :Host'} = 'ldap.example.com';
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$Self->{'Customer::AuthModule: :LDAP: :BaseDN'} = 'dc=example,dc=com';
$Self->{'Customer: :AuthModule: :LDAP::UID'} = 'uid';

# Check if the user is allowed to auth in a posixGroup

# (e. g. user needs to be in a group xyz to use otrs)

$Self->{'Customer: :AuthModule: :LDAP: :GroupDN'} =
'cn=otrsallow,ou=posixGroups,dc=example,dc=com';

$Self->{'Customer: :AuthModule: :LDAP: :AccessAttr'} = 'memberUid"';

# for ldap posixGroups objectclass (just uid)

$Self->{'Customer: :AuthModule: :LDAP: :UserAttr'} = 'UID';

# for non ldap posixGroups objectclass (full user dn)

#$Self->{'Customer: :AuthModule: :LDAP: :UserAttr'} = 'DN';

# The following is valid but would only be necessary if the

# anonymous user does NOT have permission to read from the LDAP tree
$Self->{'Customer::AuthModule: :LDAP: :SearchUserDN'} = '*;
$Self->{'Customer::AuthModule: :LDAP: :SearchUserPw'} = '*;

# in case you want to add always one filter to each ldap query, use
# this option. e. g. AlwaysFilter => '(mail=*)' or AlwaysFilter => '(objectclass=user)'
$Self->{'Customer: :AuthModule: :LDAP: :AlwaysFilter'} = '';

# in case you want to add a suffix to each customer login name, then
# you can use this option. e. g. user just want to use user but

# in your ldap directory exists user@domain.
#$Self->{'Customer: :AuthModule: :LDAP: :UserSuffix'} = '@domain.com';

# Net::LDAP new params (if needed - for more info see perldoc Net::LDAP)
$Self->{'Customer::AuthModule: :LDAP: :Params'} = {

port => 389,

timeout => 120,

async => 0,

version => 3,

};

5.3.2.3. HTTPBasicAuth ayteHTucdukaumsa aonsa KJIMEeHTOB
Ecnun pna nonb3oBaTesien HY>XHO BHeApuTb "single sign on"-pelieHne, MOXXHO NCMOJ1b30-

BaTb 6a3oByto, HTTPBasic ayTeHTUUKauuto (4na BCEX CUCTEM) U UCNOJIb30BaTb MOOY /b
HTTPBasicAuth c OTRS (6onblue He Hy>XHO noruHuTca B OTRS). CM. Huxe Mpumep 11-12.

MpumMmep 4.16. AyTeHTupuKaumsa KameHToB ¢ nomowibio HTTPBasic

# This is an example configuration for an apache ($ENV{REMOTE USER})

# auth. backend. Use it if you want to have a singe login through

# apache http-basic-auth

$Self->{'Customer::AuthModule'} = 'Kernel::System::CustomerAuth::HTTPBasicAuth';

# Note:

# If you use this module, you should use the following

# config settings as fallback, if user isn't login through

# apache ($ENV{REMOTE USER})

$Self->{CustomerPanelLoginURL} = 'http://host.example.com/not-authorised-for-otrs.html';
$Self->{CustomerPanelLogoutURL} = 'http://host.example.com/thanks-for-using-otrs.html';

5.3.2.4. Radius

HacTpoliku npmBeaeHHble B npuMepe 11-13 moryT 6bITb MCNOJIb30BaHbl A1 ayTEHTUK-
Kauum Bawnx KInMeHToB ¢ nomMmouwlbio Radius-cepsepa.

Mpumep 4.17. AyTeHTU(UKAULUA KJIIMEHTOB C MCMNOJZIb3OBaHUEM
Radius

This is a example configuration to auth. customer against a radius server
$Self->{'Customer::AuthModule'} = 'Kernel::System::Auth::Radius';
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$Self->{'Customer: :AuthModule: :Radius::Host'} = 'radiushost';
$Self->{'Customer: :AuthModule: :Radius: :Password'} = 'radiussecret';

5.4. HacTpouKa CaMOCTOATEJIbLHOMU perucrpa-
LUM KJIMEeHTa

ECTb BO3MOXXHOCTb HAaCTPOUTb CaMOCTOSTE/IbHYIO PErucTpaLnio HOBbIX KJINEHTOB, [0-
CTYMHYIO Yepe3 NaHesb customer.pl. Mo>xxHO 106aBUTb HOBbIE AOMNO/HUTEIbHbIE NN 004-
3aTeslbHble NoJS, TaKne Kak HOMep KOMHaTbI, afpec UN COCTOSIHME.

B crnepnytoulemM npumepe nokasaHo Kakum obpa3oM MOXXHO yKa3aTb obsizaTesibHble Ons
3anosiHeHUs nons B 6a3e AaHHbIX KJIMEHTOB, B IAHHOM CJlyvyae, AN XpaHeHWs HoMepa
KJINeHTa.

5.4.1. HacTtpouka Beb-uHtepdeunca

Onsa otobpakeHMss HOBOro nofas AN HOMepa KOMHaTbl B Beb-mHTepdence nosb3o-
BaTensa (customer.pl), Hy>KHO BHeCTuU uU3MeHeHUsa B .dtl-cpann, KoTopbin OTBEeYaeT 3a
wabnoH sToro nHtepdenca. OtTpenakTupynte cdanmn Kernel/Output/HTML/Standard/
CustomerLogin.dtl po6aBmB HOBble Nons nocae cTpoku 80 (CM. HUXKenpuBeLEeHHbIN
cLeHapun).

[...]
<div class="NewlLine">
<label for="Room">$Text{"Room{CustomerUser}"}</label>
<input title="$Text{"Room Number"}" name="Room" type="text" id="UserRoom"
maxlength="50" />
</div>

[...]

CueHapuii: OTobpa>keHne HOBbIX MoJIeVi B BEG-UHTEpPelice.

5.4.2. OToOpa>keHusA KJIMEHTOB

Ha cnepyioueM stane, Hy>KHO BHECTU U3MEHeHUs B MannuHr (mapping), paccluvpus ero
HOBbLIM 3/1IEMEHTOM - HOMEPOM KOMHaTbl. YT06bl y6eamTcsa 4To n3MeHeHUs He noTeps-
l0TCA nocne obHoBNeHUs, yCTaHOBUTE HacTpounkbl "CustomerUser" ns ganna Kernel/
Config/Defaults.pm B dann Kernel/Config.pm. Tenepb nsmeHnte MAP-maccus, noba-
BVB HOBOE MNoJie - HOMeP KOMHaTbl, KaK 3TO NMOKa3aHO B HUXXernpueseneHHOM CLLeHapuu.

# CustomerUser
# (customer database backend and settings)
$Self->{CustomerUser} = {
Name => 'Database Backend',
Module => 'Kernel::System::CustomerUser::DB',
Params => {
# if you want to use an external database, add the
# required settings
DSN => 'DBI:odbc:yourdsn',
Type => 'mssql', # only for ODBC connections
DSN => 'DBI:mysql:database=customerdb;host=customerdbhost',
User => '',
Password => '',
Table => 'customer user',

HFHEHEHH

}I

# customer unique id
CustomerKey => 'login',

# customer #

CustomerID => 'customer id',
CustomerValid => 'valid id',
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CustomerUserListFields => ['first name', 'last name', ‘'email'l],
# CustomerUserListFields => ['login', 'first name', 'last name', 'customer id', 'email'l],
CustomerUserSearchFields => ['login', 'last name', 'customer id'],

CustomerUserSearchPrefix => 5

CustomerUserSearchSuffix => '*',
CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['email'],
CustomerUserNameFields => ['title', 'first name', 'last name'],
CustomerUserEmailUniqCheck => 1,

# show not own tickets in customer panel, CompanyTickets
CustomerUserkExcludePrimaryCustomerID => 0,

# generate auto logins

AutoLoginCreation => 0,

AutoLoginCreationPrefix => 'auto',

# admin can change customer preferences
AdminSetPreferences => 1,

# cache time to live in sec. - cache database queries
CacheTTL => 0,

# just a read only source

ReadOnly => 1,
Map => [

E R EEREEREEREEEREEEES

# note: Login, Email and CustomerID needed!
# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-
link, readonly, http-link-target

[ 'UserTitle', 'Title', "title', 1, 6, 'var', '', 0 ],
[ 'UserFirstname', 'Firstname', 'first pame', 1, 1, ‘'var', '', 0 1,
[ 'UserLastname', 'Lastname’, ‘last _name', 1, 1, 'var', '', 0 1,
[ 'UserLogin', 'Username', 'login', 1, 1, 'var', '', 0 1,
[ 'UserPassword', 'Password"’, "pw', 0, 0, 'var', '', 01,
[ 'UserEmail', "Email’, 'email', 1, 1, 'var', '', 0],
[ 'UserCustomerID', 'CustomerID', 'customer id', 0, 1, ‘'var', '', 0 1,
[ 'UserPhone', 'Phone', 'phone’, 1, 0, 'var', '', 01,
[ 'UserFax', 'Fax', 'fax', 1, 0, 'var', '', 0],
[ 'UserMobile', 'Mobile', 'mobile’, 1, 0, 'var', '', 0 ],
[ 'UserRoom', 'Room', 'room', 1, 0, 'var', '', 0 ],
[ 'UserStreet', 'Street', 'street', 1, 0, 'var', '', 0 ],
[ 'UserzZip', 'Zip', 'zip', 1, 0, 'var', '', 01,
[ 'UserCity', 'City’', 'city', 1, 0, 'var', '', 01,
[ 'UserCountry', 'Country', 'country', 1, 0, 'var', '', 01,
[ 'UserComment', 'Comment', 'comments’', 1, 0, 'var', '', 01,
[ 'validID', 'Valid', 'valid id', 0, 1, 'int', '', 0 1],

1,
# default selections
Selections => {
UserTitle => {
‘Mr.' => 'Mr."',
‘Mrs.' => 'Mrs.',

b

};

CueHapwii: BHeceHne n3MeHeHu B map-Maccums.

5.4.3. HacTtpo#ka Tabnuubl customer_user B base JlaH-
HbiX OTRS DB

MocnegHum warom aensieTcs gobaeneHne HoBoro ctosbua C HOMEPOM KOMHaTbl B Tab-
nnuy customer_user 6a3bl faHHbIX OTRS (CM. HUXKenpuBeAEeHHbIN cLueHapuii). B aTon Ko-
JNloHKe byfeT xpaHUTCcsa nMHPopMaLUns Anst HOMepa KOMHAThI.

linux:~# mysql -p

Enter password:

Welcome to the MySQL monitor. Commands end with ; or \g.

Your MySQL connection id is 6 to server version: 5.0.18-Debian 7-log

Type 'help;' or '\h' for help. Type '\c' to clear the buffer.
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mysql> use otrs;
Reading table information for completion of table and column names
You can turn off this feature to get a quicker startup with -A

Database changed

mysql> ALTER TABLE customer user ADD room VARCHAR (200);
Query OK, 3 rows affected (0.01 sec)

Records: 3 Duplicates: © Warnings: 0

mysql> quit
Bye
linux:~#

CueHapuii: [lobaBseHue HOBOV KOJIOHKM B Tabauuy customer_user.

Now the new field for the room should be displayed in the Customer Information panel if
filled, and in the Customer User administration screens. Also, new customers should have
to insert their room number if they register a new account. If you use OTRS on Microsoft
IIS, you should restart the web server to activate the changes made in Config.pm.

6. HacTpoukmn 3asaBkKu

6.1. CocTOossHMA 3aABOK

6.1.1. NpeponpepneneHHblie COCTOAHUA

OTRS no3BosSeT U3MEHATbL NpeaonpeaeneHHbIE COCTOSHNS 3a89BOK U UX TUMbI, @ TaKXe
nob6aBnATb HOBbIE. [JNA COCTOSIHMSA BaXKHbl ABa aTpubyTa: ums (state-name) n Tun (state-

type).

MpepycTtaHoBneHHble cocToAHUA B OTRS: "3aKpbITO ycrnewHo", "3aKpblTO Heyada4Ho",
"obbeneHeHo", "HoBad", "oTKpbITaga", "B 0XXnAaHUM C aBTO3aKpbiTueM+", "B OXXUaaHNN
C aBTO3aKpbITUEM-", "B OXKNOaHUU C HarNnoMmnHaHnemM", "yoaneHHasa".

6.1.1.1. HoBasn

3asBKM HaxoAsTCsA B 3TOM COCTOSIHUM, KOrAa OHW CO34al0TCA Ha OCHOBE BXOASALLMNX CO-
06LLEeHNN 2/IEKTPOHHOM MOYThI.

6.1.1.2. OTKpbITasn

ITO COCTOSAHME MO YMOJHYaHUIO OIS 3a8BOK, KOTOPble NPUCBOEHLI o4epensM NN areH-
TaM.

6.1.1.3. OxupaHume c HaNOMUMHaAHUeM

Mocsie TOro Kak BpeMsi 0XXKUAaHUA UCTEKI0, Bnagenel, 3assku byaeT nosyyaTb HanoMu-
HaHWe Ha 3/IeKTPOHHYI0 NoYTy. EC/in 3a8BKa He 3aKpbiTa, TO HaNnoMunHaHe o 3asBKe by-
JeT OTnpaBJ/ieHO BCEM areHTam B oyepeaun. HanomuHaHue o 3aaBKax byaeT oTrnpasieHo
ToNIbKO B paboyee BpeMs 1 6yaeT NoBTOPSATCA Kaxkble 24-4aca, MOKa areHT He U3MEHUT
cocTosiHMe 3as1BKW. BpeMs, KoTopoe 3asiBKa nposeAeT C TakMM CTaTycom byneT nobas-
JIEHO K BPEeMeHU 3CKanauunm.

6.1.1.4. OXxXupaHuve aBTO-3aKpbiTHUEe -
Ecnn BpemMs oXXKnaaHus BbILLIO, 3as89BKW C 3TUM CcTaTycom ByayT yCTaHOBNEHLI B "3aKpbi-

Tble HeycrnelwHo". BpeMs, npoBegeHHoe 3asBKOM B 3TOM cTaTyce byaneT nobaBneHo K
BPEMEeHM 3CKanaynn.
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6.1.1.5. OXxXnpaHue aBTO-3aKpbiTHEe+

Ecnn BbILLNO BPEMSA OXKUAAHNSA, 3a9BKW C 3TUM CTaTycoM ByayT YCTaHOBNEHbI B "3aKpbITO
YcnewHo". Bpems, npoBegeHHoe 3a89BKOM B 3TOM cTaTyce byneT nobaBneHO K BpeMeHu
3CKanauum,

6.1.1.6. OObepeHeHHble
9TO coCcToAHUE N5 3as89BOK, KOTopble 6binn obbefeHeHbl C ApyruMin 3asBKaMu.
6.1.1.7. 3akpbiTa YcnewHo

9TO KOHEYHOE COCTOsIHME AJ151 3as1BOK, KOTOopble Oblnn peLleHbl ycnelwHo. B 3aBncnmocTtu
OT KOH(Urypauumn, y Bac byaet nnm He byaeT BO3SMOXHOCTU 3aHOBO OTKPbITb paHee
3aKpbITble 3a9BKU.

6.1.1.8. 3akpbiTa HeypadHo

ITO KOHEYHOE COCTOosHUE ANa 3as89BOK KoTopble HE 6b1n ycnelwHo pelleHsl. B 3aBucnmo-
CTW OT KOHUrypauum, y sac byaet nam He 6yoeT BO3MO>XXHOCTM 3aHOBO OTKPbITb paHee
3aKpbiTblie 3a89BKMW.

6.1.2. HacTpauBaeMbl COCTOSAHUA

Ka)xgoe coctosHue nmeeT Ha3BaHue (state-name) u Tun (state-type). YTobbl co3paTh
HOBOE COCTOsHME nepengnTe No ccbisike CoCcToAHMSA Ha MNaHenan AODMUHUCTPUPOBAHNS U
Ha)XMUTe KHoMKy "[lobaBuTb cocTossHME". Mo)XHO cBO6OAHO BbIOBMPATbL MMS HOBOIO CO-
CTOAHUA. TMbl COCTOAHUIA HE MOrYT U3MEHATCA NOCPeACTBOM Beb-mHTepdenca. Ecnn
HY>XHO 0,06aBNTb HOBbIE TUMbI NN U3MEHUTL CYLLECTBYIOLWMNE, - BCE N3MEHEHNS NpnaeT-
cA penaTb Hanpamyto B 6ase gaHHbIX. [pefycTaHOBAEHHbIE TUMbl COCTOAHUA HE MOTyT
ObiTb M3MEHEHbI, MOCKOJIbKY 3TO MOXXET MPMBECTN K HeNpeacKa3dyeMbiM pesybTaTaM.
Hanpumep, pacyeT ackanaunm n pyHUmMa pa3bnokKnpoBaHUs OCHOBaHbl Ha KOHKPETHbIX
TUMNax COCTOAHWUN.

The name of an already existing state can be changed, or new states added through this
screen. If the state "new" has been changed via the web interface, this change also has
to be configured via the config file Kernel/Config.pm or via the SysConfig interface. The
settings specified in the script below have to be modified to ensure that OTRS works with
the changed state for "new".

[...]

# PostmasterDefaultState

# (The default state of new tickets.) [default: new]
$Self->{PostmasterDefaultState} = 'new';

# CustomerDefaultState

# (default state of new customer tickets)
$Self->{CustomerDefaultState} = 'new';
[...]

CueHapwii: i3ameHeHue napameTpoB HacTpoviku B Kernel/Config.pm.

Ecnun Hy>KHO 006aBnTb HOBbLIN TUM COCTOAHMSA, TO 3TO MOXKHO CAENATb C MOMOLLUbIO KK-
E€HTCKOWM NporpamMmsbl yrnpasseHnsa 6asamMmm faHHbIX, 13mMeHuB Tabnnuy ticket state type
6a3bl faHHbIX OTRS, Kak 3TO MOKa3aHO B HVMXENPUBEAEHHOM CLEHaPUN

linux:~# mysql -p
Enter password:
elcome to the MySQL monitor. Commands end with ; or \g.
Your MySQL connection id is 23 to server version: 5.0.16-Debian_1-log
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Type 'help;' or '\h' for help. Type '\c' to clear the buffer.

mysql> use otrs;
Reading table information for completion of table and column names
You can turn off this feature to get a quicker startup with -A

Database changed

mysql> insert into ticket state type (name,comments) values ('own', 'Own
state type');

Query OK, 1 row affected (0.00 sec)

mysql> quit
Bye
linux:~#

Script: N3meHeHne 6a3bl gaHHbIX OTRS.

Ha OaHHbIA MOMEHT MOXXHO MCMOJIb30BaTb HOBbLIA TUM COCTOSIHWS, KOTOPbIN Bbl TONILKO
4yTOo co3pann. Kak ToNbKO coCcTosHue ByneT CBSI3aHO C 3TWMM HOBbIM TUMOM COCTOSIHUS,
TO 4TObbl Y6EONTCS 4TO HOBOE COCTOSIHUE UCMO0JIb3YeTCa U paboTaeT KOPEKTHO HY>XXHO
Tak>Xe nameHnTb HacTporku OTRS. Ncnonb3ysa SysConfig BHeCMTE M3MeEHEHNA B Crieay-
owmne onunmn:

Ticket -> Frontend::Agent::Ticket::ViewPhoneNew > AgentTicketPhone# # #StateDefault
- to define the default next state for new phone tickets.

Ticket -> Frontend::Agent::Ticket::ViewPhoneNew > AgentTicketPhone# # #StateType -
to define the available next states for new phone tickets.

Ticket -> Frontend::Agent::Ticket::ViewEmailNew > AgentTicketEmail## #StateDefault -
to define the default next state for new email tickets.

Ticket -> Frontend::Agent::Ticket::ViewEmailNew > AgentTicketEmail# ##StateType - to
define the available next states for new email tickets.

Ticket -> Frontend::Agent::Ticket::ViewPhoneOutbound >
AgentTicketPhoneOutbound## #State - to define the default next state for new phone
articles.

Ticket -> Frontend::Agent::Ticket::ViewPhoneOutbound >
AgentTicketPhoneOutbound# ##StateType - to define the available next states for new
phone articles.

Ticket:Frontend::Agent::Ticket::ViewMove:Ticket::DefaultNextMoveStateType - to define
the default next state after moving a ticket.

Ticket -> Frontend::Agent::Ticket::ViewBounce > StateDefault - to define the default
next state after bouncing a ticket.

Ticket -> Frontend::Agent::Ticket::ViewBounce > StateType - to define the available next
states in the bounce screen.

Ticket -> Frontend::Agent::Ticket::ViewBulk > StateDefault - to define the default next
state in a bulk action.

Ticket -> Frontend::Agent::Ticket::ViewBulk > StateType - to define the available next
states in the bulk action screen.

Ticket -> Frontend::Agent::Ticket::ViewClose > StateDefault - to define the default next
state after closing a ticket.

Ticket -> Frontend::Agent::Ticket::ViewClose > StateType - to define the available next
states in the close screen.
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Ticket -> Frontend::Agent::Ticket::ViewCompose > StateDefault - to define the default
next state in the Compose (reply) screen.

Ticket -> Frontend::Agent::Ticket::ViewCompose > StateType - to define the available
next states in the Compose (reply) screen.

Ticket -> Frontend::Agent::Ticket::ViewForward > StateDefault - to define the default
next state after forwarding a ticket.

Ticket -> Frontend::Agent::Ticket::ViewForward > StateType - to define the available next
states in the Forward screen.

Ticket -> Frontend::Agent::Ticket::ViewForward > StateDefault - to define the default
next state of a ticket in the free text screen.

Ticket -> Frontend::Agent::Ticket::ViewForward > StateType - to define the available next
states in the free text screen.

Ticket -> Core::PostMaster > PostmasterDefaultState - to define the state of tickets
created from emails.

Ticket -> Core::PostMaster > PostmasterFollowUpState - to define the state of tickets
after a follow-up has been received.

Ticket -> Core::PostMaster > PostmasterFollowUpStateClosed - to define the state of
tickets after a follow-up has been received on an already closed ticket.

Ticket -> Core::Ticket > ViewableStateType - to define the state types that are displayed
at various places in the system, for example in the Queueview.

Ticket -> Core::Ticket > UnlockStateType - to define the state types for unlocked tickets.

Ticket -> Core::Ticket > PendingReminderStateType - to define the state type for
reminder tickets.

Ticket -> Core::Ticket > PendingAutoStateType - to define the state type for Pending
Auto tickets.

Ticket -> Core::Ticket > StateAfterPending - to define the state a ticket is set to after the
Pending Auto timer of the configured state has expired.

6.2. NMpuoputeThbl 3aABOK

OTRS nocTaBnseTcsa € NATbIO NMpegycTaHOBJ/IEHLIMU YPOBHAMUN MPUOPUTETOB, KOTOpPbIE
MO>XHO U3MEHNTbL Nepenasa no ccoiike "MprnopunteThl" Ha MNaHenn AQMUHUCTPUPOBAHUA.
Mpwn co3paHuUM HacTpamMBaeMoro crnnucka NpUopuUTETOB, NOXKayncTa NOMHUTE, YTO OHWU
copTupytoTca B andasmtHOM nopagke. Takxe OTRS copTupyeT 3aaBkn B QueueView Mo
NX BHYTpeHHeMy HoMepy (ID).

NMpuMmeuyaHue
Kak n B cnyydae ¢ gpyrumu cywHoctamm OTRS, npunopuTeTbl HE MOryT BbITb yaa-

JleHbl, @ TONIbKO A€aKTUBMPOBaAHbLI MyTEM YCTAaHOBKW MapameTpa [encrBuTesb-
HbI B 3HaYeHWe He AEeNCTBUTESIbHbLIN WIWN HE AEVICTBUTE/bHbIV-BPEMEHHO.

Ba>xHo

Ecnun 6bin1 co34aH HOBbLIN MPUOPUTET, UM Bbl1 N3MEHEH Y)XXe CYLLEeCTBYOLWMIA, TO
MO>XHO TaK>Xe NMPOU3BECTN U3MEHEHUS HEKOTOPLIX NapameTpoB B SysConfig:
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* Ticket:Core::Postmaster::PostmasterDefaultPriority - defines the default priority
for all incoming emails.

» Ticket:Frontend::Agent:Ticket::ViewPhoneNew:Priority - defines the default
priority in the New Phone Ticket screen for agents.

* Ticket:Frontend::Agent:Ticket::ViewEmailNew:Priority - defines the default
priority in the New Email Ticket screen for agents.

* Ticket:Frontend::Customer:Ticket::ViewNew:PriorityDefault - defines the default
priority in the New Ticket screen in the Customer frontend.

6.3. OTBeTCTBEHHOCTb 3a 3aaBky & HabGniope-
HUe 3a 3afABKOM

From OTRS 2.1 on, it is possible to assign a person as being responsible for a ticket, in
addition to its owner. Moreover, all activities connected with the ticket can be watched
by someone other than the ticket owner. These two functionalities are implemented with
the TicketResponsible and TicketWatcher features, and facilitate the assignment of tasks
and working within hierarchical team structures.

6.3.1. OTBEeTCTBEHHOCTb 3a 3aABKY

DYHKUNS OTBETCTBEHHOCTW 3a 3asBKY cnocobcTByeT ee nosiHon 06paboTkm eareHTOM,
KOTOPLIA He ABASIeTCA BAafesbLUeM 3aaBKU. TakuM ob6pa3omM areHT, KOTOpPbIA 3ab610KK-
poBaJ 3as8BKY MOXXET rnepenaTb ee APYroMy areHTy, KOTOPbIA He SIBSIeTCA BiagesbLem
3as1BKW, A5 Toro, 4Tobbl BTOPOIM MPOCTO Aas OTBET Ha Bonpoc. [ocne Toro Kak 3anpoc
Obl/1 pacCMOTpPEH, MEPBbLIA AareHT MOXKEeT CHSATb OTBETCTBEHHOCTb 3a 3asiBKY C BTOPOro
areHTa.

With the configuration parameter Ticket::Responsible, the ticket responsibility feature can
be activated. This will cause 3 new links to appear in the ticket activities menu of a zoomed
ticket in the agent interface.

OTBETCTBEHHOCTb 3a 3aABKY MOXET ObITb Ha3HayeHa NocJsie OTKPbITUSA €€ COOEPXKUMOTO,
Ha>XaB CCbIKY "OTBETCTBEHHOCTL", COOTBETCBYIOLLEr0 MEHI0 B LWWabsioHe NpocMoTpa no-
npobHoM nHpopmaumm o 3as9BKe areHTCKoro seb-nHTepgenca (CM. HMXXenpmeeeHHbIN
cLueHapun).

oycostia (3] |8

Q

#1010001 — Welcome to OTRS!

1 Article(s) Age: 360 d 0 h — Created 20:15 Ticket Information

Back | Unlock | History | Print | Priority | Free Fields | Link | Owner [\Responsible | Customer | Note | Merge | Pending | Close |

new

-Move- - T

3normal
= & Raw

| wo. w| Tree | = | From |_sussecT |_creaTeD | @& |
[ 1 customer — air OTRS Welcome to ]

0
¥ #1 —Welcome to OTRS! Miguel Hidalgo y C[..]
Admin OTRS

Forward | Bounce | Phone Call Outbound | Spit | Print | Plain Format | - Reply - ~ | -ReplyAll- -

OTRS Feedback
Your OTRS System

e D, Customer Information
08109/2009 20:15:45
none
Welcome!
Linked Objects
thank you for installing OTRS
none
You will find updates and patches at Online
documentation is available at You can alse
take advantage of our mailing lists .

((enjoy}}

Your OTRS Team

PucyHok: N3meHeHne OTBETCTBEHHOIro 3a 3asBKy B wabsioHe npocMoTpa noApobHo
MH@. O 3a5BKe.
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lMocne Ha>kaTuga Ha KHOMKY "OTBETCTBEHHOCTL", OTKPOEeTCH BCMJibiBaloLee OKHO A1 U3-
MEeHEeHNA OTBETCTBEHHOCTM 3TOM 3aABKU (CM. HMXKEeNpUBEOEHHbIN PUCYHOK). DTOT Lwab-
JloH/amanor Tak>xe MoxXeT bbITb NCNOoNb30BaH AJ19 OTNPaBKU COOBLLLEHNSA HOBOMY areH-
Ty, KOTOPbI ByaeT HeCTN OTBETCTBEHHOCTb 3a 3TY 3aABKY.

Options

Welcome to OTRS!

o mig 90
Mina Francisco Xavier (fcoxavier mina)
OTRS Admin (roct@localhost)

de Hurbide Agustin (agustin deiturbide)

Responsible Update!

=1 ; Bl Bla-2- < Source -l

Please take care of this ticket.

Thank youl =

PucyHok: BcrinibiBatoLmi Anasaor A1s U3MEHEHUS OTBETCTBEHHOI O 3a 3asIBKY.

Ecnun akTuBMpoBaHa pyHKUNA OTBETCTBEHHOCTU 3a 3asBKY, TO B WabnoHe OTBeTCTBEH-
HOCTb, areHTckoro Beb-nHTepdenca OTRS MOXXHO NPOCMOTPETbL CMMUCOK BCEX 3a8BOK, 3a
KOTOpbl€ areHT HeceT OTBETCTBEHHOCTb.

6.3.2. NMpocMoTp 3aaBOK

HaunHasa ¢ OTRS 2.1 u Bbilwe ¢ nomoLubio pyHkumm TicketWatcher, BoibpaHHble areHThl,
Takue Kak, Harnpumep, pyKoBoaMTenn MOryT NnpocMaTpuBaTh onpefeneHHble 3as8BKy 6e3
nx 06paboTku.

The TicketWatcher feature can be activated with the configuration parameter
Ticket::Watcher which adds new links to your actions toolbar. Using Ticket::WatcherGroup,
one or more user groups with permission to watch tickets can also be defined.

Onsa Toro 4Tobbl CMOTPETh 3asBKY, NnepenanTe K wabsoHy npocMoTpa NoaApobHOW UH-
dopMaumm 0 3a9BKE N Ha)XMUTE CCbiKy "lloanncaTca" B MEHI0 3asiBKU (CM. HUXenpu-
BeOEeHHbIN PNCyHOK).

1 @02 220 mw =

DASHBOARD Q,

| #1010001 — Welcome to OTRS!

2 Article(s) Age: 360 d 1 h - Created 2045 Ticket Information

Back | Uniock | History | Print | Priority | Free Fields | Link | Owner | Responsible | Customer | Note | Merge | Pending | Subseribe |
—— new

Cose | Move: =

3 normal

= = Raw
| ho. w| Tvee | = |_Frou | _sussecT |_cREATED | & |
[ 1 customer — dir OTRS Welcome to |
2 agent - dir Higuel Responsible 080412010 0
R Miguel Hidalgo y C[..]
¥ #1 —Welcome to OTRS! Miguel Hidalgo y C[..]

Forward | Bounce | Phane Call Outbound | Spli | Print | Plain Format | - Reply - ~ | -Reply All- -

OTRS Feedback

Customer Information

none
08/08/2009 20:15:45

Welcome! Linked Objects
none

thank yeu fer installing OTRS.

You will find updates and patches at Online

documentation s available at You can also

take advantage of our mailing lists

((enjoy))

Figure: Noanucka Ha NPocMoTP NoaApobHOV nHopMaLMn O 3asiBKE.
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Ecnn Bbl 60/bLUE HE XOTUTE NPOCMaTPUBaTb ONpeneneHHyo 3a8BKy, nepengnTe K wab-
JIOHY NpocMoTpa NoapobHoOM MHGOPMaLUN 3a9BKN N HAXKMUTE KHOMKY "OTMEHUTb Noa-
MNCKY" B MEHIO 3aABKN (CM. HUXKEMPUBELAEHHbIN PUCYHOK).

221t @’ ® 4° %' 2°0 m & = T

DASHBOARD snmsms CUSTOMERS | ADMIN Q

| #1010001 — Welcome to OTRS!

2 Article(s) Age: 360 d 2 h — Created: 20:15 Ticket Information
Back | Unlock | History | Print | Prioriy | Free Fiekds | Link | Owner | Responsible | Customer | Note | Merge | Pending |
new
Unsubseribe | Closs | -Move- v lock
3normal
= = Raw
| wo. w| Tree | = | From | _sussecT |_cReaTED | @& |
[ 1 customer — air OTRS Welcome to ]
2 agent— dir Higuel Responsible  08i04/2010 0
] Miguel Hidalgo y C[..]
¥ #1 - Welcome to OTRS! Wiguel Hidalgo y C[..]
Forward | Bounce | Phone Call Outbound | Spit | Print | Plin Format | - Reply - v | -RephyAl- -

OTRS Feedback
Your OTRS System Customer Information
Weicome to OTRS!

none
08109/2009 20:15:45

Welcome! Linked Objects

none
thank you for installing OTRS,

You will find updates and patches at online
documentation is available at You can also
take advantage of our mailing lists .

((enjoy}} -

PucyHok: OTKa3 oT noAnucu Ha 3asBKy B LWabsioHe npocMoTpa noapobHo nHgpopmaLmnumn
0 3asBKe.

KaK TOJIbKO aKTUBMpPOBaHa (pyHKLUA "MPOCMOTpP 3aABOK", TO CMUCOK BCeX NpocMaTpuBa-
eMblX 3a8BOK byaeT goctyneH B wabnoHe Watched View (cM. HUXenpueeaeHHbI Pucy-
HOK).

0 1

#x't' @'’ 2°2'2°0 mw = 1

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN

My Watched Tickets: All

New Atticke 0 | Pending 0 | Reminder Reached 0

1-10f1-Page: | I M L

| || mexers | AGe w| FROM/SUBJECT | state | Locken QUEUE | owner | cusToMERD
OTRS Feedback
- 1010001 367d6h new lock Raw Miguel Hidalgo y Costi[. ]

Welcome to OTRS!

Top of page Y

PucyHok: LLlabnoH gnsa rnpocmMaTtpmrBaeMbIX 3aA4BOK.

7. PYHKU UM CBA3aHHbIE C BpeMeHeM

7.1. HacTpounka nepuopa padbo4yero spemMeHm,
NPa3HUKOB U YaCOBbIX NOSCOB

Some functions in OTRS, like escalations and automatic unlocking of tickets, depend on
a proper configuration of business hours, time zones and holidays. You can define these
via the SysConfig interface, in Framework > Core::Time. You can also specify different
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sets of business hours, holidays and time zones as separate 'Calendars' in Framework
> Core::Time::Calendarl through Framework > Core::Time::Calendar9. Calendars can be
defined by queue settings, or on SLA levels. This means that, for example, you can specify
a calendar with 5 x 8 business hours for your 'standard' SLA, but create a separate
calendar with 7 x 24 support for your 'gold' SLA; as well as set a calendar for your 'Support-
USA' queue with a different time window than your 'Support-Japan' queue. OTRS can
handle up to 99 different calendars.

7.1.1. bnsHec Bpems

Set up the working hours for your system in SysConfig Framework >
Core::Time::TimeWorkingHours, or for your specific calendar in the calendar's
configuration. OTRS can handle a granularity of one hour. Checking the marks in the boxes
8,9, 10 ... 17 corresponds with business hours of 8 AM - 6 PM.

3aABKM 3CKaNINPYIOTCS, YBEAOMIEHNS AN 3CKaJIMPOBAHHbIX U OXXMOAIOLWMX 3as8BOK OT-
NPaBAsAOTCS U 3as8BKU Pa36JIOKMPYOTCA TONIbKO B paboyee BpeMmsi.

7.1.2. NMpa3pHUKU C PUKCUPOBAHHBIMU O aTaMm

Holidays that are on a fixed date every year, such as New Year's Day or the Fourth of July,
can be specified in TimeVacationDays, or in the corresponding section for the calendars
1-9.

3as8BKN He BYAT 3CKanMpoBaTbCS, HU Pa3bNOKMPOBATLCSA B CPOKU, OrpenesieHHble Kak
"CneunanbHO 3ape3epBupoBaHHbIe aHU".

NMpuMmeuyaHue

Mo ymonyaHuto, OTRS paboTaeT no HemeLKM BbIXO4HbIM.

7.1.3. TimeVacationDaysOneTime

Holidays such as Easter that do not have a yearly fixed date but instead vary each year,
can be specified in TimeVacationDaysOneTime.

3aaBkn He BynyT 3CKanmpoBaTbCa U He ByayT pa3bioknpoBaTbCA B NepMoS BPEMEHMU
onpenesieHHbIN Kak TimeVacationDaysOneTime.

NMpuMeuyaHue

OTRS nocTaBnsetcs 6e3 egnHoro npeaycraHoBneHHoro One-Time-npas3aHuKa.
970 03HA4YaeT, YTO BO BpeMs HAacTponku cnctemol OTRS, HY>KHO CaMOCTOATENIbHO
no6aBnTb NMpasHUKK, Takne Kak Nacxa, [leHb bnarogapeHus.

7.2. ABTOMaTn4yeckue PasbnokmpoBkm

3a610KMPOBaAHHbIE 3aBKM MOTYT ObITb Pa36JI0OKMPOBaHbLI CUCTEMOI aBTOMATUYECKN. ITa
onuus MoXXeT BbITb NMONIE3HOW, ecn, HanpuMep, areHT 3abJI0KMPOBa 3a89BKM, KOTOPbIE
HY>XHO 06paboTaTb, HO He paboTan C HUMK MO onpeaeNieHHON NpUYnHe, Hanpumep Gbin
B oTnycke. YTobbl y6eamTcs B TOM, 4TO 3a06/10KMPOBaHHbIE 3a8BKM He By 1yT 3abbIThbl U UX
obpaboTaloT Apyrue areHTbl, aBToMaTU4eckas pasbiokmpoBka pas3bnokupyeT 3a610Ku-
POBaHHbIE 3aiBKU MPU UCTEYEHUN OMpPeneeHHOro BpeMeH!.

Mepenas No cCbiIKE HACTPOMKM o4epeamn AN KaXKaoW 3asiBKU MOXKHO YCTaHOBUTb KO-
4YEeCTBO BPEMEHU, NPU UCTEYEHUN KOTOPOro oHa byneTt pasbnokmpoBaHa. Moayns, bin/
otrs.UnlockTickets.pl, KoTopbi NepMoOONYECKN Bbi3bIBAETCA KaK 3adaHne MiaHnpoB-
LWMKa 3a4ay cron job, BbINONHSAET aBTOMaTUYECKYO pPa3biloKNPOBKY 3asiBOK.
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YBenomneHns o pa3bnoKmMpoBaHHbLIX 3asBKax OTCbIIAIOTCA TOJSIbKO TeM areHTaM, KoTo-
pble nobasunm ovepenb € pazbnoknpoBaHHbIMK 3asBKamMu B "Mou ovepenun", n akTuBK-
pOBasin B CBOMX HAaCTpoOMKax PYyHKLMIO yBeAOMIEHNN 0 pa3bnoKNpoBaHHbIX 3as8BOKaX.

3asBku BynyT 3a6I0KMPOBaHbI B TOM C/lyyYae, eC/IY BbIMOJHATCA Cneayolne yCcnoBus:
* [1ns o4epenmn B KOTOPOW XPaHUTCS 3asiBKa onpenensieTca Bpems pa3baoKnpoBKY .

* 3asBKe MPUCBOEH CTaTyC 3ab/10KMpoBaHa.

* 3asBKe NPUCBOEH CTaTyC OTKpblaTasl.

Ecnn areHT nobasnseT B 3asBKY HOBYIO CTaTblo - TanMep pa3zbnoknposku bypet cbpo-
weH. OH MoXeT 6bITb t0bbIM N3 CneayrWmnX TUNOB: BHELWHW-email, TenegoH, gakc,
CMC, W BHELLHEE nMpuMedaHme.

KpoMme 3Toro, ecnv nociiedHss CTaTbs B 3as8BKe CO34aHa areHToM, U KNneHT gobasnsert
elie oagHy, nnbo Yyepes Beb-nHTepdenc nmbo No 3/1IeKTPOHHOK NoYTe, Tanmep pas3biokun-
pPOBKW Tak>xe byneTt cobpolueH.

MocnepHee cobbiTue, KoTopoe byneT cbpacbiBaTb TanMep pa3bOKMPOBKKU, KOr4a 3asB-
Ka nepepaeTcs opyroMy areHTy.

8. HacTtpouka BbiBOaa B popmaTe PDF

B 3Tom pasgenie NnpnBOAUTCHA HACTPOWKa ONuUun ans akcrnopTa gaHHbIX n3 OTRS B PDF.

If you use the Print action from anywhere within the OTRS interface, it will generate a
formatted PDF file. You can deactivate this by modifying the configuration parameter PDF
to create HTML output instead.

You can adjust the look of the files generated by OTRS by creating your own logo and
adding it to PDF::LogoFile. You can use PDF::PageSize to define the standard page size of
the generated pdf file (DIN-A4 or Letter), and also PDF::MaxPage to specify the maximum
number of pages for a pdf file, which is useful if a user generates a huge output file by
mistake.

Onsa reHepauumn pdf-charnnoB [OMKHbI ObITb NpPOMHCTanMpoBaHbl Perl-monynn CPAN:
PDF::API2 n Compress::Zlib. B 6onbluinHCcTBE ANCTPMOYTUBOB OHM OOCTYMHbLI B BUAE na-
KeTOB 1 MOryT BbITb NErko YCTaHOB/EHbI C MOMOLLbIO COOTBETCBTYIOLLEr0 MeHegexepa
nakeToB. B cny4yae, ecnv 3To HE BO3MOXXHO, OHW AOJIXKHbI ObITb YCTAaHOBAEHbI C MOMOLLLIO
CPAN. 3a pononHuTensHon MHGopMaumnen ob yctaHoBke Perl-moaynen, obpaTutech K
rnaee "YctaHoBka Perl-mopynen".

9. Stats-moaynb

The OTRS stats module holds features to track operational statistics and generates
custom reports associated with OTRS usage. The OTRS system uses the term "stat"
generically to refer to a report presenting various indicators.

MpaBuabHas HaCTpoKa Moayna cTaTUCTUKN OTRS cBA3aHa C MHOXXECTBOM pPa3/INYHbIX
yCNoOBUN. K HUM OTHOCATCS pa3nimyHble Mmoaynm cuctembl OTRS, noanexalme oueHKe,
HaCTPOWKK NpaB AOCTYyMNa NoJib30BaTeNIen, MPU3HAKKN, KOTOPbIE A0JIKHbI ObITh paccunTa-
Hbl M YPOBEHb UX CNOXKHOCTWU, IEFKOCTb HAaCTPOMKN MOAYNA CTaTUCTUKK, CKOPOCTb 1 3¢h-
(heKTUBHOCTb BbIYMC/IEHUIA, NOALEPXKKA MHOXKECTBA BapMaHTOB BbiBOAA MH(OPMaLUL.

CTaTUCTUYECKUNE INEMEHTHI, TakKMe Kak Hanpumep daisibl, KOTopblie AOMONHSAT PYHK-
LUMOHaIbHble BO3MOXHOCTU MOAYNS CTAaTUCTUKK O KOHKPeTbiX TpeboBaHWiA, MOryT
6bITb UHTErPUPOBaHbLI AN1 NOACHETA C/IOXKHON CTAaTUCTUKN.
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9.1. ObpaboTka Mmoayna areHToM

When signed on as an agent, the navigation bar displays the link "Statistics", with various
submenu options, as shown in Figure.

"+ v’ " ® 2" %' 20 m o E ! ou are logged in as Wiguel Hidaigo y Costlla ()

DASHBOARD | TICKETS _r:usmmlms ADMIN Q.

Dashboard

Reminder Tickets » Seftings

Locked Tickets (1) 1

7 Day Stats
- | have a problem -146h45m

Escalated Tickets

Al (0) 1
none

i

New Tickets

Al(2) 1
- test1 6d6h Th
- Welcome to OTRS! 366d2h

Upcoming Events
Open Tickets / Need to be answered
none
All(0) i
fone OTRS News

PucyHok: Onuun meHio CTaTUCTHKa.
Pa3nin4yHble BapnaHTbl NpeacTaB/IEHHbIE B MEHIO CTaTUCTUKN:

* Overview. lNpepocTaBaseT CNNCOK pPa3/INYHbIX NMpeaBapuTeslbHO CKOHPUIYypPUpPOBaH-
HbIX OTYETOB.

* HoBas. TpebytoTcsa npaBa rw.

* imnopT. TpebyloTca rw-npaBsa.
9.1.1. O6G30p

Selecting the "Statistics" link in the navigation bar, and then the submenu link "Overview",
calls up the Overview screen. The Overview screen presents a list of all pre-configured
reports the agent can use (see Figure below).

21’’’ 422’0 m & E 1

DASHBOARD TICKETS CUSTOMERS ADMIN

Overview: Stats

STATEA| TMLE OBJECT DESCRIFTION

List of the most time-cansuming tickets Ticketiist List of tickets closed last month which required 1.1
Changes of status in a monthly overview WMonihly overview, which reports status changes per..]

List of tickets created last month Ticketiist List of all tickets created last month. Order by al .1

List of open fickets, sorted by fime left uniil solution deadiine expires Ticketiist List of open tickets, sorted by time left until so..]

List o tickets closed, sarted by solution time Ticketiist List of tickets closed last montn, sorted by solut.]
List of open tickets, sorted by fime left unil es calation deadiine expires: Ticketiist List of open tickets, sorted by time left until es]..]

List o tickets closed last month Ticketiist List of all tickets closed last month. Order by agl..J
Ovenview about all tickets in the system TicketAccumulation  Current state of all fickets in the system without{.]

List o tickets closed, sorted by response time Ticketiist List of tickets closed last montn, sorted by respol..]
List of open fickets, sorted by time left uniil response deadline expires Ticketiist List of open tickets, sorted by time left until re[..]

New Tickets TicketAccumulation  Total number of new tickets per day and queue whicl..]

Results: 1-11 - Total hits: 11 - Page:

Top of page [

Figure: Overview of the standard reports.

[Ons KaXkooro M3 oT4yeToB, NepeyncsieHHbiXx B O630pe npenocTaBsieHa cnenyloulas MH-
hopmaums:
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» Stat#. YHUKanbHbLIN HOMeEpP oT4YeTa.
* 3aroJioBoK. 3arojloBoK oTyeTa.

* O6bekT. OBbEKT, KOTOPLIN NCMOJIb3YETCA OJIF FreHepauumn CTaTUCTUKK. B cny4dae cTa-
TNYECKON CTAaTUCTUKN He 0ToBparkaeTcst HU 0AMH 06BEKT, MOCKOJIbKY B €e reHepaunm
OVHaMmnyeckne ob6bEKTLI He y4acTBYHOT.

* OnuncaHme. KpaTkoe onucaHue oT4yeTa.

Korga Mmoayiib CTaTUCTUKN YCTAHOBJIEH, OH MOCTaBIATCSA C HECKOJ/IbKUMUN NpedyCTaHOoB-
JIEHHbIMW 0OTYeTaMu, BbIBOPOYHO BCTPOEHHbIMU B cucTeMy. OHM NpuBeAeHbI B BUAE Cnc-
Ka Ha cTpaHuue "O630p". Ecnn cnncok canwkom 60/bLLIOK U HE MOMELLLAETCA Ha OOHY
CTpaHULy, y areHTa eCTb BO3MOXXHOCTb NpoCcMaTpuBaTb Apyrue cTpaHuubl. CNMcok oT-
4eTOB MOXET BbITb OTCOPTUPOBAH MO CBOEMY BKYCY, MYTEM Ha)KaTUsA Ha XXeJlaeMblli 3a-
rofioBok ctonbua B cnucke. Y1obbl CoO34aTbh KOHKPETHbIN OTYET, HAXXMUTE Ha COOTBET-
cTBytowme stat-Homep, CBA3aHHbIN C OTYETOM. B pe3ysibTaTe OTKpPOeTCsa nHTepdenc npo-
CMOTpa oT4yeTa.

9.1.2. Co3paHme M NPOCMOTP OTYETOB
The view user interface provides the stat's configuration settings (see Figure below).

+ 'S;Df:.?;g:}?ﬂ ®' 2° ){1 2°0 m & E 1

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

View: Stat# 10001

Actions Stat Details

Go to overview 10001

List of the most time-consuming tickets
Edit
— Ticketlist

Delete List oftickets closed last month which required the most ime to

process.

Export config
 Exporicontia | NOTE: Please check the output and configuration of the statistics
carefully to make sure that it produces the resufts you expect If
necessary, change the configuration before using the stafistics in a
production enviranment

CsV ~

Note

With the input and selectfields you can

configurate the stat at your needs. Which No
elements of a statyou can edit depends on
your stats administrator who configurated the
stat

No
No

valid

08/10/2010 22:45:05
Miguel Hidalgo y Cos[..]
08/10/2010 22:45:05

Miguel Hidalgo y Cos[..]

Figure: Viewing a specific report.

MapameTpbl KOHPUIypaUnUnM N9 KOHKPETHOro oT4eTa MOryT ObiTb YCTaHOBAEHbI MyTEM
BblibOpa psifa BO3SMOXHbIX ONuMi. Kak aBTop oT4YeTa Tak U Apyrme rnosib3oBaTenu C co-
OTBETCBTYHOLWMMN NpaBaMn AOCTyNa MOryT Cco34aBaTb HAaCTPOMKMU.

Ha cTpaHuue oTobparkaeTca cneayiollee:

* BO3MOXXHble OEeNCTBUS:

* MeperiTy k 0630py. CcbiNKa, Beaylias obpaTHO K MPoCcMOTPYy CrmMcka OTHETOB.

* PenakTupoBaTh. PefakTupoBaTb MMEIOLLYIOCA CTPYKTYpY OoT4eTa (TpebytoTcs npaBa
A5 YTEHMS 1 3aMnucu, rw).

* Yaanute. YpannTb Tekywmnii oT4yeT (TpebyloTca npaBa AN YTEHUSA U 3anncK, rw).

* JKCNopTUPOBaTbL HACTPONKMN. DKCMOPTMPOBATb HACTPOMKM OTHETa C MOMOLLUbIO 3a-
rpy3kun panna (TpebytoTcsa npaBa 414 YTEHUSA U 3aNUCK, rTw).
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TpaAnUMOHHO: PYHKUUKX SKCMopT 1 MMMopT NO3BOMIAIOT CO34aBaTb U TeCTUPOBaTb
OTYeTbl Ta TECTOBbIX CUCTEMAX C X IEFKON fasIbHENLLEN NMHTEerpaunen B Npon3Boa-
CTBEHHYIO CUCTEMY.
* MogpobHoCTKN OoTHeTa:
* OT4yeT#. HoMmep oTYeTa.
e 3aro/loBoK. 3arosIoBOK oT4yeTa.
* ObbekT. Ob6BEKT, KOTOPLIN NCNOJIb3YyeTCa 414 CO34aHUA OT4YeTa.

e OnuncaHune. ONncaHmne uenmnm oTyeTa.

e QopmaT. BoixogHoM hopMaT oTHeTa. B 3aBMCMMOCTM OT KOHPUIYypaLnmM, MOXHO Bbl-
6paTb OANH U3 CceAyoLWnX opMaToB BbiBOAA:

* CSV.

* [leyaTb.

* paduyeckme nuHun.

* CtonbuoBasa gnarpamma.

* lnarpamma.

* ToyeyHas guarpamma.

* ToYye4yHoO-NMHernHaa guarpamMmma.

* lnarpamma

* KpyroBas "nmpoxxok"-guarpamMmma.

* Pasmep B nukcesisix. Pasmep rpacdmkos/guarpamm B nukcesiax. 3ta onuma JoCcTynHa
TOJIbKO B TOM CJly4ae, eC/in B HaCTpPoMKax oT4yeTa pa3pelleHbl rpaguku. Bce 4acTo
ncnonb3yemble rpamnyeckme pasmepbl HacTpausatoTca OTRS-agMUHUCTPaTOPOM B
SysConfig. 3aTeM, BO BpeMsa HaAaCTPOMNKM OT4YETa, areHT MOXeT BbibpaTb Heobxoau-

MblIli (hOpMaT U3 BCEX AOCTYMHbIX.

* KO/IM4eCcTBO CTPOK. YKa3biBaeT KOrAa OTYET 3aMEHSIeTCS KOJIOHKOW, YbW SSHENKN CO-
Lep>XaT CYMMY COOTBETCTBYHOLLMX CTPOK.

* KO/IM4eCcTBO KOJIOHOK. YKa3blBaeT Korha OTYeT 3aMeHSIeTCS CTPOKOW, YbM SHENKn
copep)XaT CYMMY COOTBETCTBYHOLLMX KOJIOHOK.

* K3wi. YKa3blBaeT Korga creHepmpoBaHHbIN OTHET K3LWMPYeTCs B PansioBON CUCTeEME.

* [levictButeibHbIVI. MOXeT bbITb YCTAaHOBJIEH B 3Ha4YeHMe "HeLeNCTBUTENbHbLIN" ecnn
MO KakoW TO NpUYMHE OTHET BPEMEHHO He O0J/IKeH 3anyckaTbca. KHonka "CtapT" B
HW>XXHEN YacTn npason naHenn 6onblue He oTobparkaeTcq. Takmm obpa3om OTHET He
MOXXeT ObITb CO34aH.

* Co3paH. Bpema cosgaHnsa otyeTa.

e Co3paH (kem). M5 areHTa, KOTOpbIA CO34aN OTYeT.

* MI3meHeH. Bpema nocnegHen mogudukaunum otyeTa.

* WI3meHeH KeM. IMs areHTa, KOTopbI TIPR/IeAHNM BHEC M3MEHEHUS B OTYET.
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e X-axis. Icnonb3ys 3Ty PyHKLUNIO, areHT MOXKeT MNepeksitoyaTbh X Uy axes (TONbKO B
TOM Ccny4ae, ecaim 3Ta onuunsa aktueuposaHa OTRS-agMUHMCTPATOPOM).

* ObLaa nHpopMaL s CONpoBOXAaeTCs MHMopMaLmen o caMoMm oTyeTe. EcTb OBa
pa3/INYHbIX WabnoHa NPoOCMOTPa oTYeTa (MK CTaTUCTUKN):

» Static stat view. Static report generators can be integrated into the stats module
(see Figure below).

‘e’ ®' 2°2'2°0 mow = 1

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

View: Stat# 10002

Actions Stat Details

Go to overview 10002

Changes of status in a monthly overview
Edit

StateAction

Delete Wonthly overview, which reports status changes per day of a selected
month.

Export config Print

Note s

With the input and selectfields you can
configurate the stat at your needs. Which
elements of a statyou can edit depends on
your stats administrator wha configurated the 08/10/2010 22:45:05
stat

valid

Miguel Hidalgo y Cos[..]
08/10/2010 22:45:05

Miguel Hidalgo y Cos[..]

Configurable params of static stat

2010 ~

07 -

Figure: Viewing a static report.
* Dynamic stat view (see Figure above). They can be displayed in two different ways:

» HemsmeHsemble HacTpoviku. Co3paTenb OTHEeTa He MMeeT NpaB 419 U3MEHEeHMNs
3TUX Mosen.

* NI3meHseMbie HacTpoviku. TapamMeTpbl KOHpUrypaumm TakKMX OTYETOB MOryT
OblTb N3MEHEHLI areHTOM.

HaxaTne kKHonku "MycK" (B HUXXHEN 4acTu 3KpaHa) ABNAETCHA NMOC/AefHUM LUaroM rnpu
co3faHunm ot4yeTa. ECTb ABE BO3MOXXHbIE MPUYUHbI, KOrfa 3Ta KHoMnKa He byneTt otobpa-
XKaTbCs:

1. OT4eT 6bIN YCTAaHOBJIEH HEAENCTBUTESIbHLIM U, TaKUM 06pa30M OTKJIIOYEH.

2. OT4eT 6bI1 HACTPOEH HE aKKYPATHO U, C/Zle0BaTesIbHO, HE MOXKET BbIMOJIHATCA. B 3TOM
chy4ae HeobxoaAuMYO MHGOPMALMIO MOXHO HalTu B pasgene ysepomneHun OTRS
(BHM3Y, No4 HaBUraLMOHHOW NaHesbIo).

Ecnun HacTponkun Ha cTpaHuLue MNpPoCMOTpP HEBEPHDI, 3Ta CTpaHuLa oTobparkaeTcs onaThb,
rnocsie HaaTtust KHonkn "Myck" n nHbopmMauns o BBeAeHbIX HEBEPHbIX AaHHbIX byaeT
BblBEJ€Ha B pa3faene yBe4AoOMIEHUN.

9.1.3. PepakTupoBaTtb / Co3paTb HOBbIX

AreHTbl, KOTOPbIE MMEIOT NPaBa Ha 3anncCb, MOryT PeAaKTUPOBATb HACTPOWMKU CYLLLECTBY-
IOLLEro oTYeTa, 3anyCcTUB NoJIb30BaTENbCKNN BED-UHTEPGENC MOaYNa CTaTUCTUKK. B Ka-
YyecTBe asibTEPHATMBbLI OHU MOFYT CO34aTb HOBbIN 0T4YeT. COOTBETCTBYOLWME CTPAHULbI
MOryT ObITb 3anyLleHbl cnegyowmnm obpasom:

1. PepakTupoBaTh: icnonb3ys KHOMKY "PefakTupoBaTh" B WwWabsnoHe npocMoTpa cTaTu-
CTUKW.
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2. HoBbin: Ucnonb3ys ccbiiky "HoBbIn" B MeHI0 CTaTUCTMKA HaBUIaLMOHHOW MaHenm, nam
KHoOMKy "[o6aBnTb" Ha cTpaHuue MNMpocMoTp.

CTtaTncTunka pefakTupyeTcs C MOMOLLbIO MacTepa B YeTblpe 3Tana:
1. Obuime TeXHMYECKMe YyC10BUS.

2. OnpegeneHne saneMeHToB a5 X-axis.

3. Cneundukaumns 3Ha4eHnn paaa.

4. Bbibop orpaHMYeHnin onga oT4eTa.

LWarun ¢ 2-4 Heob6xoAUMbI TOJILKO AJ1st CO3AaHMS OTYETOB C ANHAMUYECKO CTAaTUCTUKON.
Ons cTaTuyeckon CTaTUCTUKN TpebyeTcs TosbKo obLias nHopMauns (MyHKT 1).

NHdopmauma o ToM, Kak obpabaTbiBaTb CTpaHNLY NPUBOANTCS Ha KaXKA0OM U3 3TUX 3Kpa-
HOB, HMXKe naHenn "denctena" naHenu Noacka3ok.

Ecnn BBeAeHbl HEMPaBWbHbIE OaHHLIE, NPEAbIAYLNA MNONb30BaTENbCKNA UHTEPdENC
oTobparkaTecs 3aHOBO, Ha 3TOT pa3 yXe C UHMOopMaLUmen o HenpaBUIbHbIX BXOOHbIX
OaHHbIX. 9Ta MHGopMauus oTobpaxaeTcs B OTRS B pa3aene ysenomsneHuni. Cnenyowmn
nosib3oBaTeNIbCKUI Beb-nHTepdenc ong BBoaa otobparkatecs TONLKO B TOM C/ly4ae, ec-
nn BCe nonsa hopMbl 3aN0JIHEHbI MPaBUILHO.

1. General specifications. It is the first page of the Edit wizard (see Figure below).

DASHBOARD

Edit: Stat# 10001

Actions General Specifications (1/4)

Go to averview *Tile: | jst ofthe most time-consuming ficksts

*Description” | 1301 of tickets closed last

ed the most

NOTE: Please check the output
x Dynamic-Object:  Ticketiist

*Permissions: | agmin -

users

* Resultformat
Print =

graph-area
graph-bars
graph-hbars -

1200x800
4RNAVA2AN

Figure: Editing the general specifications of a report.

In the screen showed in Figure, there are a great number of common specifications and
settings that can be edited:

* 3aros10BoK. [1oJ>XHbI B CKaTon hopMe OoTparkaTb Ha3HavyeHune (uenb).

* OnuncaHune. bonee nogpobHasa nHgopmMmaumsa ob oTyeTe, TUNaxX KOHPUIYpPaLMOHHbIX
napameTpoB 1 T.[4.

» InHammnydeckmi o6bekT. Ecnn yctaHoBneHHas cuctema OTRS npepocTaBnseT pas-
JINYHblEe AUHaAMNYecKkne o06beKTbI, OANH U3 HUX MOXET bbiTb BbibpaH. O6bEKTLI OT-
BeyaloT TpeboBaHNAM OTAENbHbIX MOAYJIEN.

Static file. ObbI4HO 3Ta BO3MOXHOCTb He oTobparkaeTcs Ao Tex nop, Noka oTobpaka-
loTCa cTaTudyeckmne dannbl, HadHayeHble oTyeTy. Ecnm "CtaTnyeckmn dann" oTob-
pakaeTcCs, N03)Ke, 04EHb Ba)KHO MOCTaBUTb rajloyKy B MoJie N BbibpaTb pexxum re-
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Hepauuun (AUHAMNYECKNIA C GUHAMNYECKNN 06 BEKTOM NN CTaTUYECKNIA C hasioMm).
Ecnn BbibpaH cTaTmndeckuin ains, nosb3oBaTenbCcknnm Beb-nHTepdenc 2-4 He oTob-
pa)kaeTcs Kak cTaTuyeckmnn hann cogep>xawinini sce Heobxogmmble HaCTPOMNKMN.

* HacTtpovikm npas goctyra. Conencreme orpaHuyeHuio rpynn (1, ciegosaTesbHO,
areHTOB), KOTOpPbIE MO3>Xe MOryT NPOCMaTPUBaTh U reHepUpoBaTb NpeaBapuTeb-
Hble OT4YeTbl. TakuM 06pa3oM, pa3nydHblie OTYEThl MOryT BbITb BbliAeneHa Aa pas-
JINYHbIX OTAEN0B 1 paboyunx rpynr, KOTopble B HUX HY>XAAlTCA. MOXXHO BbIAeINTb
OAVHY CTaTUCTUKY AN pa3NYHbIX Fpyrm.

Mpumep 1: BoibpaHa "stats" rpynna. OT4eT AOoCTyneH 4n4 NpocMoTpa 411 BCEX NOJb-
30BaTesien MMeLMX No KpanHen mepe npaBa Ha rpynny "stats . 3ToT gocTtyn fo-
CTyNeH Nno yMOJHaHu 0.

Mpumep 2: bbina BbibpaHa rpynna nof Ha3BaHMeM "npogaxkn". Bce nonb3oBaTenu,
nmetowme npaea ro (read only) K 3Ton rpynne MOryT BblAeTb CTAaTUCTUKY B pexxmme
npocMoTpa 3 reHepmpoBaTb ee. OAHAKO OTYeT He ByaeT AOCTyneH Ans NnpocMoTpa
ApyruMm nosib3oBaTensMm.

* @opmaT. PopMaT 0TOBpaKeHNsa CTaTUCTUKKU. B 3aBNCMMOCTN OT KOHUIrypauum, mo-
ryT 6b61Tb BoibpaHbl cnefyoume oaNH NN HECKOJSIbKO (hopMaTOB:

* CSV.

e [leyaTsb.

e graph-lines.

e graph-bars.

e graph-hbars.

e graph-points.

e graph-lines-points.
* graph-area.

* graph-pie.

* Pa3zmep rpagvka. Boibepnte pasmep anarpamMmbl B NnKcenax. 9T1oT Bbibop Heobxo-
OVM TOJIbKO B TOM CJly4ae, ecam rpadunyeckmnm choopmaT BbiBoga 6bin BbibpaH B "®op-
MaT". Bce rpacduyeckmne pasMepbl, KOTOPbie MOXXHO UCMOJIb30BaTb ONpenesifaioTCs B
OTRS B SysConfig. Mpn HacTponke oT4yeTa, areHT MOXET npefBapuTesibHO BbibpaTb

BCE COOTBETCTBYHOLIME DOPMATHI.

* Kosim4ecTBO CTPOK. YKa3blBaeT KOrga OTYET 3aMEHSETCS KOJIOHKON, YbU S4ENKn co-
Aep>XaT CYMMY COOTBETCTBYIOLLMX CTPOK.

* CyMmma cTo16140B. YKa3biBaeT KOrga OTHeT 3aMeHSAeTCHA CTPOKOM, Ybe A4elnkun cogep-
»KaT CYMMYy COOTBETCTBYHLLMX CTPOK.

* Kow. YKa3biBaeT Ha TO, 4TO CO34aHHbIA OTHET O0JIKEH K3LWNPOBaTbLCA B haliioBOW
cucTeme. ITO NO3BOJISIET CYLECTBEHHO 3KOHOMUTb BbIYUC/INTESIbHbIE MOLLIHOCTU 1
BPEMS, HO JOJI>KHO MCMOJIb30BaTbCA TOJIbKO B TOM CJ/ly4ae eCim CoOAeprKaHue oT4yeTa
bonblie He ByneT N3MeHATCA.

KawupoBaHne aBTOMaTUYECKM NpeKpaLLlaeTCs, eCc/im OTYET HE COOEPXKUT BPEMEH-
HbIX 0603Ha4YeHUn, Nan Korga BpemMmeHHble 0603Ha4YeHNa yKa3biBatloT Ha byayulee.
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B cnlyyae pefakTUpoBaHMS 3aK3LWMPOBAHHOIO OTYeTa YAaJAoTCS BCE 3aK3LWUPO-
BaHHble JaHHbIE.

» [levicTBUTE/IbHbLIV. YCTaHaBNMBAETCA B 3Ha4YeHMe "HefenCTBUTEeNbHbLIN" ecin paHee
CKOH(UIYPUPOBAHHbLIN OTYET MO KakKon TO NpUYnHe He AOJIKEH BbINOHATCA. KHOnM-
Ka "CTaTnctmka" Takxe He oTobpa)kaTecsd B NpaBoM HMXXHEM yrny 6soka. OT4eT
6onblue He reHepupyeTcs.

2. OnpegesieHne 31IeEMEHTOB A4J11 X-axis. 9TO KOHpUrypauma ona 3/ieMeHTOB, KOTopble
NCNONb3YIOTCA 418 onncaHus X-axis naum, ecnm ncnonb3ytoTcsa Tabnvubl, nMma ctonbua
npumeHseTca gna X-axis (CM. PUCYHOK HMXXe).

%° %" 3?2

DASHBOARD

Edit: Stat# 10001

Actions Select the element that will be used at the X-axis (2/4)

Go to overview © Humber

Ticket#

Note Created 2

Here you can define the x-axis. You can select
one elementuia the radio button. If you make
no selection all altributes of the element will Back || Next..
be usedifyou generate a stat, as wel as new

atiributes which were added since the last

configuration

Ifyou remove the hook in the “Fixed™

checkbox, the agent generating the stat can

change the atributes of the corresponding

element.

Top of page Y

PucyHok: OnpegesnieHne 31eMeHTOB A1 X-axis.

Bo-nepBbix, 3/1eMeHT BblIbMpaeTcs C NOMOLLbLIO OMUMOHANIbHOro rnoas. NoToM Hy»XHO
BblbpaTb OBa nnu 6onee aTpnbyToB anemeHTa. Ecnm BoibpaHbix aTpubyToB HETY, UC-
NoJIb3YyTCHA BCe aTpubyThl, B TOM 4YUCIIe U Te, KoTopble H6bian fobaBeHbl MoC/e KOH-
durypaumm ot4yeTa.

Ecnn oTkNto4eHa HacTponKka "®PUKCUPOBAHHBIN", areHT, FEHEPUPYIOLLUIA OTHET, MOXET
N3MeHNTb aTpubyTbl COOTBETCTBYIOLLEr0 31€eMEHTa B MeHI0 "Bupa" nosib30BaTeIbCKOro
Beb-nHTepdenca.

NeMeHThI BpeMeHN OT/INYaloTCA OT NepnonoB BpeEMEHN. Tuvn 1 4NCNo 3NeMeHTOB 3a-
BUCUT OT NCNOJIb3YKOLWNXCA OUHaMNYECKNX 06bEKTOB N CUILHO 3aBUCUT OT 3TOrO.

Ecnn Bce BXoOHble faHHble BBEAEHbI MPaBUJIbHO, HaXKaTne KHoMKn "Cnegyowmnn war"
oTKpblBaeT hopmMy "Cepusa 3HavyeHnI". Kpome 3TOro, eCtb BO3MOXXHOCTb 3aHOBO Bep-
HYTbCA K pefakTUPOBaHMIO NpeabliayLnx pa3nesnos.

3. Cneuncunkauymsa cepum 3Ha4YeHN.
In the third step of the report configuration, the value series are defined (see Figure

below). They will later form the individual graphs or the various series within a tabular
view.
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DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Edit: Stat# 10001

Actions Select the elements for the value series (3/4)

Go to overview < State
— Priority
Customer User
CustomerlD

Note -
Here you can define the value series. You -

have the possibility to select one or two £ ascending  ~
elements. Then you can selectthe atiributes m&q

of elements. Each attribute will be shown as

single value series. If you don't select any

atribute all attributes ofthe elementwill be

used if you generate a stat, as well as new 7

atributes which were added since the last

configuration

Ifyou remove the hook in the “Fixed”

checkboy, the agent generating the stat can (e=inccd abvent =]

change the atiributes of the correspanding
element

Top of page [

PucyHok: OnipenesieHne 3HavYeHn cepun.

Ecnun BbiBpaH onpeaeneHHbIN 31IEMEHT, Ka)X bl BbIBpaHHbIN aTpnbyT ByneT cooTBeT-
CTBOBaTb 3Ha4YeHto cepum (CM. HMXKe Mpumep 19-1).

Mpumep 4.18. OnpepeneHue 3Ha4YeHUA cCepum - OOMH M3
3J/IeMEeHTOB

dnemMmeHT OYepenb:
* Cepud 3HadyeHnn 1 = Raw

* 3HayYyeHue cepum 2 = Junk

Ecnu pna dopmMmpoBaHUa 3HaYeHUa psna, BeibpaHoO ABa 3NeMeHTa, KaXKabln Bbibpa-
HbI aTPMBYT NepBOro asieMeHTa KoOMbUHUpPYyeTCca c aTpubyToM BTOPOro asieMeHTa (CM.
Huxe PucyHok 19-2).

Mpumep 4.19. OnpepeneHue 3HAa4YeHUA cCcepum - OOMH M3
3J/1IeMEeHTOB

dneMeHT 1 o4epenb, INEeMeHT 2 CTaTycC:

* 3HayeHue co3pgaHna 1 = Raw - OTKpbITb

* Cepud 3Ha4yeHnn 2 = Raw - yCMNeLwHo 3aKpbiTa

e Cepusd 3Ha4yeHnn 3 = Junk - OTKpPLITO

e Cepud 3Ha4eHnn 4 = Junk - ycnewHo 3aKpbITO

Bbibop 13 Tpex nnn 6onee 3NeMeHTOB HE AOMNYyCKaeTCs.

Kpome 3Toro aTu ycioBus pacnocTpaHaoTcsa U Ha Bbibop aTpubyToB 1 dnaxkok "Oc-
HOBHbIe" KaK gna "X-axis":

* Ecnn gns snemeHTa He BbIOpaHO HMKaKMX aTpubyToB, TO NCMOJb3YOTCSA BCE aTpy-
OyThbl, BKJIlOYASA U Te, KOTopble 6bin AobaBneHbl NOC/e HACTPOMKK OTYETa.
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* Ecnv napameTp "®UKCMPOBAHHbLINA" OTK/IOYEH, areHT, KOTOPbIA CO34aeT OTHET MO-
XKeT N3MEeHATb aTpubyThbl COOTBETCTBYIOLLNX 3/IEMEHTOB.

4.YcTaHOBKa OrpaHU4YeHuii oT4eTa. 9TO YEeTBEPThbIA 1 MOCAeAHUA 3Tan KOHPUrypauum
(cM. PucyHok Hmxe). OrpaHnYeHns cny>xaT AJ1g orpaHNYeHUs pe3ynbTaToB BbibpaH-
HbIX KpUTEpPUEB. B pAae cny4yaesB He OO/HKHO ObITb HUKAKMX OrpPaHNYeHNN.

0 1

#x't'e’'s’a 2" 2'2° 0 & = !

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Edit: Stat# 10001

Actions Select the restrictions fo characterize the stat (4/4)

Ga to averview & 3

Note 100 o

Here you can make restrictions to your stat

Ifyou remove the hook in the “Fixed™ 7]

checkbox, the agent generating the stat can

change the attributes of the corresponding Junk

element Misc
Postmaster
Raw
Support
7

closed successful
closed unsuccessful =
merged

new

open -
7]

closed
il

PucyHok: OnpeneneHne orpaHnyeHuin.

Mocne yCTaHOBKM BCEX OrpaHUYen, KOHpUrypaumsa oT4yeTa 3aBepLUaeTcs Ha>kaTuem
KHOMKK "loToBO".

9.1.4. AMmnopT

Ons noctyna K nosib3oBaTesibCKOMY nHTepdency Mmnopta (cM. PUCYHOK HMXKE) nepen-
onTe no ccoike "CtaTncTuka", a 3ateM Bbibepute "MnopT". ANbTEPHATUBHLIA cnocob
- Ha cTpaHuue "0630p" HaxkaTb KHOMKY MMopT, 3TO NpuBeOeT K TOMY XXe pe3ybTaTy,
HO ANS 3TOro gencteunsa TpebyloTca NnpaBa ona YTeHusa n 3anncum "RW".

DASHBOARD TICKETS TOMERS ADMIN Q

Import Stat

Browse_
Import

Top of page [

PucyHok: lNMonb3oBaTenbckui Beb-nHTepgevic aas Vimropra.

OueHb ynobHas pyHKLUUSA, 3Ha4YNTEIbHO obiervyaeT MMNopT CTAaTUCTUKN, 0COBEHHO B CO-
4YeTaHWN C BO3MOXKHOCTSMU Moayns 3kcnopTa. CTaTUCTUKY MOXXHO CO34aTb M MPOTECTU-
pOBaTb Ha TECTOBbLIX CUCTEMAX, @ 3aTEM UMMNOPTMPOBATL B peasibHYl0 CUCTEMY.
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MMnopT ocywecTBaseTCa NyTeM NPOCTON 3arpysku garna. MNocne aToro, 4asa nmnopTa
CTaTUCTUKKN, aBTOMATMYECKN OTKPbIBAETCA NOJsIb30BaTENbCKUA nHTepdgenc "Bug".

9.2. ADMUHUCTPUPOBaAHUE MOAYJIA CTaTUCTUKH
OTRS agMUHUCTpPaATOpPOM.

ITOT pa3faen npenoctaBnsdeT UHGOPMaAUMIO 0 3af4adYax U PYHKUMSAX agMUHUCTPaTOpa
OTRS, KoTOopbI paboTaeT C MoAysieM CTaTUCTUKN.

9.2.1. HacTpouku nosiHoMmouuu, F'pynn n Ponen
HeT HOBBbIX ouepep,elh n/nnn rpynn, co3gaHbiX NMpun yCtaHOBKeE MOAYNA CTaTUCTUKN.

B KOHUrypauuum no ymosa4aHuMio MoayJsib peructpauum gaetT BCeM areHTam rpynnbl "cTa-
TUCTUKA" NpaBa A0CTYyMNa K MOOYJ/II0 CTAaTUCTUKMU.

[loCcTyn B COOTBETCTBUN C pa3peLLleHHbIMU HAaCTPONKaMMu:
* rw. PaspellaeT HacTPOWKY CTaTUCTUKM N OTHETOB.

* ro. Pa3pellaeT reHepauuio NnpeaBapuTebHO CKOHPUIYPUPOBAHHOW CTAaTUCTUKN 1 OT-
4yeToB.

OTRS-agMMHUCTPATOP CaMOCTOATESNIbHO ornpefenseT Korga areHThbl C npaBamMu ond re-
Hepauun npeaBapuTenbHO HaCTPOEHHbIX OTHETOB BbIAENAIOTCA B ro-rnpasa A5 rpynnbl
"cTaTUCTMKA", NI eCcnn UX COOTBETCTBYIOLWMe rpynnbl AobaBnsa0TCa B MOAYJb peru-
cTpaunm B SysConfig.

9.2.2. SysConfig

The SysConfig groups Framework:Core::Stats, Framework:Core::Stats::Graph and
Framework:Frontend::Agent::Stats contain all configuration parameters for the basic
set-up of the statistics module. Moreover, the configuration parameter $Self-
>{'Frontend::Module'}->{'AgentStats'} controls the arrangement and registration of the
modules and icons within the statistics module.

9.3. ADMUHUCTPUPOBaHUE MOAOYNIA CTaTUCTUKHU
CUCTEMHbIM aAMUHUCTPATOPOM

Kak npaBuio, CMCTEMHOI0 aAMUHUCTPaTopa He TpebyeTcs ana skcnayaTaumm, HaCTpPou-
K 1 06Cny>XnBaHus Mmoayns CTaTUCTUKN. OAHAKO, HEMHOIO CNPaBOYHOM MHGpOPMaLUn
[aHO AN CUCTEMHOIro aiIMMHUCTApPTOpPa B 3TOM TOYKE.

NMpuMeuaHue

MyTun K charnam cM. B nogkaTasiorax gomawiHero katanora OTRS (B 6onblunHCTBE
cnydaes /opt/otrs).

9.3.1. Tabnuua 6a3bl AaHHbIX
BktoveHbl BCe KOHUrypauUUOHHbIe MapaMeTpbl oTH4eTa U yrpasasaoTca B XML v, cnepo-

BaTeNbHO, XpaHATca B Tabnuue 6a3bl gaHHbIX "xml_storage". pyrue Moaynun, KOHKeHT
KOTOPLIX XpaHMUTCSA B xml-chopMaTe Tak>Ke NCNOob3YIoT 3Ty Tabauuy.

9.3.2. Cnucok ¢aunnos

Cnenytowme dannbl HeobxoanUMbl A8 KOPEKTHOM paboTbl MOAYNS CTAaTUCTUKN:
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* Kernel/System/Stats.pm

* Kernel/Modules/AgentStats.pm

» Kernel/System/CSV.pm

* Kernel/Output/HTML/Standard/AgentStatsOverview.dtl

* Kernel/Output/HTML/Standard/AgentStatsDelete.dtl

* Kernel/Output/HTML/Standard/AgentStatsEditSpecification.dtl
* Kernel/Output/HTML/Standard/AgentStatsEditRestrictions.dtl
* Kernel/Output/HTML/Standard/AgentStatsEditXaxis.dtl

* Kernel/Output/HTML/Standard/AgentStatsEditValueSeries.dtl
* Kernel/Output/HTML/Standard/AgentStatsImport.dtl

* Kernel/Output/HTML/Standard/AgentStatsPrint.dtl

* Kernel/Output/HTML/Standard/AgentStatsView.dtl

* Kernel/System/Stats/Dynamic/Ticket.pm

* bin/otrs.GenerateStats.pl

9.3.3. KawumpoBaHue

Pe3ynbTaTbl CTaTUCTUKN LOJIKHbI ObITb COXPaHEHbI B K3LLE NN HE MOTFYT ObITb yCTaHOB-
JieHbl B KOHurypaumn. KawmpoBaHble pe3yJsibTaTbl OTYETOB XPaHATCA B (pansiax B Ka-
Tanore var/tmp yctaHoBneHHon cuctembl OTRS (B 6bonblinHCTBE cnyvyaeB /opt/otrs/
var/tmp).

KalunpoBaHHasa CTaTUCTUKA MOXKET BbliTb pacno3HaHa C NoMollbio npedukca "Stats".
B cnyyae noTepu gaHHbIX cucTeme He ByneT npuHeceHo cepbe3sHoro yuiepba. MNpu BbI-

30Be MOAyJia CTAaTUCTUKWN B ClIeAyOWNA pa3, B CJlydae ecsim OH He 0BHapyXuT gaiin,
OTYET CreHepmpyeTcs 3aHOBO. KOHEYHO, 3TO MOXXET 3aHATb HEMHOI0 60JiblLEe BPEMEHMU

9.3.4. otrs.GenerateStats.pl

ITOT hann XxpaHNTCA B gupekTopum bin. OH No3BOASET reHepupoBaTb CTAaTUCTUKY NpSA-
MO N3 KOMaHAPHOW CTPOKMU.

B kayecTBe nNpuMepa cMOTpUTE Bbi3oB CLieHapMs N3 KOMaHAHOW CTOPKW, KOTOPbIVA Npu-
BEOEH HUXeE.

bin> perl otrs.GenerateStats.pl -n 10004 -o /output/dir

CueHapuni: Co3gaHue oT4eTa N3 KOMaHAHOW CTPOKU

OT4eT 13 KoHUrypaunum ctaTuctnkm "Stat# 10004" reHepupyeTcsa U XPaHUTCHA B CSV-
dopmaTe B gupekTopun /output/dir.

CreHepupoBaHHbIN OTYET TakXe OblTb OTMPABJIEH MO 3/EKTPOHHOW royTe. bonee no-
OPobHY0 MHHDOPMALINIO MOXKHO MOYYUTb BbIMNOJHMB KOMaHAy M3 CueHapus npuBeaeH-
HOI HMXeE.
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bin> perl otrs.GenerateStats.pl --help

CueHapuni: IonydeHune nHpopmMmaumnm o aviae otrs.GenerateStats.pl.

9.3.5. ABTOMaTM4yeckoe co3gaHvue CTaTUCTUKMU C NOMO-
WbIO NJIAHUPOBLUUKA 3aaaHMK - Cronjob

O4eBUOHLIM SBASETCA TOT haKT, YTO B AENCTBUTENBHOCTU, HETY HEOBXOANUMOCTU reHe-
pypoBaTb OTYETbl BPYYHYIO, N3 KOMaHOHOW CTPOKU, Tak KakK MoAyOb CTAaTUCTUKU UMe-
eT yaobHbIn rpatunyeckuin Beb-nHTepdenc nonszosatensa. OgHako, co3faHnMe OTHETOB
BPYYHYIO UMeeT CMbICa B codeTaHum ¢ Cronjob.

MpenctaBbTe cebe cneayoLlyo cuTyauuto: Ka>kabln nepebii AeHb Mecsua, PyKoBoau-
Tenn oTAeNoB XOTAT MoJslydyaTb OTYET 3a nocnegHun mecsy. O6beanHUB cronjob ¢ Ko-
MaHAO0W 3anycka cLueHapus B KOMaHOHOM CTPOKe, CTaTUCTMKA MOXXET OTMNPaBAATLCSA UM
Mo 3N1EKTPOHHOWM NOYTEe aBTOMATUYECKMN.

9.3.6. CtatTMueckaa cTaTucTukKa

Moaynb CTaTUCTMKK obrier4aeT reHepaLnto CTaTUYECKON CTaTUCTUKW. 15 KaXKa4on CTa-
TNYECKON CTaTUCTUKN CO3[aeTCs OTAENbHbIM hanfl, B KOTOPOM TOYTO ONpenesieHo ero
copeprxaHue.

Taknm 06pa30M MoXeT 6bITb CcreHepmpoBaHa O4YeHb CJIOXKHasf CTaTUCTUKA. [NlaBHbIM
He4OCTaTKOM ABJSAETCH TO, 4TO 3TOT Cnocob eCcTb He 04eHb FMBKMM.

Qannbl XpaHAaTCcA B gupektopumn Kernel/System/Stats/Static/.

9.3.7. Acnonb30BaHUe yCTapeBLUUX AaHHbIX CTaTUu4ye-
CKOM CTaTUCTUKM

MpexHune Bepcun OTRS 1.3 1 2.0 y)Ke NO3BOJISANN reHepnupoBaTb OTYEThl. Pa3finyHbIe OT-
yeTbl N OTRS Bepcum 1.3 n 2.0 koTopble bbinn crneumansHoO pa3paboTaHbl N9 yooBie-
TBOPEHMSA NOTPEOHOCTEN KNMEHTOB MOryT BbITb NCNO/IL30BaHbI B 601€e MO3HNX BEPCUAX
OTRS.

dannbl Oo/KHbl 6bITb MpocTo nepemewieHbl M3 Kernel/System/Stats/ B Kernel/
System/Stats/Static/. Kpome 3TOro nms naketa COOTBETCTBYIOLILEro CLeHapusa Oon-
eH bbITb 3aMeHeH Ha "::Static".

B cnepytowemM npumepe nokasaHo Kak U3MeHSIeTCs NepBbI NyThb.

package Kernel::System::Stats::AccountedTime;

package Kernel::System::Stats::Static::AccountedTime;

9.3.8. CtaTucTukKa no ymoJsi4yaHuio

"He Bcerga Hy>Ho nsobpetaTb Benocuneq..."

Moaynb CTaTUCTUKK NpenocTaBNseT passfiMyHble npeaycTaHoBJ/IEHHble oT4YeThl. lMpes-
YCTaHOBJIEHHbIE OTYEThl, KOTOPbLIE MOFYT 3auHTepecoBaTb Bcex OTRS nosib3oBaTenemn
MO>XXHO B byayuiem nobaBuTb B MOAY/b CTAaTUCTMKK. NpeayCTaHOBJIEHHbIE OTYETHLI Xpa-
HUTCS B MOoAyJie CTaTUCTUKK B Xxml-popmaTe B anpekTopun scripts/test/sample/.
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10. AvHaMmumyeckue lNMons
10.1. BBepeHue

A dynamic field is a special kind of field in OTRS, created to extend the information stored
on a ticket or article. These fields are not fixed in the system and they can appear only in
specific screens, they can be mandatory or not, and their representation in the screens
depends on the field type defined at their creation time according to the data to be held
by the field. For example, there are fields to hold a text, a date, a selection of items, etc.

Dynamic fields are the evolution of TicketFreeText TicketFreeKey TicketFreeTime,
ArticleFreeText and ArticleFreeKey fields that where commonly used in OTRS 3.0 and
before. The limitation of these "Free Fields" was that they can be defined up to 16 (text
or dropdown) fields and 6 time fields for a ticket and 3 (text or dropdown) fields for each
article only, not more.

Now with dynamic fields the limitation in the number of fields per ticket or article is
removed, you can create as many dynamic fields you like either for ticket or articles. And
beyond that, the framework behind the dynamic fields is prepared to handle custom fields
for other objects rather than just ticket and articles.

This new framework that handles the dynamic fields is build using a modular approach,
where each kind of dynamic field can be seen as a plug-in module for the framework. This
means that the variety of dynamic fields can be easily extended by public OTRS modules,
OTRS Feature Add-ons, OTRS custom developments, and other custom developments.

B 3TOM penuse OOCTYNHbI CAefytoLme TUnbl AUHAMNYECKNX MONEN:

» Text (ogHa cTpoOKa TekcTa)

» Textarea (HECKOJ/IbKO CTPOK TEKCTA)

Checkbox

* BbinagatoLWwmnin CNnMcok (eAUHCTBEHHbINA BbIBOP, HECKOJIbKO 3HAYEHWIA)

Multiselect (MHOXeCTBEHHbIN BbIOOP, HECKOJIbKO 3HAYEHU)
* Date

e Date / Time

10.2. HacTpouka Cucrtembl

By default, a clean installation of OTRS does not include any dynamic fields. If you plan
to use such fields in tickets or articles you need to create dynamic fields.

The configuration of a dynamic field is split in two parts, to add a new dynamic field or
manage an existing one you need to navigate into the "Admin" panel in the "Dynamic
Fields" link. To show, show as mandatory or hide a dynamic field in one screen you need
to change the OTRS settings in the "SysConfig" screen.

10.2.1. JlobaBneHne AmHamun4yeckoro NMNonsa

Click on the "Admin" button located in the navigation bar, then click on the "Dynamic
Field" link inside "Ticket Settings" box located in the lower center of the screen. The
dynamic fields overview will display as follows:
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DASHBOARD | TICKETS | STATISTICS | CUSTOMERS oY

Dynamic Fields Management - Overview

Actions Dynamic Fields List
Article

- NAME LABEL ORDER TYPE OBJECT
Add new field for object: Article No data found.

Ticket

Add new field for object: Ticket

Hint

PucyHok: CTpaHuLa npocMoTpa uHaMmu4ecknx noievi, nycras

Notice that this screen will change as you add more dynamic fields to list all created
dynamic fields. This screen might already have some fields if the installation was updated
from an older version of OTRS.

The Actions in the side bar at the left of the screen describes two possibilities: Article and
Ticket, each one has it's own dropdown selection of dynamic fields.

NMpuMeuyaHue

The installation of an OTRS package could add more objects to the Action side bar.
Obuwas npouenypa 40,15 CO34aHMA ANHAMNYECKOro Mons:

e KNnkHUTE Ha 06beKT BbIOPAaHOro BaMn AUHaMMUYECKOro MoJjs B BbiMaAalolWeM Crmcke
Ha BOKOBOW MaHenn OencTBUN.

* BbibepuTe B CMUCKE M Ha>KMUTE Ha TUMN AUHAMUYECKOro MoJsisi, KOTOPOe Bbl XOTUTE
nobaBnTh.

* HacTpowka

* COXpaHUTb.

[dnanor HaCTPONKK OMHAMUYECKMX NoJen pa3fenieH Ha ABe 4aCTu, BEpPXHAA YacTb ABNA-
eTcs obLwen ansa Bcex nonemn, a HAXKHAS YaCTb MOXKET pa3ny4aTbCA B 3aBUCUMOCTM OT
TNa AMHaMMU4eCcKoro rnons.

O6Lime HAaCTPONKM ANHAMMNYECKOro Mos:

» HasBaHue: Oba3zaTenbHOE nose, yHUKalbHOE, TONIbKO BYKBbI 1 YMCN1a B Ka4YecTBe [0-
NYCTUMbIX CUMBOJIOB.
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This is the internal name of the field, used for example to show or hide a field in one
screen. Any modification of a field name (not recommended) requires a manual update
of the "SysConfig" settings where the field is referenciated.

* MeTka: Obs3aTensHoe.

This is the field name to be displayed on the screens, it supports translations.
NMpuMmeyaHue
MepeBon MeTKK AoJsXKeH b6biTb obaBneH B hai nepeBofa BPYy4HYIO.
* Mopsanok Monen: O6sA3aTensHO.
Defines the relative order in which the field will be displayed on the screen, by default
each new field has the last position, a change in this setting will affect the order of the
other created dynamic fields.

* Cpok gencteusa: ObA3aTenbHbIN.

He pencrtemnTenbHOe AMHaMMYecKoe nose He byneT oTobparkaTbCs Ha sloboM 3KpaHe,
HEe3aBUCUMO OT TOr0 Kakoe 3HaYeHUe yCTaHOBJIEHO B KOHMUIypaLmn.

e Tun nons: Obs3aTenbHoe, TONBKO AN YTEHUS.
lNoka3blBaeT TeKyL Wil BbIOpaHHbIA TUMN NOAS.
* Tun O6bekTa: ObsA3aTesbHbIN, TONIbKO O YTEeHUS.

OTobparkaeT 0651acTb AENCTBUSA AS MONS.

NMpuMeuaHue

ONs UNNCTPaLnmM Ka)kKaoro KOHKPETHOro napaMeTpa HaCTPOMKK B HalLeM npu-
mMepe byneT nobaBneHoO HeCKoJsIbKO nonen. Ccbinku Ha 3Ty nonsa 6yayT ynoMmu-
HaTbCS B Moc/ieayloLWmnx pasaenax.

B cnenyowmx npuMepax Bce AMHaMmyeckue nons 6yayT cosnaHbl ANns obbekTa

3aaBka, ecnm Heobxoammo co3naTbh AMHaMu4Yeckoe none gna obvekta CTaTh4,
npocCcTo BblﬁepVITe noJsie n3 BbiMnagakoLlero Crincka.

Tabnuua 4.6. B cuctemy 6yayr pobaBneHsbl cnepyowme nonn:

HasBaHue MeTKa Type

Monel Moe lNone 1 Text

Mone2 Moe lMone 2 Textarea

Mone3 Moe lMNone 3 Checkbox

Moned Moe lMNMone 4 Dropdown

Mone5 Moe lNMone 5 Multiselect  (MHOXeCTBeH-
HbI BbIGOP)

Field6 Moe None 5 Date

Mone7 Moe lMNone 6 Date / Time

10.2.2. HacTtpouka AmHaMmudeckoro NMona Text

OnHaMmnyeckne TeKCTOBbIE MO UCMOJb3YIOTCA AN XPaHEHUSA NMPOCTON CTPOKMU.
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HacTpolkun guHaMmu4eckoro nonsa Text:
* 3Ha4yeHne no ymosdaHuio: HeobsAazaTenbHoe.

This is the value to be shown by default on the edit screens (like New Phone Ticket or
Ticket Compose).

* [loka3aTb CCbIIKY: Heobs3aTenbHoe.

Ecnn ycTtaHoBNEHO, TO 3Ha4YeHue nons 6yu,eT npeo6pa3OBaHo B Knlea6eany|o CCblJ1-
KY, KOTOpaAd 6y,D,eT OT06pa)KaTbCﬂ Ha 3KpaHe.

Hanpumep, ecnum "lMokKasaTb CCbUIKY" yCTaHOBAEHHO B "http://www.otrs.com", HaxxaTue
Ha 3amMoJIHEHHOE 3HaYeHne NpmBedeT K OTKpbITUIO BEB-cTpaHuubl OTRS.

NMpuMmevyaHue

The use of $LQData{"NameX"} in the Set link value, where NameX is the name
of the field will add the field value as part of the link reference.

DASHBOARD @m‘n‘rmws CUSTOMERS | ADMIN |

Dynamic Fields - Ticket: Add Text Field

Actions General

Go back to overview *Name: o valid B

Must be unigue and only accept alphabetic and numeric characters

Text
*Label: [y Fied 1

This is the name to be shown on the screens where the field is active Ticket

+* Field order:

will be shown on the screens where

Text Field Seftings

My Text

This is the default value for this field

hitp:/fwww.otrs.com

Here you can s

y ws and Zoom screens
Example: hti

an optional HTTP link for the field value in Oven
example.com/handle?query=$L QData("Field1"}

(s b
ave | or

PucyHok: [ilnasoroBoe 0KHO HacTpoviku AuHamu4eckoro rosis Text.

10.2.3. HacTtpouka AmHaMmuuyeckoro Nona Textarea

OnHamnyeckoe nosie Textarea NCMNoNb3yeTcda ONnda XpaHeHUA CTPOK, COCTOoAWNMX N3
HECKOJIbKUX JINHUN.

HacTpolnkun guHamunyeckoro nonsa Textarea:
* KonnyecTtBo CcTpok: HeobszaTensHoe, Llenoe.
Mcnonb3yeTca o4 onpenesieHns BbiCOThl MOJA Ha CTpaHULEe pefaKTUpoBaHUA.

» Konnyectso ctonbuos: HeobsasaTenbHoe, Lenoe.
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This value is used to define the width of the field in the edit screens.

* 3Ha4yeHune no ymosydaHuio: HeobsAazaTenbHoe.

3T0 3HaveHune bypeT oTobparkaTbCA MO yMoOA4aHUIO (MOXXET BblTb TEKCTOM, COCTOSA-
LLWM U3 HECKOJIBKMX CTPOK).

DASHBOARD @s—mﬂmws CUSTOMERS  ADMIN oY

Dynamic Fields - Ticket: Change Textarea Field

Actions General

Go back to overview #*Name: |pin valid

Must be unigue and only accept alphabetic and numeric characters
Textarea
*Label: [y Fieig 2
This is the name to be shown on the screens where the field Is active. Ticket
* Field order: [ 2 S

This is the order in which this field will be shown on the screens

where

Textarea Field Settings

Specify the height (in lines) for this field in the edit mode.

Specify the width (in characters) for this field In the edit mode.

DE D

This is the default value for this field.

PucyHok: OkHo HacTpoviku uHamu4eckoro losas Textarea.

10.2.4. KoHcpurypauusa AuHamuyeckoro NMona Checkbox

OnHamnyeckoe none Checkbox ncnonb3syetca onsa xpaHeHns 3HadveHun true nnn false,
n3obpa>keHo Kak BblbpaHHbIM NN He BbIBpaHHbIN haXkok.

HacTtponkun guHamunydeckoro nona Checkbox:

* 3HavyeHune no ymosndaHuio: Obsa3aTensHoe.

This is the value to be shown by default on the edit screens (like New Phone Ticket

or Ticket Compose), the default value for this field is closed selection which can be
Checked or Unchecked.
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DASHBOARD @s—m‘rmms CUSTOMERS  ADMIN oY

Dynamic Fields - Ticket: Add Checkbox Field

Actions General

Go back to overview *Name: o valid

Must be unique and numeric charact

ers.

Checkbox
*Label: |y Fleida

s where the field Is active. Ticket

* Field order: [ 3

ield will be shown on the screens where

Checkbox Field Settings

Unchecked 3 |

This is the default value for this field.

(Save)
ave | Of

PucyHok: OkHO HacTpoviku uHammnydeckoro oas Checkbox.

10.2.5. HacTtpouka iluHaMmuuyeckoro NMonsa Dropdown
(Boinapawowmum CnMcok)

OnHamnyeckoe nose Boinagatowmn Cnucok (Dropdown) ncnonab3lyeTca A8 XpaHeHus
04HOro 3Ha4YeHns, KoTopoe BbiIbMpaeTCcsa N3 3aKpPbITOro Cnucka.

HacTpoikun gnuHamuyeckoro nons Dropdown:

Bo3MoXXHble 3HavyeHus: ObsasaTenbHoe.

List of values to choose. If used, a new value is necessary to specify the Key (internal
value) and the Value (display value).

3Ha4yeHune no YMOJTHaHWNIO: Heobs3aTenbHoe.

This is the value to be show by default on the edit screens (like New Phone Ticket
or Ticket Compose), the default value for this field is closed selection defined by the
Possible values.

No6aBuTb nycToe 3HavyeHn: ObA3aTensHoe, (Oa / HeT).

Ecnun sTa onuua BKAOYEHa, AOMNOJIHUTENIbHaa CTOMMOCTbL onpeaenseTca ans 0T06pa—
XeHuna "-" B CNMCKe BO3MOXKHbIX 3HA4Y€HUN, 3TO cneynasibHO 3Ha4YeHne NMyCcToOHE BHYT-

pw.
MepeBoaumMble 3HadeHusa: ObaszaTensHoe, (Oa / HeT).

This setting is used mark the possible values of this field to be translated. Only the
display values are translated, internal values are not affected, the translation of the
values needs to be manually added to the language files.

Moka3aTb CCbIIKY: HeobszaTenbHoe.
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Ecnn YCTaHOBJ1EHO, TO 3Ha4YeHWe nons 6yD,ET YCTaHOBJ1EHO B KNnKabesnbHble CCbIJIKN.

Hanpumep, ecnun ccoinka lNokasaTb yCTaHOBMEHa B 3HadeHune "http://www.otrs.com”,
Ha)kaTue Ha 3HavYeHune Nnons NpueeneT K OTKPbITUIO Beb-cTpaHuubl OTRS.

NMpuMmedyaHue

The use of $LQData{"NameX"} in the Set link value, where NameX is the name
of the field, will add the field value as part of the link reference.

DASHEOARD ‘TICKETB STATISTICS CUSTOMERS ADMIN

Dynamic Fields - Ticket: Add Dropdown Field

Actions General

Go back to overview * Name! | Figlda [[valid 1)

Dropdown
* Label  py Field 4

This is the name to be shown on the screens where the field is active. Ticket

+ Field order: 4

This is the order in which this field will be shown on the screens where is
active

Dropdown Field Settings

*Key: 1 *Value: Option1 =
*Key: 2 *Value: Option2 =
*Key: 3 *Value: Option3 =

@

This is the default value for this field

Save | or

PucyHok: OKHO HacTpoOUiKu AnHaMU4eckKoro ross Dropdown.

10.2.6. KoHdurypauusa AmHamuyeckoro lNMona
Multiselect (MHO>XecTBeHHbIN BbIOOP)

Multiselect dynamic field is used to store multiple values, from a closed list.
HacTtporika OunHamunyeckoro Mons Multiselect (MHoXXeCcTBEHHbIN BbI6OP):
* Bo3MO)XHble 3Ha4eHuns: ObszaTenbHoe.

List of values to choose from. When adding additional list items, it is necessary to specify
the Key (internal value) and the Value (display value).

* 3Ha4yeHue no ymonyaHuio: HeobsizatenbHoe.
This is the value to be shown by default on the edit screens (like New Phone Ticket or
Ticket Compose), the default value for this field is closed selection as defined by the
Possible values.

» lobaBuTb NycToe 3HayeHn: ObsA3aTenbHoe, (Aa / HeT).
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If this option is activated an extra value is defined to show as a "-" in the list of possible
values. This special value is empty internally.

* [MepeBognMble 3HavyeHns: ObssaTenbHoe, (Oa / HeT).

This setting is used mark the possible values of this field to be translated. Only the
display values are translated, internal values are not affected, the translation of the
values needs to be manually added to the language files.

DASHBOARD ‘HGKEI'S STATISTICS CUSTOMERS ADMIN

Dynamic Fields - Ticket: Add Multiselect Field

Actions General

Go back to overview * Name: | Figids (valid 4]

Muttiselect
*Label: My Field 5

This is the name to be shown on the screens where the field is active Ticket

# Field order: |5

This is the order in which this field will be shown on the screens where is active.

Multiselect Field Settings

*Key: a *Value: OptionA

(O O]

*Key: b *Value: OptionB

@
OptionA
OptionB

This is the default value for this fisld

[Yes 3)

Activate this option to create an empty selectable value

[Yes 3)

“Save ) or

PucyHok: OKHO HaCTpOViKun anHammudeckoro noJis Multiselect.

10.2.7. HacTtpouka ilmHamuuyeckoro NMonsa Date

OnHamnyeckoe nosie Date ncnonb3yerca ang XxpaHeHns 3HavyeHns (OeHb, Mecaub nlrogn).
HacTponkun anHamu4eckoro nosd Date (OaTa):
* PasHnuya pat no ymonyaHuio: OnumoHansHo, Llenoe.

Konn4yecTBo CeKyHA (MONOXKUTENbHOE UM OTpULATEe/IbHOE 3HAYeHnEe) Mexay TeKy-
wen gaTon n BbibpaHon gaHTon, KoTopoe byaeT oTobparkaTbCA Ha CTPaHMLAX pedak-
TUPOBaHUA N0 YMONYaHUO (Hanpumep Ha cTpaHuue HoBas 3asBKa Ha OCHOBe Tene-
hoHHOro 3BOHKa unm Cos3naTh 3a8BKY).

* OnpepnennTtb nepuog net: Ob6sa3aTensHo (Oa / HeT).

Used to set a defined number of years in the past and the future based on the current
date of the year select for this field, If set to Yes the following options are available:

e JleT B npoLsioMm: OnuMoHanbHO, NONIOXKUTESIbHOE Liesioe 4YMCo.

Define the number of years in the past from the current day to display in the year
selection for this dined in edit screens.
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e JleT B 6bygywem: OnumoHanbHo, MNMonoxmntensHoe Lenoe.

Define the number of years in the future from the current day to display in the year
selection for this dined in edit screens.

» [Moka3aTb ccblNKy: HeobsizaTenbHoe.
Ecnu ycTaHoBNEHO, TO 3HaYeHne nong byneTt yCTaHOBNAEHO B KIMKabebHbIe CChIIKMW.

Hanpumep, ecnun ccoinka lNokasaTb yCTaHOBMEHa B 3HadeHue "http://www.otrs.com”,
Ha)kaTue Ha 3HavYeHune Nnons NpueeneT K OTKPbITUIO Beb-cTpaHuubl OTRS.

NMpuMmevyaHue

The use of $LQData{"NameX"} in the Set link value, where NameX is the name
of the field will add the field value as part of the link reference.

DASHEOARD ‘TICKETB STATISTICS CUSTOMERS ADMIN Q,

Dynamic Fields - Ticket: Add Date Field

Actions General

Go back to overview * Name! | Fialds (Cvalid

Date
* Label: My Field 6

This is the name to be shown on the screens where the Ticket

+ Field order: [ 6
This is the order in

Date Field Settings

difference from NOW (in seconds) to calculate the field default value (e.g. 3600 or -60)

bl

rs (in the future and in the past) to be displayed on tt

“Save ) or

PucyHok: OKHO HacTpoviku anHammyeckoro noss Date.

10.2.8. HacTtpouka AlmHamudyeckoro NMona Date / Time

OnHamunyeckoe none Date / Time ncnonb3yeTcsa 418 XpaHEHUS 3HAaYeHUS ATkl U BpeMe-
HN (MunHyTa, Yac, eHb, Mecsau v lNoga).

HacTponkun guHamunydeckoro nonsa Date / Time:

* PasHnuya pat no ymonyaHuio: OnumoHansHo, Llenoe.
Number of seconds (positive or negative) between the current date and the selected
date to be shown by default in the edit screens (like New Phone Ticket or Ticket
Compose).

* OnpepnennTtb nepuog net: Obsa3aTensHo (Oa / HeT).
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Used to set a defined number of years in the past and thr future from thee current date
in the year select of this field, If set to Yes the following options are available:

* JleTB npowioMm: OnuwnoHanbHO, NONIOXKNTENIbHOE Lesioe Y1ucno.

Define the number of years in the past from the current day to display in the year
selection for this dined in edit screens.

e JleT B 6byaywem: OnumoHanbHo, MNMonoxmntensHoe Lenoe.

Define the number of years in the future from the current day to display in the year
selection for this dined in edit screens.

* [MlokasaTb CcCbINKy: HeobsA3aTenbHoe.
Ecnu ycTaHoBneHO, To 3HavyeHune nons byaeT ycTaHOBAEHO B K/IMKabeibHble CChIIKMU.

Hanpumep, ecnu ccoisika NMokasaTb ycTaHOBAEHa B 3Ha4veHue "http://www.otrs.com",
Ha)kaTuhe Ha 3Ha4YeHne Nons NpuBedeT K OTKPbITUIO BeB-cTpaHuubl OTRS.

NMpuMmeuaHue

The use of $LQData{"NameX"} in the Set link value, where NameX is the name
of the field will add the field value as part of the link reference.

DASHBOARD @s—mﬂmws CUSTOMERS  ADMIN oY

Dynamic Fields - Ticket: Add Date / Time Field

Actions General
Go back to overview *Name: oo valid B
Must be unigue and only accept alphabetic and numeric characters.
Date/ Time
*Label: [y Fieig 7
This | Ticket
Field order: [ 7
hown on the screens where
Date / Time Field Settings
0
The difference from NOW (in seconds) to calculate the field default value (e.g. 3600 or -60)
No e
Activate this feature to define a fixed range of years (in the future and in the past) to be displayed on the year part of the fie

Here yi
Examp

(s: b
ave | Of

PucyHok: OKHO HacTpoVikKy AnHaMmny4eckoro rnosis Date / Time.

10.2.9. PepakTupoBaHue [imHaMmun4yeckoro lNMons

CTpaHuLa NpoCcMoTpa 3arnoJIHEHOrO AMHAMUYECKOro MoJsis (C npeabliaywmnmMm npumepa-
MW) [OJKHA BbIrNAAEeThb Tak:
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DASHBOARD | TICKETS | STATISTICS | CUSTOMERS oY

Dynamic Fields Management - Overview

Actions Dynamic Fields List
Article
- ] NAME LABEL ORDER TYPE OBJECT VALIDITY
new field for object: Article My Field 1 1 Text Ticket valid
My Field 2 2 Textarea Ticket valid
Ticket My Field 3 3 GCheckbox Ticket valid
= _? My Field 4 4 Dropdown Ticket valid
e e Sk o object: Ticket My Field 5 5 Multiselect Ticket valid
My Field 6 6 Date Ticket valid
My Field 7 7 Date / Time Ticket valid

Hint

PI/IC}/HOK.' OKHO rIpocMoTpa LnHaMn4eckKoro roJsis 3arioJIHEHHOr o TEeCTOBbIMU AaHHbBIMU.

To change or edit a dynamic field you must have at least one field defined, select an
already added field from the dynamic fields overview screen and update its settings.

NMpuMeuaHue

He BCce HaCTPONKN AMHAMUYECKOr0 Mo MOryT ObiTb M3MeHeHbI, TUn Moas u Tin
O6bekTa He MOryT ObiITb U3MEHEHDI.

It is not recommended to change the field internal name, but the label can be
changed at any time. If internal name is changed all "SysConfig" settings that have
a reference to that particular field needs to be updated as well as user preferences
(if defined).

10.2.10. OTtobpaxenue AmHamudeckoro Nona Ha dkpa-
He

EcTb ABa 06A3aTeNbHbIX YC/IOBUS, KOTOPbIE HEOOXOANMO BbINONHUTL, YTOObLI 0TO6Pa3nTL
ONHaMMNYecKoe rMoJsie Ha onpeaesieHHbIX CTpaHULaxX:

1. JuHamMun4yeckoe noJsie AO/KHO BblTb AeACTBUTEIbHbIM

2. DnHamMmmnyeckoe noJsie A0/HKHO ObiTb YCTAaHOBJIEHO B 1 UM 2 Ha CTPaHuLLe C HacTPOM-
KaMu.

Follow these steps to show a dynamic field in a screen
* YbegnTtecb 4TO 3Ha4YeHME AUHAMUYECKOro Moas yCTaHOBJIEHO NMpaBubHO. Ybegntcs

B MPaBWUJIbHOCTM 3HAYEHUSA MOXKHO NMOCMOTPEB Ha CTPaHMLY NpocMoTpa. HemeaneHHo
OTpenaKkTUpyinTe 3HavyeHne, 4Tobbl cAenaTb ero NpaBuibHbLIM.
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Open the "sysconfig" and select "Ticket" from the dropdown list in the Actions side bar
located in the left part of the screen.

NMpuMmeuaHue

You can also search for "DynamicField" in the search box above or the "sysconfig"
key directly if you already know it.

Locate the setting sub-group for the screen that you are looking for and click on it. For
example "Frontend::Agent::Ticket::ViewPhoneNew".

Search for the setting that ends with "###DynamicField". For example
"ConfigReference_Ticket::Frontend::AgentTicketPhone###DynamicField".

If the setting is empty or does not have the required dynamic field name, click on the
"+" button to add a new entry. For example Key: Fieldl, Content: 1.

If the setting already has the dynamic field name listed be sure that is set to "1" to
display the field or to "2" to display it as mandatory.

Save the configuration by clicking in the "Update" button and the bottom of the screen
and navigate to the screen where you want the field to be displayed.

10.2.10.1. NokasaTb NpumMmepsbl

The following are "sysconfig" configurations examples to show or hide dynamic fields on
different screens.

Mpumep 4.20. AkTuBuposaTthb Fieldl Ha cTpaHuue HoBasa 3asBKa Ha
OCHoOBe TeJsie(PpOHHOro 3BOHKa.

lpynupoBaThb: 3asBKY
lMoarpynna: Frontend::Agent::Ticket::ViewPhoneNew

Hactpovika: Ticket::Frontend::AgentTicketPhone###DynamicField

3HayeHue:
Kniou Content
Monel 1
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* Subject:

* Text: R o
B I U § =i = E = = E E [

- - ~ AT & Source 4

( Choose File ) No file chosen

open D
02 3)/(16 :)/(201273) @- (22 3 ):[o

3 normal

My Text

(Create)
reate

PucyHoOK:. 9KpaH rnpuBeTCTBUA.

Mpumep 4.21. Cpenatb Fieldl Ha cTpaHuue npocMmoTpa 3afABKMU

co3paHHOM Ha Oase TenecgoHHoro 3soHka New Phone Ticket Screen
as mandatory.

* [pynupoBaThk: 3asBKY
* [Togrpynna: Frontend::Agent::Ticket::ViewPhoneNew

* Hactporika: Ticket::Frontend::AgentTicketPhone###DynamicField

e 3Ha4YeHune:

Kniou Content
Monel 2
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* Subject:

* Text: R o
B I U § =i = E = = E E iy

- i | Av /v @2 Source |

( Choose File ) No file chosen

open __
o2 /(16 = )/(2012 3| []- (22 7):(o8 %)

3 normal

* My Field 1:

My Text

e
([ Create )

PucyHok: nosne Fieldl Ha cTpaHuue HoBas 3asiBka Ha OCHoOBe Tes1e(pOHHOIro 3B0HKa 06 b-
fA3aTesibHoe

MpuMmep 4.22. AKTUBUMpPOBaATb HECKOJILKO MNOJIeW Ha CTpaHuue
npocMmoMmpa HoBbix TenedoHHbIX 3aABKO.

* [pynupoBaTb: 3adBKY

* Moarpynna: Frontend::Agent::Ticket::ViewPhoneNew

HacTtpovika: Ticket::Frontend::AgentTicketPhone# # #DynamicField

e 3Ha4YeHune:

Kniou Content
Monel

Mone2
Mone3
Mone4d
Mone5
Field6

Mone7

N el e
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( Choose File ) No file chosen

open T
o2 /(16 = )/(2012 =) (- (22 118 %)

3 normal

My Text

v
a

Optionl 3 |

‘Optiona
OptionB

O (o2l2)/(15%)/[2002]2) &
Ofoz3)/fas=)/feo12 5] Bl-[22]%):

e
([ Create )

PucyHok: HeckosibKo riosievi Ha CTpaHuLe 3asBKy CO34aHHOV Ha OCHOBE TeJs1e(OHHOIro
3BOHKa obs3aTesibHbI

MpumMmep 4.23. OTKNIOYUTb HEKOTOpbIie NoJsis Ha cTpaHuue HoBow
3aaBKM, CO3AaHHOMU HA OCHOBe Tesie(POHHOro 3BOHKa.

* [pynupoBaThb: 3asBKY
* Moarpynna: Frontend::Agent::Ticket::ViewPhoneNew
* HacTtpovika: Ticket::Frontend::AgentTicketPhone# ##DynamicField

e 3Ha4YeHune:

Kniou Content
Monel
Mone2
Mone3
Mone4d
Mone5
Field6
Mone7

P OB OKFH O K
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( Choose File ) No file chosen

open =
02 3)/[16 3)/(2012 3| (- (22 2):[24 3

3 normal

My Text
OptionA
OptionB

O [0z 1%)/(a5 3 )/[200273) - (227%):(24 1)

c )
reate

Figure: Some deactivated fields in New Phone Ticket Screen as mandatory.

MpumMmep 4.24. AKTuBupoBaTb none Fieldl Ha cTpaHuue npocMoTpa
noapobHon uHdpopmauum o 3anaBKe.

* [pynupoBaThk: 3asBKY
* [logrpynna: Frontend::Agent::Ticket::ViewZoom

» YcTaHoBka: Ticket::Frontend::AgentTicketZoom###DynamicField

e 3Ha4YeHune:

Kniou Content
Monel 1
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T
x

DASHBOARD @s—mﬂmws CUSTOMERS  ADMIN oY

| Ticket#2012021510000016 — Testing Ticket

1 Article(s) Age: 4 m - Created: 02/15/2012 22:30 by My User Ticket Information
Back | Lock | History | Print | Priority | Free Fields | Link | Owner | Responsible | Customer | Note | Merge | Pending | Watch | Close | Change Queue oper
unlo
3
== ;
Junk
|_no. | _TvPE 2 | _FROM | _SuBJECT | CREATED | B |
1 customer - phone = test@test.com Testing Ticket 02/15/2012 22:30 I
My L
¥ #1 - Testing Ticket Created: 02/15/2012 22:30 by My User My L
Forward | Phone Gall Outbound | Phone Gall Inbound | Spiit | Print | | - Reply - _¢‘ |
test@test.com
Junk
Testing Ticket

Customer Informatio

none
This is a test

Linked Objects

none

Figure: Fieldl in Ticket Zoom Screen.

MpumMmep 4.25. AKTuBMpoBaThb none Fieldl Ha cTpaHuue npocMoTpa
0606w eHHON MHpOopMauum o 3anBKe.

* [pynupoBaThk: 3adBKY
* Moarpynna: Frontend::Agent::TicketOverview
* Hactpovika: Ticket::Frontend::OverviewSmall## #DynamicField

e 3Ha4YeHune:

Kniou Content
Monel 1
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;3 l You are

DASHBOARD @s—m‘rmms CUSTOMERS  ADMIN oY

QueueView: Junk

Raw (1)

All tickets 1 Available tickets 1

0| | | TICKET# | acE A | FROM/SUBJECT | STATE | LockeD | QuEuE | owNER CUSTOMERID [

—_ test@test.com
0 2012021510000016 1om open unlock Junk User
— Testing Ticket P My

Figure: Fieldl in Ticket Overview Small Screen.

ITOT NapaMeTp BAMSET Ha WabnoHbl: dckanaunm, 3abnokmpoBaHHble, O4epean, OTBeT-
CcTBeHHble, CTaTyc n Watch-wabnoH.

10.2.11. YcTaHOBKa 3Ha4YeHu s nNo YMOJIYaHUIO C NOMO-
wbio moayna Ticket Event

CobbiTne 3asaBku (Hanpumep TicketCreate) Mo)KeT Bbi3biIBaTb MHOXXECTBO 3HAYE€HUN 4NA
onpefesieHHOro NoJsis, ec/qin ero 3Ha4YeHue eLle A0 CMX NOp He YCTaHOBJIEHO.

NMpuMeuyaHue

By using this method this default value, is not seen in the edit screen (e.g. New
Phone Ticket) since the value is set after the creation of the ticket.

To activate this feature it is necessary to enable the following setting:
"ConfigReference_Ticket::EventModulePost# # #TicketDynamicFieldDefault".

Mpumep 4.26. AkTuBupoBaTtb Fieldl B cobbiTum TicketCreate.
* pynupoBaTb: 3asaBKy

* [Moarpynna: Core::TicketDynamicFieldDefault

* Hactporika: Ticket::TicketDynamicFieldDefault###Elementl

NMpuMmeuyaHue

dTa HacTpoMka MOXeT ObITb ycTaHoBneHa B Jwbyiwo un3 16
Ticket::TicketDynamicFieldDefault# # #Element.

If more that 16 fields needs to be set up a custom XML file must be places in
$OTRS_HOME/Kernel/Config/files directory to extend this feature.
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e 3Ha4YeHune:

Kniou Content
CobbiTne TicketCreate
HasBaHue Monel
3Ha4veHune HOBOE 3Ha4yeHue

10.2.12. YCTAaHOBUTb 3Ha4YeHUe No yMOJIYaHMIO ana
Monb3oBaTenbckux Hactpoek

3HayvYeHMe Mo yMosa4aHU ANa OUHAMUYECKOro Moas MoXeT BbiTb nepe3anncaHo 3Ha-
YyeHVeM, ornpenesieHHbIM MoJsib30BaTENIEM, KOTOPOE XPaHUTCA B MOJIb30BAaTENbCKUX Ha-
CTPOMNKaX.

Using this method, the default value of the field will be shown on any screen where the
field is activated (if the field does not have already a different value).

The "sysconfig" setting "PreferencesGroups###DynamicField" located in the
"Frontend::Agent::Preferences" Sub-group. This setting is an example of how to create
an entry in the User Preferences screen to set an exclusive dynamic field default value
for the selected user. The limitation of this setting is that it only permits the use of one
dynamic field. If two or more fields will use this feature, it is necessary to create a custom
XML configuration file to add more settings similar to this one.

NpuMmeuaHue

Remember, if more settings are added in a new XML
each setting name needs to be unique in the system
and different than "PreferencesGroups###DynamicField". for example:
PreferencesGroups###101-DynamicField-Fieldl, PreferencesGroups###102-
DynamicField-Field2, PreferencesGroups###My-Fieldl,
PreferencesGroups###My-Field2, etc.

Mpumep 4.27. AxktMBupoBatb none Fieldl Ha cTpaHuue
Monb3oBaTesibckue HacTpomrkum.

* [pynupoBaThb: 3asBKY
* Moarpyna: Frontend::Agent::Preferences
* Hactporika: PreferencesGroups###101-DynamicField-Fieldl

e 3Ha4yeHune:

Kniou Content

CobbiTHne TicketCreate

AKTUBHbIN 1

Block Input

Mone LOpyrve HacTponkun

Data: $SEnv{"UserDynamicField_Field1"}

Knou: Moe lNone 1

MeTka: 3Ha4veHne No ymondaHuio gnsa: My Field 1
Module: Kernel::Output::HTML::PreferencesGeneric
PrefKey: UserDynamicField_Field1
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Kniou Content
Prio: 7000

‘i“‘

DASHEOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Edit your preferences

User Profile Email Seftings Other Settings
Change password New ticket notification My Queues
Send me a notification if there is a new ticket in "My Queues ¥ selection of favorite que ¥ou also get notif
Updie
Junk
Misc
Postmaster
= 3 e i
Update Ticket follow up notification e
t wher of the ticket or th
Language R
Pra— Update
English (United States) % |( Update = . ~
Update
Skin Ticket lock timeout notification ‘
“Update Send me a notification if a ticket is unlocked by the system. IOVerwew Refresh Time . .
) enal ed views (Dashboa
st P,
_Update
Theme
(Update]
Screen after new ticket
Update’
Out Of Office Time
(o2 ey1s syeonz £) Defautt value for: My Field 1
= efault value for: My Fiel
(_Updare ) P

PucyHok: Fieldl B okKHe C roJib30BaTes/ibCKUX HAaCTPOEK areHTOB.

11. Generic Interface

The OTRS Generic Interface consists of a multiple layer framework that lets OTRS
communicate with other systems via a web service. This communication could be bi-

directional:

* OTRS as Provider: OTRS acts as a server listening to requests from the External
System, processing the information, performing the requested action, and answering
the request.

* OTRS as Requester: OTRS acts as a client collecting information, sending the request
to the Remote System, and waiting for the response.

11.1. Cnou nutepdenca Generic Interface

Generic Interface is build based on a layer model, to be flexible and easy to customize.
A layer is a set of files, which control how the Generic Interface performs different parts

of a web service. Using the right configuration, one can build different web services for
different External Systems without creating new modules.

NMpuMmeyaHue

If the Remote System does not support the current bundled modules of the Generic
Interface, special modules need to be developed for that specific web service.
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MepeyveHb Mopynen npepoctasnsemoix Generic Interface noctasnseTcs BmecTe
¢ OTRS n 6byneT obHOBIEH UKW YBEJIMYEH C TEYEHNEM BPEMEHMN.

OTRS

| Generic Interface
Provider

V

Network Transport

i SOAP REST
| Dataggomal T T T T T T T T -
Prio =>5 |

il = —
|| | service => int I

+ (Data Mapping

i "Dalalnlema\
i [PrioritylD => & I
- | |SenvicelD => 2 |

1 /Operaﬁun 7 ( Invoker
+ | (Ticket Controller [TickeLSclMan Ticket Controller

Controller

TicketSolMan
Controller

W CreateTicket] Events
[T\cketNagios ] UpdateTicket] [T\cke[Nagius
Controller Controller |
Event
GetTicket GelTicket ArticleSend
o Requester |, (R

OloseTicket User Cun‘mller] M User Controller ) : Ehionyied
!

" Core Modules

:
il [

[roe | [ | o ] [somiee | [ 5 | [rrom | [ e

PucyHok: Cion rpagpm4eckoro nHTepgerica

11.1.1. TpaHcnopTHasa CeTb

This layer is responsible for the correct communication with the Remote System. It
receives requests and generates responses when acting as provider, and generates
requests and receives responses when acting as requester.

Provider communication is handled by a new web server handle called "nph-
genericinterface.pl".

Requester communication could be initiated during an event triggered by a Generic
Interface module or any other OTRS module. This event is catched by the event handler
and depending on the configuration the event will be processed directly by the requester
object or delegated to the Scheduler (a separated deamon designed to process tasks
asynchronously).

11.1.2. OtobOpa>keHue JlaHHbIX

This layer is responsible for translating data structures between OTRS and the Remote
System (data internal and data external layers). Usually Remote Systems have different
data structures than OTRS (including different values and names for those values),
and here resides the importance of the layer to change the received information into
something that OTRS can understand and on the opposite way send the information to
each Remote System using their data dictionaries.

Example: "Priority" (OTRS) might be called "Prio" in a remote system and it could be that
value "1 Low" (OTRS) should be mapped to "Information" on the remote system.
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11.1.3. KoHTponnep

Controllers are collections of similar Operations or Invokers. For example, a Ticket
controller might contain several standard ticket operations. Custom controllers can be
implemented, for example a "TicketExternalCompany" controller which may contain
similar functions as the standard Ticket controller, but with a different data interface, or
function names (to adapt to the Remote System function names) or complete different
code.

One application for Generic Interface could be to synchronize information with one
Remote System that only can talk with another Remote System of the same kind. In
this case new controllers needs to be developed and the Operations and Invokers has to
emulate the Remote System behavior in such way that the interface that OTRS exposes
is similar to the Remote System's interface.

11.1.4. Onepaumna (OTRS Kak noCTaBLUMUK yCayr)

An Operation is a single action that can be performed within OTRS. All operations have
the same programming interface, they receive the data into one specific parameter, and
return a data structure with a success status, potential error message and returning data.

Normally operations uses the already mapped data (internal) to call core modules and
perform actions in OTRS like: Create a Ticket, Update a User, Invalidate a Queue, Send a
Notification, etc. An operation has full access to the OTRS API to perform the action.

11.1.5. Invoker - 3anpawuBaowias cropoHa (OTRS kak
3anpaluvBalowias CTOPOHA, KJIMHET)

An Invoker is an action that OTRS performs against a Remote System. Invokers use the
OTRS Core modules to process and collect the needed information to create the request.
When the information is ready it has to be mapped to the Remote System format in order
to be sent to the Remote System, that will process the information execute the action and
send the response back, to either process the success or handle errors.

11.2. NoTok cBaA3u Generic Interface

The Generic Interface has a defined flow to perform actions as a provider and as a
requester.

These flows are described below:

11.2.1. OTRS kak lNocTraBLWUK

11.2.1.1. YpaneHHbIX 3anpoc:
1. HTTP-3anpoc
* OTRS receives HTTP request and passes it through the layers.
» The provider module is in charge to execute and control these actions.
2. TpaHcnopTHasda CeTb

* The network transport module decodes the data payload and separates the operation
name from the rest of the data.

* Ha3BaHue onepauuun N faHHbIe onepauuu 6YD,YT BO3BpallleHbl MOCTaBLUKY.

3. BHelwHne gaHHbIe
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* [laHHble OTMpaBJieHHbIE U3 yOa/leHHON CUCTEMbI (3TO He csion Ba3npyrLLMACA Ha
Mopayne).

4. Mapping

» NaHHble npeobpa3ytoTca u3 gopmaTta BHewHen CucTeMbl BO BHYTPEeHHU popMaT
OaHHbIX OTRS Tak, Kak 3TO yKa3aHo B KOHpurypauum otobpakeHna gna sTom one-
pauun (Mapping Ans BXOOALWMUX OaHHbIX 3anpoca).

* [Npeobpa3oBaHHbIE AaHHblIe BO3BpPaLLaloTCst 06paTHO MOCTaBLLUMKY.
5. BHyTpeHHue [laHHbIe

* Data as transformed and prepared to be passed to the operation (This is not a module
based layer).

6. Onepauus
* MNMpuHMMaeT n NpoBepseT AaHHbIE.
* OcyLLecTBASET KOHTPOJIb AOCTYNa Nosb30oBaTeNen.
e BbinonHAeT aencreue.
11.2.1.2. OTRS OTBeT:
1. Onepauuns
* Bo3BpallaeT pe3ybTUpyloLmne aHHble NOCTaBLUMKY.
2. BHyTpeHHne [laHHble
» [laHHble BO3BpallaeMble U3 ornepaunm.
3. Mapping

* The data is transformed back to the Remote system format as specified in the
mapping configuration (Mapping for outgoing response data).

* [Mpeobpa3oBaHHbLIE faHHbIE BO3BPALLATCA 06paTHO MOCTaBLUNKY.
4. BHeluHne gaHHbIe

* Data as transformed and prepared to be passed to Network Transport as response.
5. TpaHcnopTHasa CeTb

* [lony4aeT gaHHble y)Xe B hopmaTe YaaneHHon Cuctemsl.

» Co3paeT NpaBWbHbIA OTBET A1 3TOr0 TUMNa TPaHCMOPTHOW CeTu.
6. HTTP oTBeT

* OTBeT oTnpaBaseTcsa obpaTHO KNMeHTY Beb-cepBuca.

* B cny4dae ownbku, coobuieHne o6 ownmbke oTnpaBnseTcs yaoaaeHHON cucteme (Ha-
npumep SOAP-ownbka, HTTP-owmnbka n 1.4.).

11.2.2. OTRS Kak 3anpawiMBaeMasi CTOPOHa

11.2.2.1. OTRS 3anpoc:
1. O6paboTukum Event Trigger
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* B 3aBUCMMOCTMK OT HaACTPOMNKM Beb-cepenc onpegenseT byneT nm 3anpoc CUHXPOH-
HbIM NN @aCUHXPOHHbBIM.

* CUHXPOHHbIN

* A direct call to the Requester is made in order to create a new request and to
pass it through the layers.

* ACUHXPOHHBIN

* Create a new Generic Interface (Requester) task for the OTRS Scheduler (by
delegating the request execution to the Scheduler, the user experience could be
highly improved, otherwise all the time needed to prepare the request and the
remote execution will be added to the OTRS Events that trigger those requests).

* Inits next cycle the Scheduler process reads the new task and creates a call to the
Requester that will create a new request and then passes it through the layers.

2. 3anpalwumnBatoLlan CTopoHa
* [Mony4aeT gaHHbIe OT COOLITUN.
* [lpoBepsieT Nosly4YeHHble AaHHble (Mpy HeobxoanmocTn).
* Bbi3BaTb MOAY/N SA4pa ANs OOMOJIHEHUSA AaHHbIX (Mpy HeobxognumocTn).

* Bo3BpallaeT CTPYKTYPY OaHHbIX 3anpoca uiu oTrpasnseT curHan "OcTtaHOBKa CBS-
3n" gnga 3anpawwuBatowen CTopoHbl (requester), 4Tobbl KOPPEKTHO OTMEHUTH 3a-
npoc.

3. BHyTpeHHune [aHHble

* [laHHblE MepenalnTCa OT 3anpallnBaloLLEN CTOPOHbLI (3TO He CNON, OCHOBAHHbLIN Ha
Moayne).

4. Mapping

* The data is transformed to the Remote system format as specified in the mapping
configuration (Mapping for outgoing response data).

* Y)xe npeobpa3zoBaHHbIe faHHbIe BO3BpaLlatloTCcs 3anpawmsatowen CTopoHe.
5. BHeluHne gaHHble

» [laHHble Npeobpa3oBaHbl U MOATOTOBAEHbI OJ19 OTNPaBKW yAa/leHHON CUCTEME.
6. TpaHcnopTHasa CeTb

* Receives the remote operation name and the data already transformed to the Remote
System format from the requester.

» Co3paeT AeNCTBUTENbHbIN 3anNpoc A1 TPaHCMOPTHOW CeTn.
* OTnpaBnsAeT 3anpoc yaasIeHHON CUCTEME U OXKUOAET OTBET OT Hee
11.2.2.2. YpaneHHbin OTBeT
1. TpaHcnopTHas ceTb
* Receives the response and decodes the data payload.

* Bo3BpalwaeT faHHble 3a|'|paLIJVIBa}OLI.I,eI7I CTOpPOHE.
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2. BHewHne gaHHbIE
e [laHHblE NOJsly4YeHHble OT YaaneHHon Cuctemsbl
3. Mapping
* The data is transformed from the External System format to the OTRS internal format
as specified in the mapping configuration for this operation (Mapping for incoming
response data).
* Y>xe npeobpa3oBaHHble faHHble BO3BpaLLaoTcsa 3anpaLwimsatowien CTopoHe.
4. BHyTpeHHue [laHHbie
» Data as transformed and ready to be passed back to the requester.
5. 3anpawwuBatowas CTopoHa

* [Mony4yaeT BO3BpalLLaeMble OaHHbIE.

* Handles the data as needed specifically by each Invoker (included error handling if
any).

* Return the Invoker result and data to the Requester.
6. 06paboTymK nnum MnaHMpoBLUMK [dencTenin

* Receives the data from the Requester, in the case of the Scheduler this data might
contain information to Re-Schedule the task immediately or in the future.

11.3. Beb-cepBuchIi

A Web Service is a communication method between two systems, in our case OTRS and
a Remote System.

The heart of the Web Service is its configuration, where it is defined what actions the web
service can perform internally (Operation), what actions the OTRS request can perform
Remote System (Invokers), how data is converted from one system to the other (Mapping),
and over which protocol the communication will take place (Transport)

The Generic Interface is the framework that makes it possible to create Web Services for

OTRS in a pre-defined way, using already made building blocks that are independent from
each other and interchangeable.

11.4. N'padpmueckun nurepdpenc sBeb-cepsuca

The web service graphical user interface (GUI) is a tool that allows to construct complex
web service configurations in a user friendly and convenient interface. It allows to:

» Co3paHue n YoanuHen seb-cepBncos

* ImnopTupoBaTb U 3KCNOPTUPOBaTb HacTponkn (B dopmaTe YAML) Onda CywecTBylo-
wmx seb-cepBnCOB.

* [lpocmaTpuBaTh, Bo3BpawaTtbeca u 3KCI'IOpTI/IpOBaTb yCTapeBLUne KOHpUrypaumoHHble
NMnapaMeTpbl AnA CywecTByoLwnx Be6—cepB|/|c0|3 Ha CTpaHULLe NCTOPUN KOHUTrypaLnn.

» OTCnexuBaTb BCe cooblleHns XypHaia Ans Ka)Xaoro u3 Beb-cepBmMcoB Ha CTpaHuLe
OTnagyuka.
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11.4.1. O630p Beb-untepdenca

The "Web Services" link in the main screen of Admin Interface (in the System
Administration box) leads to the web services overview screen, where you are able to
manage your web service configurations. You can add new web services or change the
configuration of the existing ones from this screen.

Every web service configuration screen has in the upper part of the screen a "bread

crumbs" style navigation path. This navigation path is useful to know exactly in which

part of the web service configuration we are, and also enables the user to jump back to

any part of the configuration process at any time (this action will not save any changes).
NMpuMmevyaHue

To create a new web service, press the button "Add web service", and provide the
required information.

i Miguel Hidakga y

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Genericlnterface Web Service Management - Overview

Actions Web Service List

B Add web service MHAME DESCRIFTICN REMOTE SYSTEM PROVIDER TRAMSFORT REQUESTER TRAMSPORT VALIDITY
Ne data found.

Top of page [

PucyHok: O63op Beb-cepsuncoB

11.4.2. NobaButb Beb CepBuc

The only required field in this part is the web service "Name" that needs to be unique in
the system and can not be left empty. Other fields are also necessary for the configuration
like the "Debug Threshold" and "Validity" but these fields are already populated with the
default value for each list.

The default value for "Debug Threshold" is "debug". When configured in this manner all
communication logs are registered in the database. Each subsequent Debug Threshold
value is more restrictive and discards communication logs of lower order than the one
set in the system.
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OTnapka ypoBHen (OT HWKHUX K BEPXHUM)
* OTnagka

* NHhopmaumsa

* YBegoMmsieHue

* OwnbKa

Takxe eCTb BO3MOXHOCTb OnpenenuTb MPoOTOKOA TpaHcnopTHonm ceTn anga "OTRS kak
MocTtaswmka" n "OTRS Kak 3anpawwuBaemyto CTopoHy".

Haxxmute kKHonky "CoxHaHUTL", 4ToObl 3aperncTpmpoBaTb HOBbIN Beb-cepBuc B Hase
OaHHbIX NN KHOMNKY "OTMeHUTb" 4TObbl OTMEHUTbL 3TY OMNMepaLuio.

If you already have a web service configuration file in YAML format you can click on
the "Import web service" button on the left side of the screen. For more information on
importing web services please check the next section "Web Service Change".

NMpuMeuyaHue

HaxmMute Ha nmsa Beb-cepBMca Ha CTpaHULLE NPOCMOTPa YTOObl M3MEHUTbL UK
nobaBnTb 6onblle 3n1eMeHTOB Beb-cepBUcy.

You are logged in as Miguel Hidalgo y Coslila m

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Genericinterface Web Service Management - Add

» New Webservice

Actions Details

Go to overview General

* Name: Debug v

Import web service
valid v

Hint
) ) ) ¥ OTRS as provider
After you save the configuration you will be

EulzotzdEce ol ElEn L EE g In provider mode, OTRS offers web service s which are used by remote system

If you want to return to ove rview please click Settings
on the "Go o overview" button _ =
Operations
Dpe rations are individual system functions which remote systems can request.
NAME DESCRIPTION COMTROLLER INBOUND MAPFING QUTBOUND MAPPING
No data found.

¥ OTRS as requester

In requester mode, OTRS uses web services of re mote te m:

Settings

Invokers

Invekers prepare data fora requesten a remate web service, and process its response data
NAME DESCRIPTION CONTROLLER INBOUND MAPPING QUTBOUND MAPPING
No data found.

Save |or

Top of page [

PucyHok: [lobaBaeHue HoBoro Beb-cepsuca

11.4.3. N3meHeHun Beb-cepBuca:

On this screen you have a complete set of functions to handle every part of a web service.
On the left side in the action column you can find some buttons that allows you to perform
all possible actions on a web service:
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* KnoHupoBaHue Beb-cepBuca.
* JKCnopTupoBaTb Beb-cepBuC.
* imnopTupoBaTb Beb-cepBUC.
* NcTtopunsa KoHpUrypauun.

* Yoanutb Beb-cepBuC.

e OTNnag4uk.

NMpuMedyaHue

Mepexon K "UcTopusa KoHpurypauum" n "Otnagyuk"” npuseneT K OTKPbLITUIO pas-
JINMHBIX CTPaHuL,.

11.4.3.1. KnoumpoBaHue Beb-cepBuca:
To clone a web service, you need to click on the "Clone web service" button. A dialog

will be shown where you can use the default name or set a new name for the (cloned)
web service.

NMpuMmeuyaHue
Remember that the name of the web service must be unique within the system.

Haxxmunte KHoMKy "KnoHnpoBaTb" 4T0ObI CO34aTb Konuto Beb-cepBmnca nam KHonky "OT-
MeHUTb!", 4TOBbI 3aKpbITb ANAIOrOBOE OKHO.

Clone webservice

*Name ‘ Test-1311280714521

the name must be unique.

| Clone || cancel |

PucyHok: KnoHupoBaHune Beb-cepBuca.
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11.4.3.2. dkcnopT Beb-cepBuca

The "Export web service" button gives you the opportunity to dump the configuration of
the current web service into a YAML file, to download it and to store it on your file system.
This can be specially useful if you want to migrate the web service from one server to
another, for example from a testing environment to a production system.

NMpepynpexpeHue

All stored passwords in the web service configuration will be exported in plain text
format.

Cpasy »Ke nocJsie HaXkaTua KHOMKK "IKcnopT Beb-cepBuca" noaBuTCs ANanoroBoe OKHO
coxpaHeHus, Ha nogobe Toro, KOTopoe NOSIBNAETCA KOrfa Bbl HaXkMMaeTe B 6pay3epe
CCbIJIKY COXPaHUTb.

NMpuMeuyaHue

Each browser on each operating system has its own save dialog screen and style.
Depending on the browser and its configuration it is possible that no dialog is
shown and the file is saved to a default directory on your file system. Please check
your browser documentation for more specific instructions if needed.

‘ou are jogged in as Migue | Hidak,

DASHBOARD | TICKETS | STATISTICS | GUSTOMERS Q.

Genericinterface Web Service Management - Change

» Test

Actions Details
Go to overview General
*Naf @ Opening Test.yml O X4 Debug v
’\j Clone web service
Il You have chosen te open &l valid -
¥  Export web service tf || Test.yml
which is a: plain text document
& Import web service ¥ OTRS as provid from: httpiflocalhost
Configuration histary I — What should Firefox do with this file?
- Settings © Oopen with | gedit (default) v
| Delete web service
Save File
A CEBunaEy Do this automatically for files like this from now on.
Operations
Ope rations are indivif
Hint | } G G
NAME Cancel IUND MAPPING QUTBOUND MAPPING

After you save the configuration you will be sle Simple

redirected again to the edit screen.

lf you want to return to ove rview please click
on the "Go to overview® button

» OTRS as reguester

Save Sawve and finish | or
Top of page [

PucyHok: 9kcrnopT Beb-cepBuca.
11.4.3.3. UmnopT Beb-cepBuca:
A valid web service configuration YAML file is required to use the import web service

feature. Click on the "Import web service" button, browse for the configuration file or
provide the complete path in the input box.
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Ha>kmnTe kHoMKy "MnopT" 4Tobbl CO34aTb HOBLIN Beb-cepBuUC C haitia uam KHonky "OT-
MeHUTL" YTOObI 3aKPbITb ANAIOrOBOE OKHO.

NMpuMmevyaHue

The web service name will be taken from the configuration file name (e.qg. if
the file name is MyWebservice.yml the resulting web service will be named
MyWebservice). If a web service is registered in the system with the same name
as the web service that you want to import, the system will lead you to the web
service change screen to let you change the name of the imported web service.

Import webservice

+Configuration File —‘

the file must be a valid web service configuration
AL file

Import Cancel

PucyHok: UmriopT Beb-cepBuca.

11.4.3.4. Actopun Beb-cepBuca

Every change to the web service configuration creates a new entry in the web service
history (as a journal). The web service history screen displays a list of all configuration
versions for a web service. Each row (version) in the "Configuration History List"
represents a single revision in the web service history.

Click on one of the rows to show the whole configuration as it was on that particular date /
time. The configuration will be shown in the "History details" section of this screen. Here
you are also able to export the selected web service configuration version or to restore
that version into the current web service configuration.

"SKcnopTupoBaTbh HacTPoMKK Beb-cepBuca" BegeT cebs TOYHO Tak e Kak "dKcrnopTu-
poBaTb Beb-cepeuc". Ons 6onee noapobHom nHpopmaunm obpaTuUTeCh K 3TOMy pasaeny.

If changes to the current web service configuration do not work as expected and it
is not easy to revert the changes manually, you can click on the "Revert web service
configuration" button. This will open a dialog to ask you if you are sure to revert the web
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service configuration. Click "Revert web service configuration" in this dialog to replace
the current configuration with the selected version, or click "Cancel" to close the dialog.

NMpepynpexxpeHue

Remember that any passwords stored in the web service configuration will be
exported in plain text format.

Please be careful when you restore a configuration because this the process is
irreversible.

in as Migue! Hidakge

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Genericinterface Configuration History for Web Service Test

» History

Actions Configuration History List

Go back to Web Service VERSION CREATE TIME

Hint

Here you can view older versions of the electa single configuration version to see its details
urrent web service nfiguration, exportar
even restore them.

History Defails: Version 3, 2011-07-21 13:48:04

Export web service configuration | Restore wab sarvice configuration

Debugger:
DebugThreshold: debug

TestMode: O X
Description: A test web service config
Provider;

Operation:

Operation one: L
Description: Operation one description.
MappingInbound:

pe: Simple
e: Simple
Typg? Test:ETest
Transport:

Config: X
Authentication: {}

Tyge: HTTF: : SOAP

RemotaSystem: remote
Requestar:

ransport:

Config: X
Authentication: {}

Type: HTTP: :SOAP

Top of page [

PucyHok: NcTtopus Beb-cepBuca

11.4.3.5. YpaneHue Beb-cepBuca
WNHor na Bo3HMKaeT HEOBXOAMMOCTb yAannTb BEH-CEPBUC MOTHOCTLIO. 115 3TOF0 MOXXHO
HaXkaTb KHOMKY "Yaoanntb Beb-cepBuc”, NOSBUTCSA OMaJIOrOBOE OKHO C BOMPOCOM O Noj-

TBEP>XXOEHMN onepaumun.

KNnkHUTe Ha KHoMKy "YaanuTe" 4Tobbl MOATBEPANTL YOaneHne Beb-cepBmMca Uam KHonm-
Ky "OTMeHUTb" 4ToObl 3aKPbITb AMNaJIOrOBOE OKHO.

NMpepynpexpeHue

Deleting a web service can't be undone, please be careful when deleting a web
service.
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Delete webservice

& Do you really want to delete this web service ?

Cancel

PucyHok: YnaneHune Beb-cepBuca
11.4.3.6. OTnap4yuk Beb-cepBuca:

OTnagymK XpaHuT >KypHa Be6-cepB|/|ca. Ha cTpaHuue oTnajg4ymka MOXHO cneouTb 3a
BCEMU CBA3AMU Be6-cepBepa, Korga oH pa60TaeT B POJIn NOCTaBLLMKa U nony4daTend.

Korna oTobpa)kaeTcsl 3Ta CTpaHMLa HaYMHaeT 3arpy»xaTbCa CMUCOK 3anpocos. Mocne
TOro Kak CANCOK ByAeT MoJIHOCTb 3arpy>XeH, MoOXXHO BbibpaTb 0fIHY U3 CTPOK (4TO O3Ha-
4yaeT noc/sefoBaTeNbHOCTbL CBA3e) U NPOCMOTPETb NMOAPOOHIO MH(OPMaLND. ITa UH-
hopMauma 6yneT oTo6pakaTbCs BO BCMJIbIBAIOLLIEM OKHE HUXKE.

MOXHO Cy3UTb CMUCOK MCMOJIb3Yysa PUAbLTP B MNpPaBOM 4aCTu CTpaHuubl. PuabTpaumio
MO>XHO MPON3BOANTHL MNO:

e Tun cBA3K (MOCTaBLLUMK MK 3anpallmMBaeMas CTOPOHaA)
e laTa: 4o 1/ nau nocne onpeaesieHHON naThl

e YaaneHHbln IP-agpec

e CoYyeTaHuMe BCEX.

Mocne Toro Kak HaCTPOWMKN hunbTpPa 3aBepLUeHbl, HaXXMUTe KHoMKy "OBHOBUTL" 1 HOBLIN
CMNCOK, OTBEYaoLWMA BalLUM KpuTepunsam byneT oTobparkeH.

NMpuMedyaHue

B 3aBMCMMOCTM OT KPUTEPMEB MONCKA YCTAHOBJIEHBLIX B (hUJIbTPE, HOBbIM MOUCK
MO>XXET BEPHYTb MyCTOW CMUCOK.
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On the left part of the screen under the action column you can select "Go back to the web
service" or clear the debugger log by pushing the "Clear" button. This will open a dialog
that ask you to confirm erasing of the log. Click "Clear" in the dialog button to perform
the action or click on "Cancel" to close this dialog.

B paznene "MoapobHocTn 3anpoca" MOXXHO NpocMaTpuBaTb NOAPOOHYIO MHDOPMaLUWIO O
KOMYHUKaUUW. 30eCb MOXKHO CeANTb 3a NOJIHLIM MOTOKOM U NPOBEPSATb BCEBO3MOXKHbIE
oWnBbKN nnm NoaTBEP)XaTb YCNELLUHbIE OTBETHI.

i Miguel Hidakga y

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Genericinterface Debugger for Web Service Test

» Debugger
Actions Request List
Go back to web service TYPE TIME REMOTE [P _ .
i Clear 07 v |/ 30 v /| 2010 v

electa single request to see its detail 07 v i 21 v I 2011 v

Refresh

Request Details

¥ Communication sequence started (2011-07-21 16:46:53, debug)
SVARL = {
YINFD' => info',

'HORE_INFO‘ => 'more info'

¥ HTTP::SOAP Have no Config (2011-07-21 16:46:53, error)

No data provided

¥ Returning provider data to remote system (HTTP Code: 500) (2011-07-21 16:46:53, error)

HTTP: :SOAP Have no Config

PucyHok: OTnagumk Beb-cepBuca.
11.4.3.7. N3MeHeHMe HacTpPoeK Beb-cny>XXobl

Returning to the web service change screen, now we are going to review the right side
of it. Here we have the possibility to modify all the general data for a web service such
as name, description, debug threshold, etc. Also there are two more sections below that
allows us to modify specific parameters for communication types "OTRS as Provider" and
"OTRS as Requester".

The web service configuration needs to be saved on each level. This means that if a setting
is changed, links to other, deeper parts of the configuration will be disabled forcing you
to save the current configuration level. After saving the disabled links will be re-enabled
again allowing you to continue with the configuration.

On the "OTRS as provider" section it is possible to set or configure the network transport
protocol. Only network transport back-ends that are registered are shown on the list. To
configure the network transport click on the "Configure" button. It is also possible to add
new operations in this box. To do this select one of the available operations from the "Add
Operation" list. This will lead you to the operation configuration screen. After saving the
new operation it will be listed in the table above.
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"OTRS KakK 3anpaluvBatoLlias CTOpoHa" 04eHb MOXOX Ha Npeablaywmnin, Ho BMeCcTo "one-
paunin" 3gecb MoXXHO gobasnTtb invokers

Click the "Save" button to save and continue configuring the web service, "Save and
finish" to save and return to the web service overview screen, or "Cancel" to discard
current configuration level changes and return to web service overview screen.

guel Hidalge

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q

Genericlnterface Web Service Management - Change

» Test

Actions Details
Go to overview General
*Name:  Teg Debug v
j Clone web service
Atestweb service config valid w
= Export web service remote
1 rt b i .
LI BT ¥ OTRS as provider
Configuration history In provider mode, OTRS offers web ssrvicss which ars used by remots system
Setti
Ml Delete web service ez
HTTP:SDAP v Configure
E 3 Debugger
Operations
Hint Jperations are individual system functions which remote systems can request.
NAME DESCRIPTION COMTROLLER INBOUND MAPPING OUTBCUND MAPPING
AHB.’W“ ESVE Fhe conflgu@t\on you will be Ope ration one de scription. Test:Test Simple Simple
redirected again to the edit screen.
If you want to return to ove rview please click v
on the "Go to overview" button
¥ OTRS as requester
In reque ster mode, OTRS uses web services of remote te m:
Settings
HTTP:SOAP v Configure
Invokers
Invokers prepare data fora requeston a remote web service, and process its response data.
NAME DESCRIFTION CONTROLLER INEQUND MAPPING QUTBOUND MAPPING
Invoker one description Test:Test Simple Simple

Save Sawve and finish | or

PucyHok: N3meHeHns1 Beb-C/1yx6bl.

NMpuMeuaHue

Like the other Generic Interface configuration screens such as Network Transport,
Operation, Invoker and Mapping, the initial configuration (add) screen will only
present two options: "Save" and "Cancel". If the configuration is re-visited, a new
option "Save and Finish" will appear. The behavior of this feature is defined below.

"Save" will store the current configuration level in the database and it will return
to the previous screen to review your changes or to configure deeper settings.

"Save and Finish" COXHaHUT TeKyLnn ypoBeHb HacTpoeKk B 6ase gAaHHbIX N BEp-
HeTCSa K NpeabiayLen cTpaHuue B nepapxmm KoHuUrypaumum.

"OTMeHNTL" ByaeT oTMeHSATb Nlobble U3MeHeHNs KOHpUrypauum n Bo3BpallaTh
NX K TEKYLLEMY YPOBHIO KOH(bUrypaLmn, nocse 4ero BO3BpaLlaTbCs Ha K Npenbl-

OyLIEMY 3KpaHy B MepapXunn HaCTPOEK.
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11.4.3.7.1. TpaHcnopTaHA ceTb Beb-cepBuca

In future the list of available network transports will be increased. Currently only the
"HTTP::SOAP" transport is available. Each transport has different configuration options
to setup and they might use different frontend modules to configure it, but mostly they
should look similar to the "HTTP::SOAP" transport configuration module.

It is quite simple to configure the "HTTP::SOAP" protocol as provider. There are only two
settings: "Namespace" and "Maximum message length". These fields are required. The
first one is a URI to give SOAP methods a context, reducing ambiguities, and the second
one is a field where you can specify the maximum size (in bytes) for SOAP messages that
OTRS will process.

You are loggad in as Migue| Hidago y Costila m

DASHEOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Genericlnterface Transport HTTP::SOAP for Web Service Test

Actions Metwork transport

Go back to web service Properties
- HTTP:SOAP

#Namespace: 10 perOne

URI to give SOAP methods a context, reducing ambiguitie
e.g urnotrs-com:soap:functions or http //www otrs com/Ge nericInte rface faction:

#Maximum message length:  ygonoooon

Here you can specify the maximum size (in bytes) of SOAP messages that OTRS will proce ss

Save | Save andfinish or

Top of page [

PucyHok: TpaHcriopTaHs ceTb Beb-cepBuca.
11.4.3.7.2. Onepauuu Beb-cepBuca

The actions that can be performed when you are using OTRS as a provider are called
"Operations". Each operation belongs to a controller. Controllers are collections of
operations or invokers, normally operations from the same controller need similar settings
and share the same configuration dialog. But each operation can have independent
configuration dialogues if needed.

Name, Description, Backend, and Mappings are fields that normally appear on every
operation, other special fields can appear in non default configuration dialogues to fulfill
specific needs of the operation.

Normally there are two mapping configuration sections on each operation, one for the
incoming data and another one for the outgoing data. You can choose different mapping
types (backends) for each mapping direction, since their configuration is independent
from each other and also independent from the operation backend. The normal and most
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common practice is that the operation uses the same mapping type in both cases (with
inverted configuration). The complete mapping configuration is done in a separate screen
which depends on the mapping type.

The operation backend is pre-populated and is not editable. You will see this parameter
when you choose the operation on the web service edit screen. The field is only
informative.

In the left part of the screen on the action column you have the options: "Go back to web
service" (discarding all changes since the last save) and "Delete". If you click on the last
one, a dialog will open and ask you if you like to remove the operation. Click on "Delete"
button to confirm the removal of the operation and it configuration or "Cancel" to close
the delete dialog.

as Migus! Hidako y Costilla m

DASHEOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Change Operation Operation one of Web Service Test

» Change ope ration Operation one

Actions Operation Details

Go back to web service * Name: Operation one

The name is typically used to call up this web service operation from a remote system.
m Delete

Operation one description

Test v

The reque st data will be processed by this mapping, to transform it fo the kind of data OTRS expects.
Test:Test

This OTRS operation backe nd module will be called inte mally to proce ss the reque st, generating data for the response

Test v

The response data will be processed by this mappingte transform itto the kind of data the remote system expe

Save Sawve and finish | or

Top of page [

PucyHok: Onepauun Beb-cepsuca
11.4.3.7.3. Web Service Requester Network Transport

The network transport configuration for the requester is similar to the configuration for
the provider. For the Requester "HTTP::SOAP" network transport there are more fields to
be set.

Apart from the "Endpoint" (URI of the Remote System web service interface to accept
requests) and "Namespace" which are required fields, you can also specify:

» KooupoBka (Takasa kak utf-8, latinl, iso-8859-1, cp1250, u 1.4.) ansa SOAP-coobLieHnA.

* SOAPAction Header: you can use this to send an empty or filled SOAPAction header. Set
to "No" and the SOAPAction header on the SOAP message will be an empty string, or set
to "Yes" to send the soap action in Namespace#Action format and define the separator
(typically "/" for .Net web services and "#" for the rest).
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* AyTeHTnnKauma: yCTaHOBUTb MEXaAHWU3M ayTeHTUpUKaunum, ycTaHoBAEeHO B "-" 4ToObI
He MCcrnonb3oBaTh NOOYI0 NPOBEPKY MOAJIMHHOCTU uUaKn BbibpaTb ee U3 cnncka, nocne
4Yero NoABMTCSA nonae c nogpobHom NHpopMaumnen.

NMpuMmeuyaHue

Currently only the "BasicAuth" (HTTP) authentication mechanism is implemented.
You can decide whether or not to use it depending on the Remote System
configuration. If used, you must provide the User Name and the Password to access
the remote system.

NMpeaynpexpeHue
If you supply a password for authentication and after you export the web service

to a YAML file this password will be revealed and will be written into a plain text
string inside the YAML file. Be aware of it and take precautions if needed.

‘fou are loggad in as Migue| Hidalky:

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Genericlnterface Transport HTTP::SOAP for Web Service Test

Actions Metwork transport

Go back to web service Properties
HTTP::SOAP

#Endpoint: | £ 0nintons
URI to indicate a specific location for acce ssing a service.
e.g. http:local.otrs.com:8 Webservice/Example

*Namespace: | NameSpace

URI to give SOAP methods a context, reducing ambiguitie
e.g urnotrs-com:soap:functions or http //www otrs com/Ge nericInte rface faction:

The character encoding for the SOAP message contents
e.g utf-8, latin1, iso-88538-1, cp1250, Etc

Yes v

etto "Yes' to send a filled SOAPAction header.
etto "No’ to send an empty SOAPAction header.

# v

haracter to use as separator between name space and SOAP method.
Usually Netweb services uses a /" as separator

BasicAuth ~

The authe ntication mechanism to access the remote system.
*-*value means ne authentication

#User  oot@localhost

The user name to be used o access the remote system.
sees

The password for the privileged user

Save | Save andfinish or

Figure: Web service requester network transport.
11.4.3.7.4. Bbi3oB Beb-cepBuca:

The actions that can be performed when you are using OTRS as a requester are called
"Invokers". Each invoker belongs to a controller (controllers are collections of operations
or invokers). Usually invokers from the same controller need similar settings and share
the same configuration dialogues. Each invoker can have independent configuration
dialogues if needed.

Name, Description, Backend, and Mappings are fields that normally appear on every
invoker. Additionally the list of event triggers and other special fields can appear on non
default configuration dialogues to fulfill special needs of the invoker.
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Normally there are two mapping configuration sections for each invoker, one for the
incoming data and another one for the outgoing data. You can choose different mapping
types (backends) for each mapping direction, since their configuration is independent
from each other and also independent from the invoker backend. The normal and most
common practice is that the invoker uses the same mapping type in both cases, with
inverted configuration. The complete mapping configuration is done in a separate screen,
which depends on the mapping type.

The invoker backend is pre-populated and can not be edited. You will see this parameter
when you choose the invoker on the web service edit screen. The field is only informative.

Event triggers are events within OTRS such as "TicketCreate", "ArticleSend", etc. These
can act as triggers to execute the invoker. Each invoker needs to have at least one event
trigger registered, or the invoker will be useless, because it will never be called. The
asynchronous property of the event triggers define if the OTRS process will handle the
invoker or if it will be delegated to the Scheduler.

NMpuMeuaHue

The OTRS Scheduler is a separate process that executes tasks in the background.
Using this the OTRS process itself will not be affected if the Remote System takes
a long time to respond, if it is not available or if there are network problems. If you
don't use the scheduler using web services can make OTRS slow or non-responsive.
Therefore it is highly recommend to use asynchronous event triggers as often as
possible.

To add an Event trigger, first select the event family from the first list, then the event
name from the second list, then set the asynchronous property (if unchecked means that
the event trigger will not be asynchronous) and finally click on the plus button. A new
event trigger will be created and it will be listed on the invoker "Event Triggers" list.

To delete an Event trigger, simply locate the event trigger to be deleted in the "Event
Triggers" list and click on the trash icon at the end of the row. This will open a dialog that
asks you if you are sure to delete the event trigger. Click "Delete" to remove the event
trigger from the list, or "Cancel" to close the dialog.

In the left part of the screen on the action column you have the options: "Go back to
web service" (discarding all changes since the last save) and "Delete". If you click on the
last one, a dialog will emerge and ask you if you like to remove the invoker. Click on the
"Delete" button to confirm the removal of the invoker and its configuration or "Cancel"
to close the delete dialog.
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“fou are kgged in as Miguel Hidalgo y Costila m

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Change Invoker Invoker one of Web Service Test

» Change invoker Invoker one

Actions Invoker Details

Go back to web service *Name: | |nyokerone

The name is typically used to call up an operation of a re mote web service
m Delete

Invokerone description

Test:Test

This OTRS invaker backe nd module will be called to prepare the data to be sent to the remote tem, and to process it
response data

Simple v | Configure

The data from the invoker of OTRS will be proce ssed by this mapping, to transformit to the kind of data the re mote te m

expect

Simple ~ | Configure

The response data will be processed by this mapping, to transform it to the kind of data the invoker of OTRS expe
EVENT ASYNGHRONCUS DELETE

HistoryAdd Yes o

This invoker will be trigge red by the configured events.

Ticket ~ HistoryDelete v B asynchrionus @

To add a new event select the eventohject and event name and click on the "+° button

Asynchronous event triggers are handled by the OTRS Scheduler in background (recomme nded).
nchronous event trigger uld be processed directly during the web request

Save Sawve and finish | or
Top of page [

Figure: Web service invoker.
11.4.3.7.5. Web Service Mapping

There are cases where you need to transform the data from one format to another (map
or change data structure), because normally a web service is used to interact with a
Remote System, that is highly probable that is not another OTRS system and / or could not
understand the OTRS data structures and values. In these cases some or all values have
to be changed, and sometimes even the names of the values (keys) or even the complete
structure, in order to match with the expected data on the other end. To accomplish this
task the Generic Interface Mapping Layer exists.

Each Remote System has it own data structures and it is possible to create new mapping
modules for each case (e.g. there is a customized mapping module for SAP Solution
Manager shipped with OTRS), but it is not always necessary. The module Mapping::Simple
should cover most of the mapping needs.

NMpuMmeuyaHue

When Mapping::Simple does not cover all mapping needs for a web service, a
new mapping module should be created. To learn more about how to create new
mapping modules please consult the OTRS Development Manual.

3T0T MoAyJib Ja€T BO3MOXHOCTb YCTaHOBUTb 3Ha4YeHWe Oons OTO6pa)KeHVIFI no ymoJiva-
HUIO ONnga Ka>XOoro KJjitoda Uianm 3Ha4eHnsa ana BCcex nepegaBaeMblX OaHHbIX.

At the beginning of the screen you will see a general section where you can set the
default rules that will apply for all the unmapped keys and values. There are three options
available, these options are listed below:

* He n3amMeHaTb: He KacaeTcs KJoYen 1 3HaYeHnn B itlobom cryyae.
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* Ignore (drop key/value pair): when this is applied to the key it deletes the key and value,
because when a key is deleted then in consequence its associated value is deleted too.
When this is applied to the value, only the value is deleted, keeping the key, that now
will be associated to an empty value.

* MapTo (use provided key or value as default): all keys and / or values without a defined
map rule, will use this as default, when you select this option a new text field will appear
to set this default.

Clicking on the "+" button for new key map, will display a new box for a single mapping
configuration. You can add as many key mappings as needed. Just click on the "+" button
again and a new mapping box will appear below the existing one. From this mapping
boxes you can define a map for a single key, with the next options:

* ToyHOe 3Ha4YeHne(s): CTpoKa Co CTapbiM 3Ha4YeHNEM ByneT 3aMmeHeHa HOBOW B CJlyyae
MOJIHOIrO coBnageHusa "ctaporo" Kswya.

* PerynsipHoe Bblpa)KeHue: CTPOKM ByayT U3MEHEeHbl C MOMOLLbIO npaBuia npeobpaso-
BaHMA.

Pressing the new value map "+" button will display a new row for a value map. Here it
is also possible to define rules for each value to be mapped with the same options as for
the key map (Exact value and Regular expression). You can add as many values to map
as needed, and if you want to delete one of them, just click on the "-" button for each
mapping value row.

YpnaneHue Lenoro pasgena kioyen otobpakeHns BO3MOXXHO, MPOCTO HaXXMUTe Ha KHoM-
Ky "-", pacnonio>XKeHyto B BEPXHEM MNMPaBOM YIrJly Ka)K[L0ro oKHa, 4J19 KOTOPOro Bbl XOTUTE
yhoannTb.

If you need to delete a complete mapping configuration: go back to the corresponding
operation or invoker screen, look for the mapping direction that you select before and set
its value to "-", and save the configuration to apply changes.
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‘ou are jogged in as Migue | Hidak,

DASHBOARD TICKETS STATISTICS CUSTOMERS ADMIN Q,

Genericinterface Mapping Simple for Web Service Test

» Simple Mapping for lkomming Data

Actions Mapping Simple

Go back to operation

MapTo (use provided value as default) v | defaull_valus

This rule will apply for all keys with no mapping rule

Keep (leave unchanged) v

This rule will apply for all value s with no mapping rule

@
¥ Mapping for Key KeyNew

+Map key:  KeyOne Exact value(s) v | sto new key: | KeyNew

+Map value: | MapOne Exact value(s) ¥ | #to new value: | MapNewOne (=]

*Map value:  MapTwo Regularexpresswon | wlo new value: |

Save Sawve and finish | or

Top of page [

Figure: Web service mapping.

11.5. NHTepdenc KoMaHOAHOU CTPOKMU Beb-
CepBuca

The Command Line Interface (CLI) is a fast way to work with the web services. It consists
of a set of tools that can be use to perform basic operations like:

* Co3paTtb, O6HOBUTL, YnTaTh, MNpocMaTpuBaTh U YaannTb Beb6-CepBUCHI OCHOBaHbIE OC-
HoBaHble Ha YAML-channax.

* YTeHue XXypHana OTnagyuka c onuusaMm dhunbTpaLun.

NMpuMmeuyaHue

You don't need to use the CLI to work with web services. Integrated into the Admin
interface there is a complete set of screens to interact with every part of the web
services. Please read the web service GUI section included in this manual.

11.5.1. KoHdwmurypauusa Beb-cepBuca

dann "WebserviceConfig.pl" 6bin pa3paboTaH ansa Toro 4Tobbl CO34aTb MPOCTONW, HO B TO

Ke BpeMs BbICTPbIA U MOLLHbBIA MHCTPYMEHT a5 paboTbl C HacTporkaMu Beb-cepBuca.
OH npefocTaBAseT BO3MOXHOCTb BbIMOJHATL C/llefyolmne OenCcTBUS:

* Add: ons co3paHus Beb-cepBnCOB C ncnosibdoBaHnem YAML-halnsioB B Ka4eCcTBe NCTOY-
HUKa KOH(Urypaumm.

* Update: n3MeHUTb CylecTByOWMNN Be6-cepBNC, KOHPUIYpaLKNs MOXXeT BbiTb N3MeHe-
Ha C NCMOJIb30BaHWEM OPYrUxX Uam nameHeHHbix YAML-cannos.
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* Read: gna BbiIBOA4a Ha dKpaH TeKYLLUMX HacTpoek Beb-cepsuca.

* List: 4To6bl MONYYNTb MOJIHbIA CANCOK BCEX BEH-CEPBMCOB, 3apermMcTPMPOBaHHbLIX B CU-
cTeme.

* Dekﬂe!ﬂﬂﬂyﬂaﬂeHMﬂBeﬁ{emecaM3CMCTeMbLEyﬂbTeOCTopOMHbIHpMBHﬂOﬂHeHMM
3TOMOﬂepaHMM,eeHeBO3MOMHOOTMeHMTh

npep,ynpe)l(p.euue
Onepauwns seb-cepBuca READ byneT oTobpakaTb Ha 3KpaHe BCe HACTPOWKU B
BUAE NPOCTOro TeKCTa, BKJOYasas CoXxpaHeHHble Nnapoan. NomMmHuTe 06 3TOM 1 Co-

bnonante HeobxoanMble Mepbl NPEeAOCTOPOIKHOCTMN!

Mpumep: Co3gaHne HOBOW KOHMUrypaLum Beb-cepBuca:

shell> OTRS HOME/bin/otrs.WebserviceConfig.pl -a write -n <webservice name>
-f /path/to/yaml/file

Tak>xe MO>XHO ncnonb3oBaThb ann 'otrs.WebserviceConfig.pl' co cneayowmmm onumnsamu:
* -a read -i <webservice_id> - [1715 YTeHUs COXpaHEHHOW KOHpUrypaumu.

* -a write -n <webservice_name> -f /path/to/yaml/file - 1na co3pnaHnsa HoBoro Beb6-
cepBuca.

* -a write -i <webservice_id> -f /path/to/yaml/file - Ins obHoBNneHnsa Beb-cepsBuca.
* -a list - 1na npocmMoTpa cnucka AoCTyMNHbIX Be6-CepBMCOB.

* -a delete -i <webservice_id> - [1na ynaneHus seb-cepsuca.

11.5.2. OThap4uk Beb-cepBuca:

Another available tool via the command line interface is the
"otrs.GenericlnterfaceDebugRead.pl" script, which is an interface to search for web
service debugger log entries.

Mpumep: MNMouck 3annucen B XypHaie oThagvynka:

shell> bin/otrs.GenericInterfaceDebugRead.pl

[JononHuTenbHble NapamMeTpbl MOryT ObITb  WCNOJb30BaHbl  AONA  CUeHapus
"otrs.GenericlnterfaceDebugRead.pl":

* =€ - Ana punbTpaumm no Communication ID (md5sum ¢opmarT).

e -t - gna dunbTpaunm no CommunicationType ('Provider' nnm 'Requester’).

* -a - ana punbTpauun no aate (Ha Tekywyto gaty nnm MNocne Hee).

* -b - ona punbTpaumn No gate (Ha Tekywyto aaTty wan o Hee).

* -i - gnga gunbTpaumm no IP-agpecy (AonkeH 6bITb NpaBuabHbIN IPv4 nnun IPv6 agpec).
e -w - ons punbTpauum no ID Beb-cepBuca.

* -d - BKJIIOYNTb NOAPOBHbIE NepefaBaeMble AaHHbIE.

Mpumep: MNMounck 3anucen XXypHasa OT/ayMKa CO BCEMUN NapaMeTpaMu:
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shell> ./otrs.GenericInterfaceDebugRead.pl -c
a7cc4d9f5c70387a9bfbel351bc88966 -t Provider -a '2011-07-22 00:00:00' -b '2011-07-26
00:00:00' -i 127.0.0.1 -w 123 -d 1

NMpuMmeuyaHue

It is highly recommended to include at least one of the filter options listed above,
and even more if the "-d" option is selected, because a lot of information can be
retrieved from the data base and displayed on the screen, this could result in slow
response times and much more information than what you really needed.

11.6. KoHdurypauma Beb-cepBuca

From its design the web services were conceived to be portable from one OTRS system to
another, e.g. from a test or development environment to a production system. Therefore
it was needed to have an easy way to extract the web service configuration from the
database, and import it to another. To accomplish this task the Generic Interface uses
YAML files as the web services configuration basis.

Why YAML? YAML is a markup language designed to be human friendly to read and write
(it is easier to understand than JSON), it does not have some of the limitations of XML like
numeric tags, it is open, standardized, and is complete enough to store the whole web
service configuration.

NMpuMmeuyaHue

Ytobbl y3HaTb 6onbwe o YAML noxanymcta noceTuTe ccbiiky http:/
www.yaml.org/.

Hu>xe npmBoanTCS KOHGUrypaumns seb-cepsepa Ha 0CHOBE haiisia KoHPUrypauum B op-
MaTeYAML:

Debugger:
DebugThreshold: debug
Description: This an example of a web service configuration
Provider:
Operation:
CloseIncident:
Description: This is a test operation
MappingInbound: {}
MappingOutbound: {}
RemoteSystemGuid: ''
Type: Test::Test
Test:
Description: This is a test operation
MappingInbound:
Config:
KeyMapDefault:
MapTo: ‘'
MapType: Keep
KeyMapExact:
Prio: Priority
ValueMap:
Priority:
ValueMapExact:
Critical: 5 Very High
Information: 1 Very Low
Warning: 3 Normal
ValueMapDefault:
MapTo: 3 Normal
MapType: MapTo
Type: Simple
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MappingOutbound:
Config:
KeyMapDefault:
MapTo: ‘'
MapType: Ignore
KeyMapExact:
Priority: Prio
ValueMap:
Prio:
ValueMapExact:
1 Very Low: Information
3 Normal: Warning
5 Very High: Critical
ValueMapDefault:
MapTo: ''
MapType: Ignore
Type: Simple
Type: Test::Test
Transport:
Config:
MaxLength: 10000000
NameSpace: http://www.example.com/actions
Type: HTTP::SOAP
RemoteSystem: remote.system.description.example.com
Requester:
Invoker:
Test:
Description: This is a test invoker
Events:
- Asynchronous: 1
Event: TicketCreate
- Asynchronous: 0
Event: ArticleUpdate
MappingInbound:
Type: Simple
MappingOutbound:
Type: Simple
Type: Test::Test
Transport:
Config:
Authentication:
Password: !'*ikkkiok!
Type: BasicAuth
User: otrs
Encoding: utf-8
Endpoint: http://www.example.com:8080/endpoint
NameSpace: http://www.example.com/actions
SOAPAction: Yes
SOAPActionSeparator: '#'
Type: HTTP::SOAP

11.6.1. Onucanme KoHdurypauumm
11.6.1.1. O6un

* OnucaHmne: KpaTKUN TEKCT, ONUCbiBatowmn Beb-cepBuc.

RemoteSystem: kpaTkoe onncaHme YaaneHHon Cuctemsl.

* Debugger: xpaHunnuue gns XxpaHeHUsa HaCTPoOEK oTNaf4vunKa.

* Provider: xpaHuanwie ana XxpaHeHns HaCcTpOoeK NocTaBLUMKa.

* Requester: xpaHunuuie 418 XpaHeHNa HAaCTPOEK O 3arnpalunBaoLLLEeN CTOPOHe.

11.6.1.2. OTnapumk

* DebugThreshold: ypoBeHb oTnag4unka
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BOo3MO>XXHble 3HaA4YeHuUs
¢ debug: Bce XypHasbl XpaHaTca B 6a3e AaHHbIX.
* info: nHopMaLKs, yBeOMIEHNS U XKYPHaN OLLINOKOK XpaHAaTCA B 6a3e AaHHbIX.

* notice: ownbkn ypoBHA yBegomneHune (notice) n owmnbka (error) xpaHatcsa B baze
DaHHbIX.

e error: ToJIbKO OLINOKWN YPOBHS error xpaHATCst B 6a3e gaHHbIX.

11.6.1.3. NocTaBWMUK

* Operation: XpaHunuuwe ona HaCTtpoek Ka)Kaomn onepaunn.

« Transport: xpaHunuLLe 4N HACTPOEK MOCTABLLUNKA TPAHCMOPTON CeTH.

11.6.1.3.1. Onepauusn

<OperationName>: YHMKanbHOe Ha3BaHWE onepalun, xXpaHunuwe ans cBoux cob-
CTBEHHbIX HacTpoekK (0T 0..n, HO 6e3 NoBTOPEHUN).

11.6.1.3.1.1. <OperationName>

ITOT pasfen oCHoBaH Ha ornepauusa ¢ Tunom "“Test:: Test" gpyrmne onepaunun MoryT cogep-
XaTb 6osiblle nan apyrme HacTPOMKM.

11.

OnuncaHue: KpaTKNIN TEKCT, ONMUCLIBAKOLLNIA OnepaLuuto.

Mappinglinbound: xpaHunuue ons HacTpoek oTobparkaeMbIX OAHHbLIX A8 OAHHbIX 13
BXOASILLEro 3anpoca.

MappingOutbound: xpaHuaunuie ons oTobparkatoLMXCA HACTPOEK A8 NCXOAAWNX AaH-
HbIX.

Tun 63k3HA onepauuns B opmaTe Controller::Operation.

6.1.3.1.1.1. Mappinginbound

DTOT pa3fes oCHoBaH Ha oTobparkaeMbIx 3HaYeHUax ¢ Tunom "Simple". Opyrune otobpa-
»KaeMble 3Ha4YeHUs MOoryT cofepxaTb 6onbLie nan apyrmne HacTpOnKu.

11.

11.

Config: xpaHunuile HaCTPOEK AN 3TUX oTobparkaeMblxX 3HaYEHUNA.

Twn: mapping backend.

6.1.3.1.1.1.1. Config

KeyMapDefault: xpaHnnuwe gna Bcex He oTobparkaeMbixX 3HaAYEHUN KITIOYEN.
ValueMapDefault: xpaHnnuiie ons Bcex He oTobpa>kaeMbliX 3Ha4YEHMIN HAaCTPOEK.

KeyMapExact: xpaHunuiie ans Bcex KJo4ein ToYHbIX oTobpakaeMbix 3Ha4YeHuin(oT 0 ..
1).

KeyMapRegEX: xpaHunnuwe onsa otobparkaeMbliX 3HAYEHUN BCEX PeryaspHbIX Bblpaxke-
HUNA.

ValueMap: xpaHunnuuie ans Bcex 3HavyeHunn otobpakeHnin (mapping-a).
6.1.3.1.1.1.1.1. KeyMapDefault

MapTo: HoBOe 3Ha4eHne, KoTopoe ByaeT UCNosb30BaThLCA (MPUMEHUMA TONLKO eCcnn
napameTp MapType ycTaHOBJIEH B 3Ha4YyeHne MapTo).
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* MapType: npaBuo ansa otobparkeHus.

Bo3MOXXHbIe 3HaYeHunA
¢ Keep: ocTaBuTb 6€3 N3MEHEHWNN.
* Ignore: MNOHN3NTb.
* MapTo: 3aMeHUTb Ha 3Ha4yeHue MapTo.
11.6.1.3.1.1.1.1.2. ValueMapDefault
Toxxe 4To n KeyMapDefault.
11.6.1.3.1.1.1.1.3. KeyMapExact
* <oldkey>: <newkey> (0T 0 .. n Ho 6e3 NOBTOPEHMN).
11.6.1.3.1.1.1.1.4. KeyMapRegEXx
» <oldkey(RegEx)>: <newkey> ( oT 0 .. n Ho 6e3 NnoBTOpPEHUNN).
11.6.1.3.1.1.1.1.5. ValueMap

* <newkey>: KOHTenHep AN 0TOOparkaeMbIX 3HAYEHMWIA AN 3TOFO0 HOBOrO KJtoYa (3a-
BUCUT OT HOBbIX Kto4en oT KeyMapExact u KeyMapRegEx).

11.6.1.3.1.1.1.1.5.1. <newkey>
* ValueMapExact: xpaHunnuuwe ansa Bcex To4HbIX oTobparkaeMbix 3Ha4YeHun (ot 0 .. 1).

* ValueMapRegEXx: xpaHuanuwie onsa otobpakaeMbix 3HAYEHUN BCEX pPerynaspHbIX Bblpa-
xeHun (ot 0 .. 1).

11.6.1.3.1.1.1.1.5.1.1. valueMapExact

» <oldvalue>: <newvalue> ( cardinality 0 .. n 6e3 noBTopeHu ).
11.6.1.3.1.1.1.1.5.1.2. ValueMapRegEXx

» <oldvalue(RegEx)>: <newvalue> ( ot 0 .. n 6€3 noBTOPEHNN).
11.6.1.3.1.1.2. MappingOutbound

Toxxe 4To n Mappinglinbound.
11.6.1.3.1.1.3. Nepepaua

OTOT pa3fesl oOCHoBaHa Ha ceTeBOM rnocTaBwmke HTTP::SOAP, apyrve nocTaBLUUKN MO-
ryT cogep>aTb 60sbLUe v gpyrve HacTPONKW.

* Config: xpaHnnuwie a8 KOHKPETHbIX MapamMeTpoB KOH(Urypaumm TpaHCNOpPTHON ce-
TW.

* Type: the provider network transport backend.
11.6.1.3.1.1.3.1. Config

* MaxLength: makcnmanbHas anvHa B 6antax gnsa 4teHns SOAP-coobLieHnin cncTtemon
OTRS.

* NameSpace: URI, KOTOpbI fl@aeT KOHTEKCT AJ1s BCEX onepaunil, mMpuHaaaexxalmx 31o-
My Beb-cepBucy.
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11.6.1.4. 3anpawmBaeMas CTOPOHa

Invoker: xpaHunuiie a8 HaCTPOEK KakaoW METKMU.

Transport: xpaHunuwie onsa HacTpoek TpaHCFIOpTHOI7I ceTn 3anpaLuv|Barou_|,e|7| CTOPOHHbI.

11.6.1.4.1. 3anpawuMBalowias CTOPOHa

<InvokerName>: YHMKabHOE NMA OJ151 Bbl3blBalOLLEN CTOPOHbI, XPaHUAULLE 415 CBOUX
cobcTBeHbIX HacTpoek (oT 0..n, 6e3 NoBTOPOB).

11.6.1.4.1.1. <InvokerName>

ITOT pa3fen ocHoBaH Ha Tune "Test::Test", apyrue invoker-pbl MoOryT umeTb 6onbLIe nn
Apyrune HaCTpomnKu.

11.

OnuvcaHune: KOPOTKUI TEKCT A1 ONNCaHNA Bbi3blBaloLEN CTOPOHbI
CobbITUS: XpaHUAULLE HAaCTPOEK HE MMEHOBAHHOIO CNMUCKa OAENCTBUN.

Mappinglnbound: xpaHunuwe ona HacTpoek oTobparkaemMbiX 3HAYEHUIN AN OAHHbIX
MOCTYyNaLWMX OT OTBETOB.

MappingOutbound: xpaHunuuwe Ansa HacTpoek oTobparkaeMbiX 3Ha4YEeHU A9 NCXoas-
LWKMX OaHHbBIX 3anpoca.

Tun: invoker backend, B popmaTe Controller::Invoker.
6.1.4.1.1.1. Co6biTuA
List Element: (ot 0 .. n)

¢ Asynchronous: yCTaHOBUTb €C/1M BbI30B Bbl3bIBAlOLLLEN CTOPOHLI By AeT BO3/10)KEH Ha
MnaHnposLMKa

Bo3MO>XXHble 3Ha4YeHuUn
* 0: He obpabaTbiBaeTCa MnaHupoBLUMKOM (Scheduler).
e 1: O6bpabaTbiBaeTcsa MNnaHuposwmnkom (Scheduler).

* Event: nma cobbiTua Tpurrepa.
Bo3MoO>XXHble 3Ha4yeHua (pna coObITUMA 3a9BKM)

e TicketCreate

e TicketDelete

TicketTitleUpdate

TicketUnlockTimeoutUpdate

TicketQueueUpdate

* TicketTypeUpdate

* TicketServiceUpdate

* TicketSLAUpdate

* TicketCustomerUpdate
* TicketFreeTextUpdate
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Bo3Mo>XXHble 3HaYyeHusA (o191 LeUCTBUUA Haa CTaTbAMM)

TicketFreeTimeUpdate
TicketPendingTimeUpdate
TicketLockUpdate
TicketArchiveFlagUpdate
TicketStateUpdate
TicketOwnerUpdate
TicketResponsibleUpdate
TicketPriorityUpdate
HistoryAdd

HistoryDelete
TicketAccountTime
TicketMerge
TicketSubscribe
TicketUnsubscribe
TicketFlagSet
TicketFlagDelete
TicketSlaveLinkAdd
TicketSlaveLinkDelete

TicketMasterLinkDelete

DencTtBna Hapg CcTaTbAMU
ArticleCreate
ArticleFreeTextUpdate
ArticleUpdate

ArticleSend

ArticleBounce
ArticleAgentNotification
ArticleCustomerNotification
ArticleAutoResponse

ArticleFlagSet

ArticleFlagDelete
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11.

* ArticleAgentNotification
e ArticleCustomerNotification

6.1.4.1.1.2. Mappinginbound

To e 4To n Adenctesue Mappinglnbound

11.

6.1.4.1.1.3. MappingOutbound

Toxxe 4To n Oencrteue Mappinglnbound.

11.

6.1.4.1.1.4. Nepepaya

ITOT pa3fes 0OCHOBaH Ha TPAHCMOPTHOW CeTun 3anpalmsBatolen ctopoHbl HTTP::SOAP,
TPaAHCNOPTHbIE CETU MOTYT COAEpPXaTb 6oNblUe MK ApYrve HaCTPONKWN.

11.

11.

Config: xpaHunnuwe ona KOHKPETHbIX MapaMeTpoB KOH(Urypauum TpaHCNOPTHON ce-
TWN.

Tun: 63K3HA TPAHCNOPTHOW CETU 3anpalunBatoLLEN CTOPOHbI.

6.1.4.1.1.4.1. Config

Authentication: a container for authentication settings.

Encoding: kognpoBaHue coobuieHna SOAP-3anpoca

Endpoint: URI YagenHHoro Cepepa Beb-cnyx6bl Ansa npuema 3anpocos OTRS.

NameSpace: URI KOTopbIli NPeAoCTaBASAT CBA3b A5 BCEX invoker-0B, KOTopble NpuHaa-
ne>xaT 3ToMy Beb-cepBepy.

SOAPAction: ons oTnpasky NycToro nam 3anosiHeHoro SOAPAction-3arosioBka B ¢op-
MaTe SOAP cooblueHus (in "<NameSpace> <Separator> <Action>" format).

Bo3MO)>XHbIe 3HaA4YeHus
* YES: onsa oTnpaBkKyM 3anosiHeHoro 3arosioska SOAPAction.
* No: onsa ornpaBku nyctoro obpaboTynka SOAP-gencTems.

SOAPActionSeparator: pna yctaHoBku <Separator> 13 3anonHeHbix SOAPAction 3aro-
JIOBKOB.

Bo3MoO>XXHbIe 3HaYeHus

* '/': ncnonb3yetcsa ona .net se6-cepsuncos.

e '#': ncnonb3lyeTcsa ona Bcex Beb-cepmncoB Ha 6a3ze npoTtokona REST.
6.1.4.1.1.4.1.1. Authentication

User: uMsi NpMBUIErMpoOBaHOMr0 NoJib30BaTessl, KOTOPbI MUMeeT AOCTYM K yAaJIEHHOMY
Beb-cepBucCy.

Maposib: Naposib ANsS NPUBEIUTMPOBAHOIo NoJsib3oBaTenss B hopMaTe 06bIYHOrO TeK-
cTa.

Tvn: TN ayTeHTUMUKaunn.
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11.7. KoHHeKTOopbl (Connectors)

A Connector is in essence a set of actions that are either called Operations if OTRS acts
as a web service provider or Invokers if OTRS acts as a web service requester. But it can
also include special Mappings or Transports.

One Connector can either have only Operations, Only Invokers or both. A connector can
even use parts of other connectors like the Mappings or Transports if they are not to
specific for the Connector that is trying to implement them.

In other words a Connector is not limited to just the Controller layer but it can be extended
to Data Mapping or Network Transport layers if needed.

Due to the modular design of the Generic Interface a Connector can be seen as a plug-
in; this means that by adding Connectors the capabilities of the generic interface can be
extended using: OTRS Feature add ons, OTRS Custom modules, 3rd Party modules, and
SO on.

11.7.1. Komnnekt KoHHekTOopoB (Connectors)

B koMnnekTe c aTOMN Bepcme|7| OTRS cneayrwuime KOHHEKTOPbI FOTOBbI K MCIMOJ1Ib30BaHUIO.
* Session
* 3asBK

11.7.1.1. Session Connector

ITOT KOHHEKTOP MOXXET Cco34aTb AeNCTBUTENbHbIN SessionlD, KOTopbIn B AasibHenLLeM
MoeT 6bITb MCNONIb30BaH B Ntoboin apyron onepaunu.

[MocTaBLUKN:
* Onepauunu:
* SessionCreate
11.7.1.1.1. Onepauum
11.7.1.1.1.1. SessionCreate

Creates a new new valid SessionID to be used in other operations from other connectors
like TicketCreate.

NMpuMmeuaHue

To use the SessionID in other operations from other connectors it is necessary
that the operation implements authentication by SessionID. All the rest of the
bundled operations are capable of accepting a valid SessionID as an authentication
method.

Bo3MoxxHble ATpubyThl:

<SessionCreate>
<!--You have a MANDATORY CHOICE of the next 2 items at this level-->
<!--Optional:-->
<UserLogin>?</UserLogin>
<!--Optional:-->
<CustomerUserLogin>?</CustomerUserLogin>
<!--Optional:-->
<Password>?</Password>
</SessionCreate>
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11.7.1.2. KOHHeKTOp 3afaBKH

This connector supplies the basic functionality to interact with tickets

[MocTaBLWUKU:

* Onepauunu:

¢ TicketCreate

TicketUpdate

¢ TicketGet

¢ TicketSearch

11.7.1.2.1. Onepauum

11.7.1.2.1.1. TicketCreate

Provides an interface to create a ticket in OTRS. A ticket must contain an Article and can
contain several attachments, all defined Dynamic Fields can be also set on TicketCreate

operation.

Bo3Mo)xHble ATpnbyThi:

<TicketCreate>
<!--You have a MANDATORY CHOICE of the next 3 items at this level-->
<!--Optional:-->
<UserLogin>?</UserLogin>
<!--Optional:-->
<CustomerUserLogin>?</CustomerUserLogin>
<!--Optional:-->
<SessionID>?</SessionID>
<!--Optional:-->
<Password>?</Password>
<Ticket>

<Title>?</Title>

<!--You have a MANDATORY
<!--Optional:-->
<QueueID>?</QueuelD>
<!--Optional:-->
<Queue>?</Queue>

<!--You have a CHOICE of
<!--Optional:-->
<TypeID>?</TypeID>
<!--Optional:-->
<Type>?</Type>

<!--You have a CHOICE of
<!--Optional:-->
<ServiceID>?</ServiceID>
<!--Optional:-->
<Service>?</Service>
<!--You have a CHOICE of
<!--Optional:-->

<SLAID>?</SLAID>
<!--Optional:-->
<SLA>?</SLA>

<!--You have a MANDATORY
<!--Optional:-->
<StateID>?</StateID>
<!--Optional:-->
<State>?</State>

<!--You have a MANDATORY
<!--Optional:-->

CHOICE of the next 2 items at this level-->

the next 2 items at this level-->

the next 2 items at this level-->

the next 2 items at this level-->

CHOICE of the next 2 items at this level-->

CHOICE of the next 2 items at this level-->

<PriorityID>?</PriorityID>
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<!--Optional:-->
<Priority>?</Priority>
<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->
<OwnerID>?</0OwnerID>
<!--Optional:-->
<Owner>?</0wner>
<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->
<ResponsibleID>?</ResponsibleID>
<!--Optional:-->
<Responsible>?</Responsible>
<CustomerUser>?</CustomerUser>
<!--Optional:-->
<PendingTime>
<Year>7?</Year>
<Month>?</Month>
<Day>7?</Day>
<Hour>?</Hour>
<Minute>?</Minute>
</PendingTime>
</Ticket>
<Article>
<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->
<ArticleTypelID>?</ArticleTypelID>
<!--Optional:-->
<ArticleType>?</ArticleType>
<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->
<SenderTypelID>?</SenderTypeID>
<!--Optional:-->
<SenderType>?</SenderType>
<!--Optional:-->
<From>?</From>
<Subject>?</Subject>
<Body>?</Body>
<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->
<ContentType>?</ContentType>
<Charset>?</Charset>
<MimeType>?</MimeType>
<!--Optional:-->
<HistoryType>?</HistoryType>
<!--Optional:-->
<HistoryComment>?</HistoryComment>
<!--Optional:-->
<AutoResponseType>?</AutoResponseType>
<!--Optional:-->
<TimeUnit>?</TimeUnit>
<!--Optional:-->
<NoAgentNotify>?</NoAgentNotify>
<!--Zero or more repetitions:-->
<ForceNotificationToUserID>?</ForceNotificationToUserID>
<!--Zero or more repetitions:-->
<ExcludeNotificationToUserID>?</ExcludeNotificationToUserID>
<!--Zero or more repetitions:-->
<ExcludeMuteNotificationToUserID>?</ExcludeMuteNotificationToUserID>
</Article>
<!--Zero or more repetitions:-->

<DynamicField>
<Name>?</Name>
<!--1 or more repetitions:-->
<Value>?</Value>
</DynamicField>
<!--Zero or more repetitions:-->
<Attachment>

<Content>cid:61886944659</Content>
<ContentType>?</ContentType>
<Filename>?</Filename>
</Attachment>
</TicketCreate>
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11.7.1.2.1.2. TicketUpdate

TicketUpdate operation adds the capability to modify attributes from an existing ticket or
to add a new article, including attachments and all defined dynamic fields for the ticket
and the new article.

NMpuMmeyaHue
It is not necessary to create a new article to modify a ticket attribute.

Bo3MoxxHble ATpnbyThl:

<TicketUpdate>
<!--You have a MANDATORY CHOICE of the next 3 items at this level-->
<!--Optional:-->
<UserLogin>?</UserLogin>
<!--Optional:-->
<CustomerUserLogin>?</CustomerUserLogin>
<!--Optional:-->
<SessionID>?</SessionID>
<!--Optional:-->
<Password>?</Password>
<!--You have a CHOICE of the next 2 items at this level-->
<TicketID>?</TicketID>
<TicketNumber>?</TicketNumber>
<!--Optional:-->

<Ticket>
<!--Optional:-->
<Title>?</Title>

<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<QueueID>?</QueuelD>

<!--Optional:-->

<Queue>?</Queue>

<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<TypeID>?</TypeID>

<!--Optional:-->

<Type>?</Type>

<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<ServicelD>?</ServicelD>

<!--Optional:-->

<Service>?</Service>

<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<SLAID>?</SLAID>
<!--Optional:-->
<SLA>?</SLA>

<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<StatelID>7?</StatelID>

<!--Optional:-->

<State>?</State>

<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<PriorityID>?</PriorityID>

<!--Optional:-->

<Priority>?</Priority>

<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<OwnerID>?</0wnerID>

<!--Optional:-->

<Owner>?</0wner>

<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->
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<ResponsibleID>?</ResponsibleID>
<!--Optional:-->
<Responsible>?</Responsible>
<!--Optional:-->
<CustomerUser>?</CustomerUser>
<!--Optional:-->
<PendingTime>
<Year>?</Year>
<Month>?</Month>
<Day>7?</Day>
<Hour>?</Hour>
<Minute>?</Minute>
</PendingTime>
</Ticket>
<!--Optional:-->
<Article>
<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->
<ArticleTypelID>?</ArticleTypelD>
<!--Optional:-->
<ArticleType>?</ArticleType>
<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->
<SenderTypelID>?</SenderTypeID>
<!--Optional:-->
<SenderType>?</SenderType>
<!--Optional:-->
<From>?</From>
<Subject>?</Subject>
<Body>?</Body>
<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->
<ContentType>?</ContentType>
<Charset>?</Charset>
<MimeType>?</MimeType>
<!--Optional:-->
<HistoryType>?</HistoryType>
<!--Optional:-->
<HistoryComment>?</HistoryComment>
<!--Optional:-->
<AutoResponseType>?</AutoResponseType>
<!--Optional:-->
<TimeUnit>?</TimeUnit>
<!--Optional:-->
<NoAgentNotify>?</NoAgentNotify>
<!--Zero or more repetitions:-->
<ForceNotificationToUserID>?</ForceNotificationToUserID>
<!--Zero or more repetitions:-->
<ExcludeNotificationToUserID>?</ExcludeNotificationToUserID>
<!--Zero or more repetitions:-->
<ExcludeMuteNotificationToUserID>?</ExcludeMuteNotificationToUserID>

</Article>
<!--Zero or more repetitions:-->
<DynamicField>
<Name>?</Name>
<!--1 or more repetitions:-->
<Value>?</Value>
</DynamicField>
<!--Zero or more repetitions:-->
<Attachment>

<Content>cid:166861569966</Content>
<ContentType>?</ContentType>
<Filename>?</Filename>
</Attachment>
</TicketUpdate>

11.7.1.2.1.3. TicketGet

This operation is used to get all the attributes of a ticket including the dynamic fields, all
articles and all of the attachments that belong to the ticket.
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Bo3mMo)XHble ATpnbyThI:

<TicketGet>
<!--You have a MANDATORY CHOICE of the next 3 items at this level-->
<!--Optional:-->
<UserLogin>?</UserLogin>
<!--Optional:-->
<CustomerUserLogin>?</CustomerUserLogin>
<!--Optional:-->
<SessionID>?</SessionID>
<!--Optional:-->
<Password>?</Password>
<!--1 or more repetitions:-->
<TicketID>?</TicketID>
<!--Optional:-->
<DynamicFields>?</DynamicFields>
<!--Optional:-->
<Extended>?</Extended>
<!--Optional:-->
<AllArticles>?</AllArticles>
<!--Optional:-->
<ArticleSenderType>?</ArticleSenderType>
<!--Optional:-->
<ArticleOrder>?</ArticleOrder>
<!--Optional:-->
<ArticleLimit>?</ArticleLimit>
<!--Optional:-->
<Attachments>?</Attachments>
</TicketGet>

11.7.1.2.1.4. TicketSearch
TicketSearch operation returns a list of Ticket IDs that matches a predefined criteria.

Bo3Mo)xHble ATpnbYThbl:

<TicketSearch>
<!--You have a MANDATORY CHOICE of the next 3 items at this level-->
<!--Optional:-->
<UserLogin>?</UserLogin>
<!--Optional:-->
<CustomerUserLogin>?</CustomerUserLogin>
<!--Optional:-->
<SessionID>?</SessionID>
<!--Optional:-->
<Password>?</Password>
<!--Optional:-->
<Limit>?</Limit>
<!l--Zero or more repetitions:-->
<TicketNumber>?</TicketNumber>
<l--Zero or more repetitions:-->
<Title>?</Title>
<l--Zero or more repetitions:-->
<Queues>?</Queues>
<l--Zero or more repetitions:-->
<QueueIDs>?</QueueIDs>
<!--Optional:-->
<UseSubQueues>?</UseSubQueues>
<l--Zero or more repetitions:-->

<Types>?</Types>

<l--Zero or more repetitions:-->
<TypeIDs>?</TypeIDs>

<l--Zero or more repetitions:-->
<States>?</States>

<l--Zero or more repetitions:-->
<StateIDs>7</StatelDs>
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<!--Zero or more repetitions:-->
<StateType>?</StateType>
<!--Zero or more repetitions:-->
<StateTypeIDs>?</StateTypelIDs>
<!--Zero or more repetitions:-->
<Priorities>?</Priorities>
<!--Zero or more repetitions:-->
<PriorityIDs>?</PriorityIDs>
<!--Zero or more repetitions:-->
<Services>?</Services>
<!--Zero or more repetitions:-->
<ServiceIDs>?</ServiceIDs>
<!--Zero or more repetitions:-->
<SLAs>?</SLAs>
<!l--Zero or more repetitions:-->
<SLAIDs>?</SLAIDs>
<!--Zero or more repetitions:-->
<Locks>?</Locks>
<!--Zero or more repetitions:-->
<LockIDs>?</LockIDs>
<!--Zero or more repetitions:-->
<OwnerIDs>?</0OwnerIDs>
<!--Zero or more repetitions:-->
<ResponsibleIDs>?</ResponsibleIDs>
<!l--Zero or more repetitions:-->
<WatchUserIDs>?</WatchUserIDs>
<!--Zero or more repetitions:-->
<CustomerID>?</CustomerID>
<!--Zero or more repetitions:-->
<CustomerUserLogin>?</CustomerUserLogin>
<!l--Zero or more repetitions:-->
<CreatedUserIDs>?</CreatedUserIDs>
<!--Zero or more repetitions:-->
<CreatedTypes>?</CreatedTypes>
<!--Zero or more repetitions:-->
<CreatedTypelIDs>?</CreatedTypeIDs>
<!--Zero or more repetitions:-->
<CreatedPriorities>?</CreatedPriorities>
<!--Zero or more repetitions:-->
<CreatedPriorityIDs>?</CreatedPriorityIDs>
<!l--Zero or more repetitions:-->
<CreatedStates>?</CreatedStates>
<!--Zero or more repetitions:-->
<CreatedStateIDs>?</CreatedStateIDs>
<!--Zero or more repetitions:-->
<CreatedQueues>?</CreatedQueues>
<!l--Zero or more repetitions:-->
<CreatedQueueIDs>?</CreatedQueueIDs>
<!--Zero or more repetitions:-->
<DynamicFields>
<!--You have a MANDATORY CHOICE of the next 6 items at this
<!--Optional:-->
<Equals>?</Equals>
<!--Optional:-->
<Like>?</Like>
<!--Optional:-->
<GreaterThan>?</GreaterThan>
<!--Optional:-->
<GreaterThanEquals>?</GreaterThanEquals>
<!--Optional:-->
<SmallerThan>?</SmallerThan>
<!--Optional:-->
<SmallerThanEquals>?</SmallerThanEquals>
</DynamicFields>
<!--Optional:-->
<Ticketflag>
<!--Optional:-->
<Seen>?</Seen>
</Ticketflag>
<!--Optional:-->
<From>?</From>
<!--Optional:-->

level-->
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<To>?7</To>
<!--Optional:-->
<Cc>?</Cc>
<!--Optional:-->
<Subject>?</Subject>
<!--Optional:-->
<Body>?</Body>

<!--Optional:-->
<FullTextIndex>?</FullTextIndex>
<!--Optional:-->
<ContentSearch>?</ContentSearch>
<!--Optional:-->
<ConditionInline>?</ConditionInline>
<!--Optional:-->
<ArticleCreateTimeOlderMinutes>?</ArticleCreateTimeOlderMinutes>
<!--Optional:-->
<ArticleCreateTimeNewerMinutes>?</ArticleCreateTimeNewerMinutes>
<!--Optional:-->
<ArticleCreateTimeNewerDate>?</ArticleCreateTimeNewerDate>
<!--Optional:-->
<ArticleCreateTimeOlderDate>?</ArticleCreateTimeOlderDate>
<!--Optional:-->
<TicketCreateTimeOlderMinutes>?</TicketCreateTimeOlderMinutes>
<!--Optional:-->
<ATicketCreateTimeNewerMinutes>?</ATicketCreateTimeNewerMinutes>
<!--Optional:-->
<TicketCreateTimeNewerDate>?</TicketCreateTimeNewerDate>
<!--Optional:-->
<TicketCreateTimeOlderDate>?</TicketCreateTimeOlderDate>
<!--Optional:-->
<TicketChangeTimeOlderMinutes>?</TicketChangeTimeOlderMinutes>
<!--Optional:-->
<TicketChangeTimeNewerMinutes>?</TicketChangeTimeNewerMinutes>
<!--Optional:-->
<TicketChangeTimeNewerDate>?</TicketChangeTimeNewerDate>
<!--Optional:-->
<TicketChangeTimeOlderDate>?</TicketChangeTimeOlderDate>
<!--Optional:-->
<TicketCloseTimeOlderMinutes>?</TicketCloseTimeOlderMinutes>
<!--Optional:-->
<TicketCloseTimeNewerMinutes>?</TicketCloseTimeNewerMinutes>
<!--Optional:-->
<TicketCloseTimeNewerDate>?</TicketCloseTimeNewerDate>
<!--Optional:-->
<TicketCloseTimeOlderDate>?</TicketCloseTimeOlderDate>
<!--Optional:-->
<TicketPendingTimeOlderMinutes>?</TicketPendingTimeOlderMinutes>
<!--Optional:-->
<TicketPendingTimeNewerMinutes>?</TicketPendingTimeNewerMinutes>
<!--Optional:-->
<TicketPendingTimeNewerDate>?</TicketPendingTimeNewerDate>
<!--Optional:-->
<TicketPendingTimeOlderDate>?</TicketPendingTimeOlderDate>
<!--Optional:-->
<TicketEscalationTimeOlderMinutes>?</TicketEscalationTimeOlderMinutes>
<!--Optional:-->
<TTicketEscalationTimeNewerMinutes>?</TTicketEscalationTimeNewerMinutes>
<!--Optional:-->
<TicketEscalationTimeNewerDate>?</TicketEscalationTimeNewerDate>
<!--Optional:-->
<TicketEscalationTimeOlderDate>?</TicketEscalationTimeOlderDate>
<!--Optional:-->
<ArchiveFlags>?</ArchiveFlags>
<!--Zero or more repetitions:-->
<0rderBy>?</0rderBy>
<!--Zero or more repetitions:-->
<SortBy>?</SortBy>
<!--Zero or more repetitions:-->
<CustomerUserID>?</CustomerUserID>

</TicketSearch>
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11.7.2. NMpumMepsbl:
11.7.2.1. Koncdurypauusa Beb-cepBuca

The following is a basic but complete web service configuration file in YAML format to
use all the Ticket Connector operations. In order to use it in OTRS you need to copy the
content, save it into a file called GenericTicketConnector.yml, and import it into OTRS in
the Web Services screen in the Admin panel by clicking in the "Add web service" action
from the overview screen and then clicking in the "Import web service" action in the add
screen.

Debugger:
DebugThreshold: debug
TestMode: 0
Description: Ticket Connector Sample
FrameworkVersion: 3.2.x CVS
Provider:
Operation:
SessionCreate:
Description: Creates a Session
MappingInbound: {}
MappingOutbound: {}
Type: Session::SessionCreate
TicketCreate:
Description: Creates a Ticket
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketCreate
TicketUpdate:
Description: Updates a Ticket
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketUpdate
TicketGet:
Description: Retrieve Ticket data
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketGet
TicketSearch:
Description: Search for Tickets
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketSearch
Transport:
Config:
MaxLength: 100000000
NameSpace: http://www.otrs.org/TicketConnector/
Type: HTTP::SOAP
RemoteSystem: "'
Requester:
Transport:
Type: "'

11.7.2.2. 3anpawuBaiow,an ctopoHa Perl SOAP

The following code is a Perl script that can connect to OTRS via the generic interface.
In order to perform the operations provided by the Ticket Connector, it uses two Perl
CPAN modules SOAP::Lite and Data::Dumper. Please make sure that your environment is
capable to use these modules before you try to run the scipt.

I/usr/bin/perl -w
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# otrs.SOAPRequest.pl - sample to send a SOAP request to OTRS Generic Interface Ticket
Connector

# Copyright (C) 2001-2013 OTRS AG, http://otrs.com/

#Ho- -

# This program is free software; you can redistribute it and/or modify

# it under the terms of the GNU AFFERO General Public License as published by
# the Free Software Foundation; either version 3 of the License, or

# any later version.

#

# This program is distributed in the hope that it will be useful,

# but WITHOUT ANY WARRANTY; without even the implied warranty of

# MERCHANTABILITY or FITNESS FOR A PARTICULAR PURPOSE. See the

# GNU General Public License for more details.

#

# You should have received a copy of the GNU Affero General Public License
# along with this program; if not, write to the Free Software

# Foundation, Inc., 59 Temple Place, Suite 330, Boston, MA 02111-1307 USA
# or see http://www.gnu.org/licenses/agpl.txt.

#Ho- -

use strict;

use warnings;

# use ../ as lib location
use File::Basename;

use FindBin qw($RealBin);
use lib dirname($RealBin);

use SOAP::Lite;
use Data::Dumper;

#Ho---

# Variables to be defined.

# this is the URL for the web service

# the format is

# <HTTP_TYPE>:://<O0TRS FQDN>/nph-genericinterface.pl/Webservice/<WEB SERVICE NAME>
# or

# <HTTP_TYPE>:://<OTRS FQDN>/nph-genericinterface.pl/WebserviceID/<WEB SERVICE ID>

my $URL = 'http://localhost/otrs/nph-genericinterface.pl/Webservice/GenericTicketConnector"';

# this name space should match the specified name space in the SOAP transport for the web
service.
my $NameSpace = 'http://www.otrs.org/TicketConnector/"';

# this is operation to execute, it could be TicketCreate, TicketUpdate, TicketGet,
TicketSearch

# or SessionCreate. and they must to be defined in the web service.

my $Operation = 'TicketCreate';

# this variable is used to store all the parameters to be included on a request in XML
format. Each
# operation has a determined set of mandatory and non mandatory parameters to work
correctly. Please
# check the OTRS Admin Manual in order to get a complete list of parameters.
my $XMLData = '
<UserLogin>some user login</UserLogin>
<Password>some password</Password>
<Ticket>
<Title>some title</Title>
<CustomerUser>some customer user login</CustomerUser>
<Queue>some queue</Queue>
<State>some state</State>
<Priority>some priority</Priority>
</Ticket>
<Article>
<Subject>some subject</Subject>
<Body>some body</Body>
<ContentType>text/plain; charset=utf8</ContentType>
</Article>

’
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# oo

# create a SOAP::Lite data structure from the provided XML data structure.
my $SOAPData = SOAP::Data
->type( 'xml' => $XMLData );

my $SOAPObject = SOAP::Lite
->uri($NameSpace)
->proxy ($URL)
->$0peration($SOAPData) ;

# check for a fault in the soap code.
if ( $SOAPObject->fault ) {

print $SOAPObject->faultcode, " ", $SOAPObject->faultstring, "\n";
}

# otherwise print the results.
else {

# get the XML response part from the SOAP message.

my $XMLResponse = $SOAPObject->context()->transport()->proxy()->http response()-
>content();

# deserialize response (convert it into a perl structure).
my $Deserialized = eval {
SOAP: :Deserializer->deserialize($XMLResponse);

};

# remove all the headers and other not needed parts of the SOAP message.
my $Body = $Deserialized->body();

# just output relevant data and no the operation name key (like TicketCreateResponse).
for my $ResponseKey ( keys %{$Body} ) {

print Dumper( $Body->{$ResponseKey} );
}

12. NMnaHupoBw UK OTRS

The OTRS Scheduleris an independent system process that executes tasks in background.
These kind of processes are know as daemons in Unix / Linux systems or as services on
Windows environments. It is independent but that doesn't mean that the Scheduler does
everything alone, it is fully integrated into OTRS and can use any OTRS module as needed
to complete each task.

Currently the OTRS Scheduler is only able to handle Generic Interface tasks. These kind of
tasks execute invokers that send requests to remote systems. Other handlers for different
tasks will be added in future OTRS versions.

For sanity reasons the Scheduler process needs to be restarted from time to time. This is
done automatically by the scheduler process itself once a day, but it can be adjusted as
needed using the SysConfig by editing the "Scheduler::RestartAfterSeconds" setting.

The OTRS Scheduler is a fully automated process, the only needed human interaction is
to check its status periodically and start or stop it as needed.

NMpuMmevyaHue

If the Scheduler is stopped for any reason, all pending tasks and new tasks
registered when the Scheduler is stopped will be executed as soon as the
Scheduler starts again (unless the tasks are set to be executed in the future).
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12.1. 'pacpmueckun nurepdenc naaHUpPoOBLLU-
Ka

MnaHnpoBLWMK He BuAeH B Npadu4eckom MNMonb3oBaTenbckoM NHTepgdence OTRS go Toro
BPEMEHMU MoKa OH ocTaeTcs paboTaTs.

12.1.1. MNnaHunpoBwukK He 3anyckaeT YBeaoMieHUA

There are two different types of notifications if the system detects that the scheduler is
not running. This detection is based on the update frequency of the Scheduler process.
If the difference between current time and the last process update time is 2 times the
process update frequency a warning message will be displayed in the OTRS notification
area. If it is over 4 times the process frequency then an alert will be displayed instead.

MapameTp MnaHnpoBLMKa 0OHOBJIEHME BPpEMEHU MOXKET BbITb HACTPOEH C MOMOLLIbIO Na-
pameTpa "Scheduler::PIDUpdateTime" B ¢panne SysConfig.

If you see a warning message it is not always necessary to take an action, but it is highly
recommended to check if the scheduler process is running. If you see an alert, then there
is a high chance that the scheduler is in fact not running and should be started.

Mo ymonyaHuto MnaHNPOBLLWK He 3anyCKaeT yBEOOMJIEHUI, eC/IN eCTb AeNCTBUTESbHbIN
Beb-cepBUC, 3aperncTpupoBaHHbIN B 6ase OaHHbIX 1 OH 0TobparkaeTcsa TONbKO AJS MoJib-
30BaTesien 13 rpynnbl "admin®.

YTobbl OTK/IOYUTb YBEAOMIEHUS (He pPEeKoOMeHAyeTCsdA) WIn XKe U3MEHUTb
mnn pobaBuTb rpynnbl YBEAOMJIEHWUIA, MOXANYWCTa, OTpPedaKTUPYyMWTe HaCTPONKy
"Frontend::NotifyModule## #800-Scheduler-Check" B charine SysConfig.

‘3

DASHBOARD  TICKETS | STATISTICS | CUSTOMERS

Figure: YBegomneHus niaaHnpoBLUVKA.

12.1.2. 3anycK NnaHupoBLIUKa

By clicking on the Scheduler not running notification link (either warning or alert) a dialog
box will open to let you start the Scheduler process again. The Scheduler can be started
normally or forced to start, by clicking on the appropriate check box in the dialog.

NMpuMmevyaHue

A forced Scheduler start is only necessary if previous Scheduler process was
terminated abnormally and the Process ID is still registered in the database.

Ncnonb3ynTe MHCTPYMEHTbI KOMaHAHOW CTPOKU, ONMUCAHHbIE HMXXe, YTOObl UMETb
MOJIHbIN KOHTPOJIb Hag Npoueccamun MNAaHNPOBLLMKA N UMETb BO3MOXXHOCTb MPO-
BEPUTb €ro peajsibHoe COCTOSHUE.
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Start Scheduler

Scheduler is an OTRS separated process that perform asynchronous tasks
(e.g. Generic Interface asynchronous invoker tasks)

(_JForce Start

This option will force Scheduler to start even if the process is still registered in the database

Start scheduler

PucyHok: 3anyck lNi1aHnpoBLUnKa.

12.2. NHTepdpenc KomaHaHOMU CTPOKU MnaHum-
pPOBLUMKA

KomaHaHasa cTpoka MNnaHnpoBLLMKa MO3BOASET ynpaBasaTbh npoueccamm (3anyck / OcTa-
HOBKa) MM 3anpawmBaTb X COCTOSAHME. TakKXe eCTb MHCTPYMEHThI A1 perncTpaumm
npouecca, KoTopbln 6yaeT ynpaBnisTb ONepaLMoOHHON CUCTEMON.

B komnnekTe ¢ OTRS ecTb ABa Habopa MHCTPYMEHTOB KOMaHAHOW CTPOKW, OOUH ANS
onepaumoHHOM cucTtemsbl Linux a gpyron gns MS Windows.

12.2.1. Unix / Linux

12.2.1.1. ®aunsl Init.d MNnaunposwuka

Init.d files are special scripts that are called by the operating system at startup and
shutdown (or restart) times.

OTRS provide init.d scripts to start / stop the OTRS Scheduler process automatically by
the operating system, these scripts are located under OTRS_HOME/scripts.

Init.d scripts need to be copied to the correct location for your operating system. They
need to have the proper permissions and some internal variables need to be set to work

properly.
Init.d CkpunT BHyTpeHHux lNepeMeHHbIX

* OTRS_HOME - nyTb ycTtaHoBku OTRS.
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» User - uMs nosib30oBaTensa npotuecca apache.
* Group - apache obpabaTbiBaeT rpynny rnosb3oBaTesien C TaKUM UMEHEM.
NMpuMmeuyaHue

B HacTosillee BpeMsl B pacrnopsi>XeHuun Linux-nnatgopM ecTb TOSIbKO CLEHapun
init.d

Tabnuua 4.7. Cnucok Init-cueHapues u Moppep>xmBaeMbix
OnepaunoOHHbLIX CUCTEM

CueHapvi MHULUANU3ALUMU Moppep>xmBaeMbl onepauuoOHHble CH-
cTeMmbl

otrs-scheduler-linux Red Hat, Fedora, CentOS, SUSE, openSUSE,
Debian, Ubuntu

otrs-scheduler-gentoo-init.d, otrs-|Gentoo

scheduler-gentoo-conf.d

Mpumep 4.28. Npumep 3anycka OTRS-MnaHMpoBLUUKaA U3 CLEeHapUA
Init.d

shell> /etc/init.d/otrs-scheduler-linux start

Bo3MO>XHble B encTBus

» start 3anyck npouecca OTRS-IMnaHnpoBLLMKa.

* stop ocTtaHoBKa npouecca OTRS-MnaHnpoBLLMKa.

* restart nepesanyck npouecca OTRS-InaHMpoBLLKKA.

* status 3anpocuTb cTaTyc npouecca OTRS-MNnaHnpoBLWKMKa.

Ons koppekTHon paboThl MnaHnpoBLKa Heobxoanma 6a3a AaHHbIX, MOCKOJIbKY OH pe-
rmcTpupyeT ceson ID npouecca, UMEHHO Mo 3TOW NpuinHe Heobxoammo:

* BoinonHunTe ckpunT init.d gna 3anycka npouecca MNaaHnWpoBLUKKa, NOC/e TOro Kak 3a-
nyweH npouec 6asbl JaHHbIX.

* Execute the Scheduler init.d script to stop the Scheduler before the database process
shuts down.

NMpuMmeuyaHue

If you want the Scheduler to run at system startup, please read the documentation
of the operating system to find out the right location to place the init.d scripts,
how to configure them to run automatically and how to set the run order.

12.2.1.2. ®aun "eMmoHa" NMnaHMpoBLUUKA

9T0 YacTb MnaHMpoBLLVKA, KOTOPLIA ocTaeTcs paboTaTb B HOHOBOM pexxmme, npoBepss
3a[aHuns, KOTOPbIE HY>KHO BbINOJIHUTL. OHa Tak)Xe obecneyrBaeT OCHOBHbLIE YHKL MK
01a ynpasaeHus npoLeccom.

Bce Unix / Linux cucteMbl ncnone3syoT dann OTRS_HOME/bin/otrs.Scheduler.pl.
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Mpumep 4.29. Npumep ana 3anycka OTRS-MnaHupoBLUKa

shell> OTRS HOME/bin/otrs.Scheduler.pl -a start

JocTtynHblie Onuun

e -a Jeuncteue.

Bo3MO>XXHble 3Ha4YeHus

* start- cTapT npouecca lNnaHnpoBLUMKA.

* stop- ocTaHOBKa npouecca lNnaHnpoBLLUKa.

* status- o014 3anpoca cTtaTyca npouecca lNnaHnpoBLLKKa.

o -f NPUHYANTENbHBIN CTAapT UK OCTaHOBKa npoLecca MnaHnpoBLLKKa.

Mpumep 4.30. Mpumep NPUHYAUTEJNIbHON OCTaHOBKHM
Mnanuposwuka OTRS

shell> OTRS HOME/bin/otrs.Scheduler.pl -a stop -f 1

NMpuMmeuyaHue

Force stop the Scheduler is used remove the process ID from the database when
the scheduler is not running and the process is still registered.

Force start the Scheduler is used to start the Scheduler process if the scheduler
is not running and the process is registered.

Force start or stop are only necessary if the start of the process is needed to be
done before the process update time expires. Otherwise an expired entry in the
database is discarded by normal start.

12.2.2. Windows

12.2.2.1. YcTaHOBLW MUK NMnaHMpoBLUUKA

The integration of the services into the MS Windows Operating System is done via the
Windows Service Control Manager (SCM). In order to make the OTRS Scheduler process
to be controlled by the SCM is necessary to register this service

OTRS npepoctaBnaeT cueHapun OTRS_HOME/bin/otrs.Scheduler4dWinlnstaller.pl
ONn§a perncrpaumn n otmedsl peructpaumm OTRS-nnaHnposwmka B SCM.

Mpumep 4.31. Mpumep Peructpauum OTRS-MnaHupoBLIUKA B
Widows SCM

shell> OTRS HOME/bin/otrs.Schedulerd4WinInstaller.pl -a install

JocTtynHblie Onuun

e -a Jeuncteue.
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Bo3MO>XXHble 3HaYeHus
¢ install- gna yctaHoBkK npouecca MNMnaHnposwmka B Windows SCM.
* remove- 014 yganeHuns npouecca MNnaHupoBwmka n3 Windows SCM.
After installing into the Widows SCM the OTRS Scheduler process can be used like any

other service in Windows. It can be started, stopped and restarted and can be configured
to be started manually or automatic.

NMpuMmeuyaHue

ObpaTuTech K gokymeHTaumm Windows gnsa 6onee nogpobHoro nsyyerHums Cepsu-
coB Windows 1 Windows SCM.

12.2.2.2. CepBucHbin ®aun NnaHmpoBLUUKA
9T0 YacTb MnaHMpoBLLVKaA, KOTOPLIA ocTaeTcs paboTaTb B GOHOBOM pexxmme, npoBepas
3aaHn4d, KOTOopbleé HY>XHO BbIMNMOJIHUTDb. OHa Tak)xe obecneymBaeT OCHOBHblE beHKLI,VII/I

OJ151 yrpaBieHns npoL,eccom.

OnepaunoHHas Cncrtema Windows NCrosib3yeTt hann OTRS_HOME/bin/
otrs.SchedulerdWin.pl.

Mpumep 4.32. Npumep ana 3anycka OTRS-MnaHupoBLLUKa

shell> OTRS HOME/bin/otrs.Schedulerd4Win.pl -a start

JocTtynHblie Onuumn

e -a Jeuncteue.

Bo3MO)XXHble 3HaYeHuUs

» start- ctapTt npouecca lNnaHupoBLUVKa.

» stop- ocTaHoBKa npouecca MnaHMpoBLUMKA.

» status- 0515 3anpoca cTtaTyca npouecca MNnaHupoBLLKKa.

o -f NPUHYANTENbHBIA CTapT UK OCTaHOBKa npoLecca MnaHnpoBLLKKa.

Mpumep 4.33. Mpumep NPUHYAUTENIbHON OCTaHOBKHM
Mnanuposwuka OTRS

shell> OTRS HOME/bin/otrs.Schedulerd4Win.pl -a stop -f 1

NMpuMeuaHue

Force stopping the Scheduler is used to remove the process ID from the database
when the scheduler is not running and the process is still registered.

Force starting the Scheduler is used to start the Scheduler process if the scheduler
is not running and the process is still registered.
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Force start or stop are only necessary if starting the process is needed to be
done before the process update time expires. Otherwise an expired entry in the
database would be discarded by a normal start.
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nasa 5. HacTpouka

1. Cnuckun KoHTponsa foctyna (ACLs)

1.1. BBeoeHue

From OTRS 2.0 on, Access Control Lists (ACLs) can be used to control access to tickets,
modules, queues, etc., or to influence actions on tickets (closing, moving, etc.) in certain
situations. ACLs can be used to supplement the existing permission system of roles and
groups. Using ACLs, rudimental workflows within the system can be mapped, based on
ticket attributes.

As yet, ACLs cannot be created using the SysConfig interface. They must be directly
entered into the Kernel/Config.pm file. This chapter has some ACL examples which will
walk you trough the process of defining ACL definitions, and a reference of all possible
important ACL settings.

1.2. NMpuMmepsl

MpumMmep 5.1. Cnucku npas poctyna (ACL) no3BonsaloT nepeMeLliaTtb
B ouepenu ToJ1bKO 3assBKM C NpUopuTeToMm 5.

ITOT NpMMep NOoKasblBaeT OCHOBHY CTpykpypy ACL. [1na Havana, oHa OOJI>)KHa UMETb
Ha3BaHMe. B HaweM cnyyae 310 "ACL-Name-2". O6bpaTnte BHMMaHNE, 4YTO Nepen 3anyc-
kom ACLs byayT oTCOpTUPOBaHbI MO HOMEpPaM, MO3TOMY MMEHa HY>XHO WCMOJIb30BaTb
TWaTeNnbHO.

Secondly, you have a "Properties" section which is a filter for your tickets. All the criteria
defined here will be applied to a ticket to determine if the ACL must be applied or not. In
our example, a ticket will match if it is in the queue "Raw" and has priority "5 very high".
This is also affected by changes in the form (e.qg. if the ticket is the queue "raw" and had
a priority "3 normal", but then priority drop-down is selected and the priority is changed
now to "5 very high" will also match).

HakoHeu, pa3gen "Bo3MoXxHble" onpenenseT UaMeHeHUs 3KpaHa. B Hawem cnyvae u3
MMEILWNXCA ovepenen ToIbKo oyepenb "Alert" mMoxeT 6bITh BbibpaHa Ha CTpaHuLe 3a-
SABKMW.

# ticket acl
$Self->{TicketAcl}->{'100-Example-ACL'} = {
# match properties
Properties => {
# current ticket match properties
Ticket => {
Queue => ['Raw'],
Priority => ['5 very high'],
}
)i
# return possible options (white list)
Possible => {
# possible ticket options (white list)
Ticket => {
Queue => ['Alert'],
I
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MpumMmep 5.2. ACL allowing movement into a queue of only those
tickets with ticket priority 5 stored in the database.

This example is very similar to the last one, but in this case only tickets in the queue "Raw"
and with a priority "5 very high", both stored in the database will match. This kind of ACLs
does not consider changes in the form before the ticket is really updated in the database.

# ticket acl
$Self->{TicketAcl}->{'100-Example-ACL'} = {
# match properties
PropertiesDatabase => {
# current ticket match properties
Ticket => {
Queue => ['Raw'],
Priority => ['5 very high'],
}
}I
# return possible options (white list)
Possible => {
# possible ticket options (white list)
Ticket => {
Queue => ['Alert'],
I
}I

s

MpumMmep 5.3. Cnuckm npaB poctyna (ACL) penaiotT HeBO3MOXXHbIM
3aKpbiTUe 3aABOK B oYepeau raw U CKpbiBaloT KHOMKY "3aKpbITb".

Here you can see how a ticket field (state) can be filtered with more than one possible
value to select from. It is also possible to limit the actions that can be executed for a
certain ticket. In this case, the ticket cannot be closed.

$Self->{TicketAcl}->{'101-Second-Example-ACL'} = {
# match properties
Properties => {
# current ticket match properties
Ticket => {
Queue => ['Raw'],
}

I
# return possible options (white list)
Possible => {
# possible ticket options (white list)
Ticket => {
State => ['new', 'open', 'pending reminder'],
}

# possible action options
Action => {

AgentTicketBounce =1,
AgentTicketClose = 0,
AgentTicketCompose =1,
AgentTicketCustomer =1,
AgentTicketForward =1,
AgentTicketFreeText =1,
AgentTicketHistory =1,
AgentTicketLink =1,
AgentTicketLock =1,
AgentTicketMerge =1,
AgentTicketMove =1,
AgentTicketNote =1,
AgentTicketOwner =1,
AgentTicketPending =1,
AgentTicketPhone => 1, # only used to hide the Split action
AgentTicketPhoneInbound => 1,
AgentTicketPhoneOutbound => 1,
AgentTicketPrint =1,
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AgentTicketPriority =1,
AgentTicketResponsible => 1,
AgentTicketWatcher =1,
AgentTicketZoom =1,
AgentLinkObject => 1, # only used to hide the Link action
1
}
}i

Mpumep 5.4. ACL removing always state closed successful.

This example shows how it is possible to define negative filters (the state "closed
successful" will be removed). You can also see that not defining match properties for a
ticket will match any ticket, i. e. the ACL will always be applied. This may be useful if you
want to hide certain values by default, and only enable them in special circumstances (e.
g. if the agent is in a specific group).

$Self->{TicketAcl}->{'102-Third-ACL-Example'} = {
# match properties
Properties => {
# current ticket match properties (match always)
}l
# return possible options
PossibleNot => {
# possible ticket options
Ticket => {
State => ['closed successful'l],
}I
}l
}

Mpumep 5.5. ACL Ttonbko otoOpaxxaetr Hardware-cepBucbl pns
3af8BOK, KOTOpblie OblJIn co3aaHbl B oYepensax, HA4YMHAIOLWMNXCA C
IIHWII.

oT0T NMPpMMeEpP TaK>Xe MOKa3biBaeT KaK MOXHO UNCMOJIb30BaTb pPeryasdpHbli€ BblpaXeHn4d
019 COMOCTaBJ/IeHNS 3a89BOK U PUAbTPALUN JOCTYMHbIX onuunn.

$Self->{TicketAcl}->{'0Only-Hardware-Services-for-HW-Queues'} = {
# match properties
# note we don't have "Ticket => {" because there's no ticket yet
Properties => {

Queue => {
Name => ['[RegExplHW'],
}

}I

# return possible options
Possible => {
# possible ticket options
Ticket => {
Service => ['[RegExp]~(Hardware)'],
}I
}I

};

1.3. Ccchinka

B HmxenpuneepneHHoMm CueHapuu npeacTaBieH CNMCOK BCeX NapaMeTpoB, KOTOpbie MO-
ryT 6bITb MCMNONIb30BaHbI ANa cnucka npae goctyna (ACLs).

Please see the section on ACLs in the ProcessManagement documentation for a detailed
descripton of how to use ACLs for process tickets.
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Mpumep 5.6. Ccbinka oToOpa>kaeT BcCe BO3MO)XXHble BaXXHble
HacTpouku ACL

# ticket acl
$Self->{TicketAcl}->{'200-ACL-Reference'} = {
# match properties (current values from the form)
Properties => {

# the used frontend module
Frontend => {

Action => ['AgentTicketPhone', 'AgentTicketEmail'l],
i

# the logged in agent
User => {
UserLogin => ['some login'],
Group rw => [
"hotline',
15
Role => [
'admin’',
15
3 noa
1,

# the logged in customer
CustomerUser => {
UserLogin => ['some login'],
Group rw => [
"hotline',
15
Role => [
'admin’',
15
3 noa
Iy

# process properties
Process => {
ProcessEntityID = ['P1'], # the Process that the current ticket is
part of
ActivityEntityID = ['Al'], # the current Activity of the ticket

ActivityDialogEntityID => ['AD1'], # the current ActivityDialog that the Agent/
Customer is using

i
# ticket properties
Queue => {

Name => ['Raw'],

QueueID => ['some id'],
GroupID => ['some id'l],

Email => ['some email'],
RealName => ['OTRS System'],
# ...

},
Service => {
ServiceID => ['some id'],

Name => ['some name'],
ParentID => ['some id'],
# ...
},
Type => {
ID => ['some id'],
Name => ['some name'],
# ...
},
Priority = {
ID => ['some id'],
Name => ['some name'],
# ...
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I
SLA = {
SLAID => ['some id'],
Name => ['some name'],
Calendar => ['some calendar'],
€3 oo
I
State = {
ID => ['some id'],
Name => ['some name'],
TypeName => ['some state type name'],,
TypeID => ['some state type id'l],
€3 oo
Iy
Owner => {
UserLogin => ['some login'],
Group rw => [
'some group',
I
Role => [
'admin',
I
€3 oo
I

Responsible => {
UserLogin => ['some login'],
Group rw => [
'some group',
15
Role => [
'admin’',
15
€3 oo
I
DynamicField => {
# Names must be in DynamicField <field name> format.
# Values in [ ... ] must always be the untranslated internal data keys
# specified in the dynamic field definition and
# not the data values shown to the user.

DynamicField Fieldl => ['some value'],
DynamicField OtherField => ['some value'],
DynamicField TicketFreeText2 => ['some value'],
€3 oo
1,
# alternatively, ticket properties can be specified in the ticket hash
Ticket => {
Queue => ['Raw'],
State => ['new', 'open'l,
Priority => ['some priority'],
Lock => ['lock'],
CustomerID => ['some id'],
CustomerUserID => ['some id'],
Owner => ['some owner'],
DynamicField Fieldl => ['some value'l],
DynamicField MyField => ['some value'l],
€3 oo
1

b

# match properties (existing values from the database)
PropertiesDatabase => {
# See section "Properties", the same config can be used here.
€3 oo

}

# return possible options (white list)
Possible => {
# possible ticket options (white list)
Ticket => {
Queue => ['Hotline', 'Coordination'],
State => ['some state'l,
Priority => ['5 very high'],
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DynamicField Fieldl => ['some value'l],
DynamicField MyField => ['some value'l],
€3 oo
NewOwner => ['some owner'],
0ldOwner => ['some owner'],
€3 oo

Iy

# Limit the number of possible ActivityDialogs the Agent/Customer
# can use in a process ticket.
ActivityDialog => ['AD1', 'AD3'],

# possible action options (white list)
Action => {

AgentTicketPhoneInbound =>
AgentTicketPhoneOutbound =>

AgentTicketBounce =1,
AgentTicketClose =1,
AgentTicketCompose = 0,
AgentTicketCustomer = 0,
AgentTicketForward = 0,
AgentTicketFreeText =1,
AgentTicketHistory =1,
AgentTicketLink = 0,
AgentTicketLock =1,
AgentTicketMerge = 0,
AgentTicketMove =1,
AgentTicketNote =1,
AgentTicketOwner =1,
AgentTicketPending =1,
AgentTicketPhone => 1, # only used to hide the Split action
0,
15
AgentTicketPrint =1,

AgentTicketPriority = 0,

AgentTicketResponsible => 1,

AgentTicketWatcher =1,

AgentTicketZoom =1,

AgentLinkObject => 1, # only used to hide the Link action

i
I
# remove options (black list)
PossibleNot => {
# See section "Possible"
# ...

b

NMpuMeuyaHue

While matching ACLs if CustomerUserID parameter sent, the ACL mechanism
will compare the defined ACLs using the supplied CustomerUserID to gather the
CustomerUser details to fill the CustomerUser hash and it also overrides the
Customer information in the Ticket hash for the Properties match. On the other
hand this calculations are also made for the PropertiesDatabase part, but using
the Ticket Customer as the basis to gather the data.

ObpaTnuTe BHMMaHUe, 410 B lMonb3oBaTenbckoM NHTepgence, CustomerUseriD
BCerga oTrnpaBaseTcs C 3aJormHeHbiM KnneHtom.

Be aware that in ticket search screens (AgentTicketSearch and
CustomerTicketSearch) the only affected attributes by ACLs are the Dynamic
Fields. This means that this screens you can not restrict any other attribute like
ticket type, state, queue, etc.
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2. YnpaBneHue lNpoueccamm

2.1. BBepeHue

This feature of OTRS allows you to model processes (work-flows) in the ticket system.
The basic idea is to be able to define recurring processes, and to delegate work items to
different people, as well as leading the progress of a process in different directions based
on certain criteria.

2.2. NpuMmep npouecca

[aBanTe paccMOTpPUM Hekuni npumep 41obbl BCe ObI10 Boslee HarNsaAHO U NOHATHO. Mbl
bynem paccMaTpmBaTb NPOLLECC MOKYMNKU KHUTKA:

2.2.1. 3anucb cnpoca

Before an order will be placed, the demand for literature by an employee will be recorded.
The following book is needed in our example:

Title: Prozessmanagement fir Dummies
Autor: Thilo Knuppertz
ISBN: 3527703713

2.2.2. Approval by manager

The head of the employee's department needs to decide on the order. In case of a denial,
a reason should be recorded by the manager. In case of approval, the order is passed to
the purchasing department.

2.2.3. ObpabarTbiBaeTCa OTAEJIOM 3aKYyNOK

Purchasing now has the task to find out where the book can be ordered with the best
conditions. If it is out of stock, this can be recorded in the order. In case of a successful
order purchasing will record the supplier, the price and the delivery date.

2.2.4. Processing by the mail room

The shipment will arrive at the company. The incoming goods department checks the
shipment and records the date of receipt. Now the employee will be informed that their
order has arrived and is ready to be collected.

2.3. BbinosHeHMe npuMepa

If we assume that a ticket acts in this work-flow like an accompanying document that can
receive change notes, we already have a clear picture of process tickets.

From the analysis of the example process we can identify the following necessary items:
* Possibilities to record data, let's call them Activity Dialogs,
* Checks which can react to changed data automatically, let's call them Transitions,

* N3MEHEHUS, KOTOopble MOTYT BbITb NpMMeHeHbl 419 06paboTkM 3a89BKK MocCse yCrneL-
Horo nepexona obpaboTkun 3as8BKKN, Ha3oBeM Ux Transition Actions.

Tak>xe HaM HeobXxoanM OOMONHUTESNbHbLIN 3IeMEHT, KOTOPbI He TaK o4YeBUAEH:
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* A possibility to offer more than just one Activity Dialog to be available. In our example
this is needed when the manager must have the choice between "Approve" and "Deny".
Let's call this Activity.

Now, with Activities, Activity Dialogs, Transitions and Transition Actions we have the
necessary tools to model the individual steps of our example. What's still missing is an
area where for each work-flow the order of the steps can be specified. Let's call this
Process. To be able to refer to all these entities later, we will assign to them an abbreviation
in parentheses. This abbreviation is based on an internal identification mechanism called
EntityIDs.

EntityIDs cornacoBbiBalOTCS C 04HON UK ABYyMSsi ByKBamMu (B 3aBUCUMOCTW OT 4acTu Npo-
Lecca), a 3aTeM NopsiiKOBbIN HOMep, HanpuMep:

* Mpouecc: 'P1', 'P2' ... 'Pn'".

e leaTenbHoCThb: 'Al', 'A2' ... 'An'.

e Nunanor AktuBHocTu: '‘AD1', 'AD2' ... 'ADNn".
* Mepexopn: T1', 'T2' ... "Tn".

* Mepexopn genctemn: 'TAL', 'TA2' ... "TAn'.

MNepepn co3pgaHneM npouecca N ero Yyacten HeobxoaAnMMO NOAroToOBUTL CUCTEMY. HY>KHO
onpenennTb HekoTopble O4yepean, KnmeHTtoB n AuHamundeckume MNons, a TakKe ycTaHo-
BUTb HEKOTOpbIe onuun B hanne SysConfig.

Co3paTb cnepywoume Oyepenu:

* Management

* Employees

* Mokynka

e [loyTOBOE OTOE/IEeHUNE

Co3paeT cnepyowmx MNonb3oBaTene:

* Manager

* CoTpyaHUK

Co3paTb cnegytowme OuHammnyecku Mons:

e Ha3BaHue

MeTka Ha3BaHue
Type Text
ObbekT 3asaBkK

* ABTOp
MeTka ABTOp
Type Text
Ob6bekT 3aaBkK

* ISBN
MeTKa ISBN
Type Text
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Ob6beKkT 3aABK ‘
e CocTosiHNE

MeTkKa CocTosiHMe

Type Dropdown

ObbeKkT 3asBK

Bo3MO)XHble 3HAYeHUS

* YTBepxaeHune

¢ OTKa3aHo B YTBEPXAEHUN
* YTBEpPXOEHHbIN

e 3aKa3 OTMeHeH

* 3aKas pa3MeLleH

* [ocblsiIka noay4veHa

Note: Please use this exactly this possible values for "Key" and "Value" in the Dynamic

Field setup.

e [locTaBLWUK
MeTKa MocTaBLWwnK
Type Text
Ob6bekT 3anBK

* lleHa
MeTka LeHa
Type Text
ObbekT 3asaBkK

* DeliveryDate

MeTKa HaTa nocTtaBku
Type Date
ObbeKkT 3aaBK

* DateOfReceipt

MeTka Date Of Receipt
Type Date
ObbekT 3asaBkK

YcTaHaBAuMBaeT cnepyowme napameTpbl SysConfig:

* 'Ticket::Responsible': Yes

* 'Ticket::Frontend::AgentTicketZoom# # #ProcessWidgetDynamicFieldGroups':

Knioy: Cogmep>xaHue:
KHura HassaHue, AsTop, ISBN
O6Lwun CocTosiHme
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Knrou: Conep>xxaHue:

3aKkas LleHa, MocTaBwmK, Jaga nocTaBKuU
OTrpy3ska DateOfReceipt

» 'Ticket::Frontend::AgentTicketZoom# # #ProcessWidgetDynamicField':

Knrou: Conep>xxaHue:

ABTOp 1

DateOfReceipt 1

DeliveryDate 1

ISBN 1

LUeHa 1

CocTosHue 1

lMocTaBLMK 1

Ha3BaHue 1

Now lets start with the real Process Management stuff. In the next step, we will define
the individual entities that we need.

2.3.1. MNpouecc (B KayecTBe KOHTeUHepa)

To create a new process is necessary to click on the "Process Management" link in the
System Administration box in the Admin panel, this will lead to the Process Management
Overview screen. After the creation of the process we can create all other entities (or
process parts).

NMpuMmeuyaHue

DeaTtenbHocTwn, Onanorn AKTUBHOCTU, MNepexonbl n [JencTBma nepexonos onpe-
heneHHble B 04HOM npouecce ByayT AOCTYMNHbI 418 BCEX MNPOLLECCOB CUCTEMBbI.

PucyHok: CtpaHuuya AamuHnctpatopa OTRS - AAMUHUCTPUPOBAHNE CUCTEMBI.

Ha>xmnTte Ha gencteue "CosgaTb HoBbin MNMpouecc" B okHe Oencrteun.

Figure: Co3natb kKHorky Hosbivi lpouecc.

3anonHaeM nHgopmaumio o npolecce, ykasbiBaeM Ha3saHue Npouecca n ero OnuncaHune,
a CTaTyC OCTaBMM CO 3Ha4YeHueM "inactive", Noka He 3aKOH4YMM BCe 3agadn. CoxpaHsaeM
rnpouecc.

PucyHok [lobaBuTb HOBbIV npoLiecc.

2.3.2. Amanorun [lencremm

Click on the new process name in the Process Management Overview Screen, then in the
"Available Process Elements" click in "Activity Dialogs" (this action will expand the activity
dialog options and will collapse all others doing and accordion like effect), then click on
"Create New Activity Dialog".
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PucyHok: Co3gatb KHorky HoBbivi [lnanor esaTesbHOCTH.

In the opened popup screen fill the "Activity dialog Name" as well as the "Description
(short)" fields, for this example we will leave all other fields as the default, to assign fields
to the Activity Dialog simple drag the required field from the "Available Fields" pool and
drop into the "Assigned Fields" pool. The order in the "Assigned Fields" pool is the order
as the fields will have in the screen, to modify the order simply drag and drop the filed
within the pool to rearrange it in the correct place.

Figure: JobaBuTb HOBbIV [Quanor [JeaTesibHOCTH.

As soon as the fields are dropped into the "Assigned Fields" pool another popup screen
is shown with some details about the field, we will leave the default options and only for
Article fields we should make sure that the ArticleType field is set to "note-internal”.

Figure: Edit field details (Article).

Ecnu Bce nons npmBA3aHbl, HAXKMNTE Ha KHOMKY OTMpPaBnTb B IN1aBHOM BCrJjibiIBaloLlwleM
OKHe 4TObObl N3MEeHeHMns BCTYynnnanm B Cuny.

In this example we will use Article field for comments, but another option could be to
create a TextArea type Dynamic Field, the rest of the mentioned fields in the lines below
are the Dynamic Fields that we define before.

ObpaTuTe BHUMaHMYe 4YTO Ha 3TOW cTpaHuue Bce AinHamnyeckme Monsg nmeroT npedukc
"DynamicField_" kak B "DynamicField_Title", He nyTanTe c nonem "Ha3BaHue", koTopoe
apngeTca HassaHnem 3asBKU.

Co3paTb cnepyowme Ananorn AKTUBHOCTN:
* "3anuncbk cnpoca” (AD1)

An Activity Dialog that contains all the required fields for the data to be collected for
the order (Title, Author and ISBN), and a Status field with the possibility to choose
"Approval®.

* "OTKaszaHo B yTBepxaeHun" (AD2)

An Activity Dialog with a comment field (Article) and a Status field with the option
"Approval denied".

* "YTBEpxaeH" (AD3)
Here we just need the Status field with the option "Approved".
* "Order denied" (AD4)

An activity dialog which makes it possible for purchasing to reject an impossible order
(book out of stock). Here we also need a comment field and the Status field with the
option "Order denied".

* "3aka3 pa3meLleH" (AD5)

An activity dialog with the fields Supplier, Price and Delivery date for purchasing and
the Status field with the option "Order placed".

* "MocTaBKka nosay4veHa" (AD6)

An activity for the mail room with a field for the Date of receipt and the Status field with
the option "Shipment received".
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YT06bl OrpaHMYnMTb NOJIe COCTOAHNE A Ka)KA0ro N3 AMajioroB akTUBHOCTMN HaM Heob-
xogumo pobaeBntb HekoTopble ACL-npaBa B chann Kernel/Config.pm nan B HoBbI perl-

dann B Kernel/Config/Files.

$Self->{TicketAcl}->{'P1-AD1-1'} = {
Properties => {
Process => {

ActivityDialogEntityID => ['AD1'],

)
1
Possible => {
Ticket => {
DynamicField Status => ['Approval'l],
)
1

};

$Self->{TicketAcl}->{'P1-AD2-1'} = {
Properties => {
Process => {

ActivityDialogEntityID => ['AD2'],

DynamicField Status => ['Approval denied'],

o

}

Possible => {
Ticket => {
o

}

};

$Self->{TicketAcl}->{'P1-AD3-1'} = {
Properties => {
Process => {

ActivityDialogEntityID => ['AD3'],

)
1
Possible => {
Ticket => {
DynamicField Status => ['Approved'],
)
1

};

$Self->{TicketAcl}->{'P1-AD4-1'} = {
Properties => {
Process => {

ActivityDialogEntityID => ['AD4'],

DynamicField Status => ['Order denied'],

o

}

Possible => {
Ticket => {
o

}

};

$Self->{TicketAcl}->{'P1-AD5-1'} = {
Properties => {
Process => {

ActivityDialogEntityID => ['AD5'],

DynamicField Status => ['Order placed'],

o

}

Possible => {
Ticket => {
o

}

};

$Self->{TicketAcl}->{'P1-AD6-1'} = {
Properties => {
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Process => {
ActivityDialogEntityID => ['AD6'],
b
I
Possible => {
Ticket => {
DynamicField Status => ['Shipment received'l],
b
Iy
)i

2.3.3. Nepexonbl

B "[ocTynHble DnemeHThl Npouecca" wenkHuTe "lMepexonbl”, a 3aTeM KIMKHUTE Ha "Co-
30aTb HOBbIV Mepexoa.

Figure: Co3gatb KHorkKy HoBbivi lNepexos.

In the opened popup screen fill the "Transition Name", then in the conditions, for this
examples we will use just one condition and just one field, for both we can leave the Type
of Linking as "and" and we will use the filed match type value as "String".

PucyHok: lobaBnTb HoBbIVi [TepexonAdd new Transition.

Korpga Bce yCcnoBUsl YCTAaHOBJIEHbI, HAXKMUTE KHOMKY OTNpaBuTb, Y4TOObl COXHAHUTbL U3-
MEeHEeHUS.

CospaTtb cnepytoume Nepexonbl:
* "YTBEpxxaeHmne" (T1)

A transition which checks if the Status field is set to "Approval".
* "OTKa3aHo B yTBepxxaeHumn" (T2)

A transition which checks if the Status field is set to "Approval denied".
* "YTBEepxaeH" (T3)

A transition which checks if the Status field is set to "Approved".
* "3aKka3 oTMeHeH" (T4)

A transition which checks if the Status field is set to "Order denied".
* "3aka3 pa3melleH" (T5)

A transition which checks if the Status field is set to "Order placed".
* "MocTaBka nosay4eHa" (T6)

A transition which checks if the Status field is set to "Shipment received".
2.3.4. Transition Actions

Click on "Transition Actions" in the "Available Process Elements", then click on "Create
New Transition Action".
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Figure: Create New Transition Action button.

B oTKpbIBLUEMCS BCNJIbIBAlOLLEM OKHe 3anosiHuTe noJsie "HassaHue NMepexona" v "Moaynb
DeaTtenbHocTu MNMepexoaa", a 3atem pobasbTe TpebyeMble 1 onumoHasibHbie NapaMeTpbl,
Ha3BaHWA N 3Ha4YeHUS.

Bce Mogynu lMepexonos Lenctesuin Haxooatcsa B Kernel/System/ProcessManagement/
TransitionAction n HUxe NpmBoANTCA CNUCOK MNepexonos AencTBUI BKIIOYEHHbIX B 3TOT
penuns

* DynamicFieldSet

* TicketArticleCreate

» TicketCustomerSet

* TicketLockSet

» TicketOwnerSet

» TicketQueueSet

* TicketResponsibleSet

* TicketServiceSet

TicketSLASet

TicketStateSet

TicketTitleSet
* TicketTypeSet

Each module has its own and different parameters. Please review the module
documentation to learn all require and optional parameters.

Pl/leHOK.' HobaBuTb HOBbIV rnepexoa AesaTes/ibHOCTU.

KaK ToNbKO BCe MapaMeTpbl U 3HaYeHUSA YCTAaHOBJIEHbI, HAXKMUTE KHOMKY OTNPaBUTb 4TO-
6bl U3MEHEHMNS BCTYynnam B cuny.

Create the following Transitions Actions:
* "Move the process ticket into the 'Management' queue" (TA1)
This action is supposed to be executed when the Transition "Approval" (T1) applied.
* "Change ticket responsible to 'manager'" (TA2)
ByneT BbiNnONHEHO KOr g NpuMeHeH MNepexon "Approval" (T1).
* "Move the process ticket into the 'Employees' queue"" (TA3)
ByneT BbINONIHEHO KOraa:
* MpnmeHeHmne Mepexona "OTKa3aHoO B yTBepXaeHun" (T2)
* MNMpumeHeHune MNepexopna "Order denied" (T4)
* MpnmeHeHune MNepexona "lMocTaBka nosyyeHa" (T6)

» "Change ticket responsible to 'Employee' (TA4)
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ByneT BbINO/HEHO Koraa:

* MpumeHeH nepexop "OTKasaHo B yTBepXaeHnn" (T2)

* MNpumeHeH nepexop "MocTaBka nosyvyeHa" (T6)

* MpumeHeH nepexof The transition applied
* "Move process ticket into the 'Purchasing' queue" (TA5)

To be executed when the transition "Approved" (T3) applied.
* "Move process ticket into the 'Post office' queue" (TA6)

To be executed when the transition "Order placed" (T5) applied.
» "Close ticket successfully" (TA7)

ByneT BbINONHEHO Koraa:

* MpumeHeH nepexon The transition applied
* "Close ticket unsuccessfully" (TA8)

ByneT BbINOMHEHO Koraa:

e MMpnmeHeH nepexopn "OTKa3aHo B yTBepXaeHun" (T2)

* [lpumeHeH nepexoyf "lMNocTaBka noay4veHa" (T6)

As you can see, there are places where the same Transition Actions should be executed.
Therefore it is reasonable to make it possible to link Transition Actions freely with
Transitions to be able to reuse them.

2.3.5. leAsTenbHOCTb

We chose the approach to see Activities as a basket which can contain one or more Activity
Dialogs.

KnukHuTe Ha "[JeaTenbHoCcTN" B MeHI0o "[OoCTyrnHble DneMeHTol [1pouecca”, a 3aTeM KJIUK-
HUTe Ha "Co3paTh HOBYIO [JeAaTenbHOCTh".

Figure: Create New Activity button.

In the opened popup screen fill the "Activity Name", Then drap the required Activity
Dialogs from the "Available Activity Dialogs" pool, and drop then into to the "Assigned
Activity Dialogs" pool. This dialogs will be presented (in the ticket zoom screen) in the
same order as it is defined on this screen translating from top to bottom, to left to right.

Takoi NopsaaoK 0COB6eHHO Ba)kKeH B NepBoi [1eaTenbHOCTY, Tak Kak nepBblin Ouanor Oes-
TeNbHOCTU AN 3ToN [eaTeNbHOCTU SBNSEeTCS € AMHCTBEHHbLIM, KOTOPLIN HAX0AUTCS NMpu
3anycke npouecca

Co3paTb cnepywowme JeaTenbHOCTH:
» "Recording the demand" (Al)

Contains the Activity Dialog "Recording the demand" (AD1)
» "Approval" (A2)
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Copepxunt Onanorn AKTuBHOCTK "OTKasaHo B ogobpeHun" (AD2) a Takxe "YTBep-
xnaeH" (AD3)

* "Order" (A3)

Comepxnt Auanorn AKTUBHOCTK "3aka3 oTKJNoHeH" (AD4) a Takxe "3aka3 pa3me-
weH" (AD5)

* "Incoming" (A4)
Contains the Activity Dialog "Shipment received" (AD6)

* "Process complete" (A5): This is an Activity without possible Activity Dialogs. It will be
set after "Approval denied", "Order denied" or "Shipment received" and represents the
end of the process.

Tenepb Mbl MOXXeM BUAETb, 4TO [eATeNbHOCTb TOYHO OnpefensieT CoOCoOTosiHMe npouec-
ca 3asBku. Mocne ycnewHoro lMNepexona 3asBka nepemellaeTca U3 04HOro BUAa Aes-
TeNbHOCTW B APYroN.

2.3.6. Book ordering process Path

Let us conclude our example with the last missing piece in the puzzle, the Process as the
a flow describer. In our case this is the whole ordering work-flow. Other processes could
be office supply ordering or completely different processes.

The process has a starting point which consists of the start Activity and the start Activity
Dialog. For any new book order, the start Activity Dialog (first Activity Dialog for the first
Activity) is the first screen that is displayed. If this is completed and saved, the Process
ticket will be created and can follow the configured work-flow.

The process also contains the directions for how the process ticket can move through the
Process. Let's call this the "Path". It consists of the start Activity, one or more Transitions
(possibly with Transition Actions), and other Activities.

Assuming that the Activities has already assigned their Activity Dialogs drag an Activity
from the accordion (in the left part of the screen) and drop it into the canvas area (below
process information). Notice that an arrow from the process start (green circle) to the
Activity is placed automatically. (This is the first Activity and its first Activity Dialog is the
first screen that will be shown when the process starts).

Figure: Drag first Activity into the canvas.

Next, drag another Activity into the canvas too. now we will have two Activities in the
canvas the first one is connected to the start point and the second has no connections,
you can hover the mouse over each activity to reveal their own Activity Dialogs.

Figure: Drag second Activity into the canvas.

Then let's create the "Path" (connection) between this two Activities, for this we will use
the Transitions, Click on Transitions in the accordion drag a Transition and drop it inside
the first Activity, notice that the Activity change its color indicating that the Transition is
attached, as soon as the Transition is dropped the end point of the Transition arrow will
be placed next to the process start point. Drag the Transition arrow end point and drop it
inside the other Activity to create the connection between the Activities.
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Figure: Drag a Transition into the canvas.

Now that the "Path" between the Actions is defined, then we need to assign the Transition
Actions to the Transition, double click the Transition label (in the canvas), this will open
a new popup window.

Figure: Connect Activities using Transitions.

Drag the needed Transition Actions from Available Transition Actions pool and drop them
into the Assigned Transition Actions pool and click on submit button.

Figure: Assign Transition Actions.

Then back in the main process edit screen click on save button below the canvas to save
all other changes.

Complete the "path"" adding the following Activities, Transitions and Transition Actions:
3anucb cnpoca Ao 3Ha4veHus "Approval"
* Starting point: Activity: Recording the demand (Al)
* Possible Transition: Approval (T1)
* If the condition of this activity is fulfilled, the ticket will move to Activity: Approval (A2)
* KpomMe TOro BbINOJHUTCA crieaytoulee fencteume TransitionActions:
* "Moving the ticket into the 'Management' Queue" (TA1)
* "Set ticket responsible to 'manager'" (TA2)

The Activity: "Recording the demand" (Al) is a defined step of the process ticket, where
there is the possibility for the Transition: "Approval" (T1). If this applies, the ticket will
move to the next Activity: "Approval" (A2), and the Transition Actions: "Moving the ticket
into the 'Management' Queue" (TA1) and "Set ticket responsible to 'manager'" (TA2) are
executed. In the Activity: "Approval" (A2), the Activity Dialogs: "Approval denied" (AD2)
and "Approved" (AD3) are available.

YTBepxaeHuve
» Starting Point: Activity "Approval" (A2)
* Bo3MOXXHble TpaH3akKumu:
e "OTKa3aHo B yTBepxaeHun" (T2)
* If this matches, the process ticket will move to Activity:"Process complete" (A5).
» Additionally, the following Transition Actions are executed:
* "Move process ticket to the 'Employees' Queue" (TA3)
» "Set ticket responsible to 'Employee'" (TA4)
» "Close ticket unsuccessfully" (TA8)
e "YTBEpxaen" (T3)

* If this matches, the process ticket will move to Activity: "Order" (A3).
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* Additionally, the following Transition Action is executed:
» "Move process ticket to 'Purchasing' Queue" (TA5)

We can see that from the current Activity, which defines a step of the process ticket, there
are one or more possibilities for Transition which have exactly one target Activity (and
possibly one or more Transition Actions).

3akas
» Starting Point: Activity "Order" (A3)
* Bo3MO>XHble TpaH3aKUnK:
* "3aKa3 oTMeHeH" (T4)
* If this matches, the process ticket will move to Activity:"Process complete" (A5).
* Additionally, the following Transition Actions are executed:
* "Move process ticket to the 'Employees' Queue" (TA3)
» "Set ticket responsible to 'Employee'" (TA4)
» "Close ticket unsuccessfully" (TA8)
e "3aka3 pa3meweH" (T5)
* If this matches, the process ticket will move to Activity: "Incoming" (A5).
» Additionally, the following Transition Action is executed:
» "Move process ticket to 'Post office' Queue" (TA6)
Incoming
* Starting Point: Activity "Incoming" (A4)
* Bo3MO)xHbIe TpaH3aKUnK:
* "TlocTaBka nonay4eHa" (T6)
* If this matches, the process ticket will move to Activity:"Process complete" (A5).
* Additionally, the following Transition Actions are executed:
* "Move process ticket to the 'Employees' Queue" (TA3)
» "Set ticket responsible to 'Employee'" (TA4)
» "Close ticket successfully" (TA7)

MonHbI NyTb K Mpoueccy NOKYNKNn KHUrv byneT MMeTb Clefyowmnii BUL:

Figure: Book ordering complete process path.

After you finish the process path please click on "Save" button in the lower part of the
canvas and then click on "Synchronize All Processes" button. This will gather all processes
information form the Database and create a cache file (in Perl language). This cache file

is acctually the processes configuration that the system will use to create or use process
tickets.
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Any change that is made of the process (in the GUI) will require to re-synchronize the
cache file in order to get the change reflected in the system.

It is also possible to import the whole process from a YAML file, but it is still necessary
to create all Dynamic Fields, Users, Queues, etc that are needed by each process before
the import.

Notice that if the process requires the use of ACLs those are also needed to be set
manually.

The follwing is the complete YAML file for the book ordering process example:

Activities:
Al:
ActivityDialogs:
- AD1
ChangeTime: 2012-11-23 14:49:22
Config:
ActivityDialog:
1: AD1
CreateTime: 2012-11-23 11:49:38
EntityID: Al
ID: 151
Name: Recording the demand
A2:
ActivityDialogs:
- AD2
- AD3
ChangeTime: 2012-12-13 00:55:12
Config:
ActivityDialog:
1: AD2
2: AD3
CreateTime: 2012-11-23 11:50:11
EntityID: A2
ID: 152
Name: Approval
A3:
ActivityDialogs:
- AD4
- AD5
ChangeTime: 2012-11-23 18:12:14
Config:
ActivityDialog:
1: AD4
2: AD5
CreateTime: 2012-11-23 11:50:35
EntityID: A3
ID: 153
Name: Order
A4:
ActivityDialogs:
- AD6
ChangeTime: 2012-11-23 18:12:35
Config:
ActivityDialog:
1: AD6
CreateTime: 2012-11-23 11:51:00
EntityID: A4
ID: 154
Name: Incoming
A5:
ActivityDialogs: []
ChangeTime: 2012-11-23 11:51:33
Config: {}
CreateTime: 2012-11-23 11:51:33
EntityID: A5
ID: 155
Name: Process complete
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ActivityDialogs:
AD1:
ChangeTime: 2012-12-06 02:16:21
Config:
DescriptionLong: "'
FieldOrder:

- DynamicField Author

- DynamicField ISBN

- DynamicField Title

- DynamicField Status
Fields:

DynamicField Author:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

DynamicField ISBN:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

DynamicField Status:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

DynamicField Title:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

Interface:

- AgentInterface
Permission: ''
RequiredLock: 0
SubmitAdviceText: "'
SubmitButtonText: "'

CreateTime: 2012-11-23 14:34:43

EntityID: AD1

ID: 154

Name: Recording the demand

AD2:

ChangeTime: 2012-11-23 14:57:41

Config:
DescriptionLong:
DescriptionShort: Approval denied
FieldOrder:

- Article

- DynamicField Status
Fields:

Article:

Config:

ArticleType: note-internal
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

DynamicField Status:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

Interface:

- AgentInterface
Permission: ''
RequiredLock: 0
SubmitAdviceText: "'
SubmitButtonText: Deny Request

CreateTime: 2012-11-23 14:36:39
EntityID: AD2
ID: 155

DescriptionShort: Recoding the demand
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Name: Approval denied
AD3:
ChangeTime: 2012-12-14 03:14:23
Config:
DescriptionLong:
DescriptionShort: Approved
FieldOrder:

- DynamicField Status
Fields:

DynamicField Status:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

Interface:

- AgentInterface
Permission: ''
RequiredLock: 0
SubmitAdviceText: "'
SubmitButtonText: Approve Request

CreateTime: 2012-11-23 14:37:35

EntityID: AD3

ID: 156

Name: Approved

AD4:

ChangeTime: 2012-11-23 14:58:52

Config:
DescriptionLong:
DescriptionShort: Order rejected
FieldOrder:

- Article

- DynamicField Status
Fields:

Article:

Config:

ArticleType: note-internal
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

DynamicField Status:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

Interface:

- AgentInterface
Permission: ''
RequiredLock: 0
SubmitAdviceText:
SubmitButtonText: Reject Order

CreateTime: 2012-11-23 14:38:48
EntityID: AD4

ID: 157
Name: Order rejected
AD5:
ChangeTime: 2012-12-06 02:20:12
Config:

DescriptionLong:
DescriptionShort: Order placed
FieldOrder:

- DynamicField DeliveryDate

- DynamicField Price

- DynamicField Supplier

- DynamicField Status

Fields:

DynamicField DeliveryDate:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

DynamicField Price:
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DefaultValue: ''
DescriptionLong:
DescriptionShort:
Display: 1

DynamicField Status:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

DynamicField Supplier:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

Interface:

- AgentInterface
Permission: ''
RequiredLock: 0
SubmitAdviceText: "'
SubmitButtonText: Place Order

CreateTime: 2012-11-23 14:41:28

EntityID: AD5

ID: 158

Name: Order placed

AD6:

ChangeTime: 2012-11-23 14:42:43

Config:
DescriptionLong:
DescriptionShort: Shipment received
FieldOrder:

- DynamicField DateOfReceipt

- DynamicField Status
Fields:

DynamicField DateOfReceipt:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

DynamicField Status:
DefaultValue: "'
DescriptionLong:
DescriptionShort:
Display: 1

Interface:

- AgentInterface
Permission: ''
RequiredLock: 0
SubmitAdviceText: "'
SubmitButtonText: "'

CreateTime: 2012-11-23 14:42:43
EntityID: AD6

ID: 159
Name: Shipment received
Process:
Activities:
- Al
- A2
- A3
- Ad
- A5
ChangeTime: 2012-12-06 02:31:59
Config:
Description: The process to order a book
Path:
Al:
T1:
ActivityEntityID: A2
TransitionAction:
- TA2
- TAl
A2:
T2:
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ActivityEntityID: A5
TransitionAction:
- TA3
- TA4
- TA8
T3:
ActivityEntityID: A3
TransitionAction:
- TAS
A3:
T4:
ActivityEntityID: A5
TransitionAction:
- TA3
- TA4
- TA8
T5:
ActivityEntityID: A4
TransitionAction:
- TA6
A4:
T6:
ActivityEntityID: A5
TransitionAction:
- TA3
- TA4
- TA7
A5: {}
StartActivity: Al
StartActivityDialog: AD1
CreateTime: 2012-11-23 11:45:12
EntityID: P1

ID: 94
Layout:
Al:
left: 172
top: 63
A2:
left: 402
top: 156
A3:
left: 649
top: 255
A4:
left: 774
top: 391
A5:
left: 194
top: 410

Name: Book ordering
State: Active
StateEntityID: S1
TransitionActions:

- TAl

- TA2

- TA3

- TA4

- TA8

- TAS5

- TA3

- TA4

- TA8

- TA6

- TA3

- TA4

- TA7
Transitions:
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- T6
TransitionActions:
TAl:
ChangeTime: 2012-11-23 16:01:37
Config:
Config:

Queue: Management
Module: Kernel::System::ProcessManagement::TransitionAction

CreateTime: 2012-11-23 15:50:59
EntityID: TAl
ID: 61

Name: Move the process ticket into the "Management" queue
TA2:
ChangeTime: 2012-11-23 16:02:12
Config:
Config:
Responsible: manager
Module: Kernel::System::ProcessManagement::TransitionAction
CreateTime: 2012-11-23 15:58:22
EntityID: TA2
ID: 62
Name: Change ticket responsible to "manager"
TA3:
ChangeTime: 2012-11-24 14:27:02
Config:
Config:
Queue: Employees
Module: Kernel::System::ProcessManagement::TransitionAction

CreateTime: 2012-11-23 16:02:54
EntityID: TA3
ID: 63

Name: Move the process ticket into the "Employees" queue
TA4:
ChangeTime: 2012-11-23 16:04:06
Config:
Config:
Responsible: Employee
Module: Kernel::System::ProcessManagement::TransitionAction
CreateTime: 2012-11-23 16:04:06
EntityID: TA4
ID: 64
Name: Change ticket responsible to "Employee"
TA5:
ChangeTime: 2012-12-06 02:18:34
Config:
Config:
Queue: Purchasing

Module: Kernel::System::ProcessManagement::TransitionAction

CreateTime: 2012-11-23 16:04:54
EntityID: TA5
ID: 65
Name: Move process ticket into the "Purchasing" queue
TAG6:
ChangeTime: 2012-12-06 02:18:48
Config:
Config:
Queue: Post office

Module: Kernel::System::ProcessManagement::TransitionAction

CreateTime: 2012-11-23 16:06:20
EntityID: TA6
ID: 66
Name: Move process ticket into the "Post office" queue
TA7:
ChangeTime: 2012-12-06 02:29:55
Config:
Config:
State: closed successful

Module: Kernel::System::ProcessManagement::TransitionAction

CreateTime: 2012-12-06 02:29:27
EntityID: TA7
ID: 67

Name: Close ticket successfully

::TicketQueueSet

::TicketResponsibleSet

::TicketQueueSet

::TicketResponsibleSet

::TicketQueueSet

::TicketQueueSet

::TicketStateSet
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TAS8:
ChangeTime: 2012-12-06 02:31:12
Config:
Config:
State: closed unsuccessful
Module: Kernel::System::ProcessManagement
CreateTime: 2012-12-06 02:31:12
EntityID: TA8
ID: 68
Name: Close ticket unsuccessfully
Transitions:
T1:
ChangeTime: 2012-11-23 15:12:20
Config:
Condition:
1:
Fields:
DynamicField Status:
Match: Approval
Type: String
Type: and
ConditionLinking: and
CreateTime: 2012-11-23 11:53:52
EntityID: T1
ID: 94
Name: Approval
T2:
ChangeTime: 2012-11-23 15:12:50
Config:
Condition:
1:
Fields:
DynamicField Status:
Match: Approval denied
Type: String
Type: and
ConditionLinking: and
CreateTime: 2012-11-23 11:54:26
EntityID: T2
ID: 95
Name: Approval denied
T3:
ChangeTime: 2012-11-23 15:13:29
Config:
Condition:
1:
Fields:
DynamicField Status:
Match: Approved
Type: String
Type: and
ConditionLinking: and
CreateTime: 2012-11-23 11:54:54
EntityID: T3
ID: 96
Name: Approved
T4:
ChangeTime: 2012-11-23 15:14:08
Config:
Condition:
1:
Fields:
DynamicField Status:
Match: Order denied
Type: String
Type: and
ConditionLinking: and
CreateTime: 2012-11-23 11:55:25
EntityID: T4
ID: 97
Name: Order denied
T5:

::TransitionAction

::TicketStateSet
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ChangeTime: 2012-11-23 18:30:33
Config:
Condition:
1:
Fields:
DynamicField Status:
Match: Order placed
Type: String
Type: and
ConditionLinking: and
CreateTime: 2012-11-23 11:56:15
EntityID: T5
ID: 98
Name: Order placed
T6:
ChangeTime: 2012-11-23 15:15:30
Config:
Condition:
1:
Fields:
DynamicField Status:
Match: Shipment received
Type: String
Type: and
ConditionLinking: and
CreateTime: 2012-11-23 11:56:48
EntityID: T6
ID: 99
Name: Shipment received

2.4. Process configuration reference

2.4.1. Process

A Process models the path of a workflow/process. The waypoints on this path can be
Activities or Tranistions, we'll talk about these later.

2.4.1.1. Process configuration

The Process configuration can be done in the file Kernel/Config.pm but it is strongly
recommended to create new files like Kernel/Config/Files/MyProcess.pm. notice that
the GUI generates the file Kernel/Config/File/ZZZProcessManagement please avoid to
use that filename, otherwise it will be overwritten when you sync processes. Let's see an
example process configuration (from process cache file):

$Self->{'Process'} = {
'P1' => {
Name => 'Book order',
CreateTime => '16-02-2012 13:37:00',
CreateBy = '1l"',
ChangeTime => '17-02-2012 13:37:00',
ChangeBy = 'l"',
State => 'Active’,
StartActivity = 'Al"',
StartActivityDialog => 'AD1',
Path => {
‘Al = {
'T1' => {
ActivityEntityID => 'A2',
}
3
1 2I =>{
'T2' = |
ActivityEntityID => 'A3',
}
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I
Iy
)i
'P2' => {
Name => 'IT order',
CreateTime => '26-02-2012 13:37:00',
CreateBy = '1l"',
ChangeTime => '27-02-2012 13:37:00',
ChangeBy = '1l"',
State => 'Active’',
StartActivity = 'A2',
StartActivityDialog => 'AD2',
Path => {
'A2' = {
'T3' => {
ActivityEntityID => 'A4',
b
b
Iy
}
I

2.4.1.2. HazBaHue

The name of the process, this can be selected by the agent when creating a new process
ticket.

2.4.1.3. CreateTime
The time when the process was created.
2.4.1.4. CreateBy
The UID of the user creating the process.
2.4.1.5. ChangeTime
The time when the process was changed.
2.4.1.6. ChangeBy
The UID of the user who made the last change to the process.
2.4.1.7. State
Defines the state of a process. Possible values:
» 'Active' are all processes which can be used in new process tickets.

* 'FadeAway' are processes which cannot be selected any more for new tickets, but
existing tickets still can use the process.

* 'Inactive' processes are deactivated and cannot be used for new or existing tickets.

2.4.1.8. StartActivity

When creating a new process ticket, a StartActivity must be defined. As soon as the ticket
is created, this Activity will be set and used as the base for the first transition checks.

2.4.1.9. StartActivityDialog

For new process tickets, a StartActivityDialog must be defined. This will be shown when
creating a new process ticket (after the process was selected). At this point, the ticket
does not exist yet, it will be created after submitting the StartActivityDialog.
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2.4.1.10. Path

The Path contains the structure of the Activities, and the possible Transitions between
them, for the current process. And also the Transition Actions that happens when
transitioning . This controls the way that a process ticket can take. Example:

'Al' => {
'T1' => {
ActivityEntityID
}

|2|=>{
ActivityEntityID
}

1 3l => {
ActivityEntityID => 'A4’',
TransitionAction => ['TAl', 'TA2'],

> A2,

> 'A3',

I
I

If a process ticket is in Activity 'Al’, it has three possible ways to get to another Activity.
In the Transitions 'T1' to 'T3', conditions are defined, that a process ticket must fulfill to
move (transit) to another Activity.

If in this case all the values of the process ticket and its dynamic fields that are needed
for the Transition 'T2' are correct, the ticket will be moved from Activity 'Al' to 'A3'. After
an ActivityDialog is submitted, or any other change is made to a ticket, it will be checked
for possible Transitions from the current Activity. If multiple Transitions are possible, the
first one will be used (based on nummerical sorting of the TransitionIDs).

Additionally, it is possible to assign Transition Actions to Transitions in the Path
configuration. These are modules which are executed after a successful Transition. They
have to be specified in array form as in the example, we'll talk about the details later.

2.4.2. Activity

An Activity contains one or more Activity Dialogs and models a 'step' in the process. All
Activity Dialogs of the current Activity are displayed in the ticket zoom and can be used
until the conditions of a Transition are fulfilled.

2.4.2.1. Activity configuration

Let's see an example activity configuration:

$Self->{'Process::Activity'} =
{
'AlY => {
Name => 'Activity 1 optional’,
CreateTime => '16-02-2012 13:37:00',
CreateBy => '1',
ChangeTime => '17-02-2012 13:37:00',
ChangeBy => '1'
ActivityDialog => {
1 => "AD1',
i
}

|2|=>{
Name => 'Activity 2 optional’,
CreateTime => '16-02-2012 13:37:00',
CreateBy => '1',
ChangeTime => '17-02-2012 13:37:00',
ChangeBy => '1'
ActivityDialog => {

1 => 'AD5"',
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2 => 'AD6',
3 => 'AD1’',

2.4.2.2. HazBaHue

The name of the activity.
2.4.2.3. CreateTime

The time when it was created.
2.4.2.4. CreateBy

UID of the user who created the Activity.
2.4.2.5. ChangeTime

The last time when it was changed.
2.4.2.6. ChangeBy

UID of the last user who changed the Activity.
2.4.2.7. ActivityDialog

Activity Dialog contains the list of Activity Dialogs which are available in this Activity. All

Activity Dialogs of the current Activity are displayed in the ticket zoom. Their order is set
by the order in the configuration, here 'AD5' is shown before 'AD6' and 'AD1".

2.4.3. ActivityDialog
An Activity Dialog is a particular screen and can be used in different Activities.
2.4.3.1. ActivityDialog configuration

Let's see an example config

$Self->{'Process::ActivityDialog'} = {
'AD1' => {
Name => 'ActivityDialog 1 optional',
DescriptionShort => 'Basic info',
DescriptionLong => 'Please insert the necessesary basic information for IT orders',

CreateTime => '28-02-2012 13:37:00',
CreateBy = '1l"',

ChangeTime => '29-02-2012 13:37:00',
ChangeBy = 'l',

Fields => {

PriorityID => {
DescriptionShort => 'Priority ID',
DescriptionLong => 'Enter the priority here',
Display = 2,
1
FieldOrder => [ 'PriorityID' 1],
SubmitAdviceText => 'Note: If you submit the form...',
SubmitButtonText => 'Send request',
I
'AD2' => {
Name => 'ActivityDialog 2 optional',

227




OTRS

Real Services

'Title' ],

DescriptionShort => 'Basic info',
DescriptionLong => 'Please insert the necessesary basic information for Book
orders',
CreateTime => '28-02-2012 13:37:00',
CreateBy = '1l"',
ChangeTime => '29-02-2012 13:37:00',
ChangeBy = 'l',
Fields => {
StateID => {
DescriptionShort => 'State ID',
DescriptionLong => 'Enter the state here',
Display = 2,
DefaultValue = '2',
3,
Queue => {
DescriptionShort => 'Queue ID',
DescriptionLong => 'Enter the queue here',
Display = 2,
DefaultValue => 'Raw',
},
Title => {
DescriptionShort => 'Title',
DescriptionLong => 'Enter the title here',
Display =1,
DefaultValue => 'Default Title',
},
DynamicField Anzahl => {
DescriptionShort => 'Amount',
DescriptionLong => 'Enter the amount here',
Display = 2,
DefaultValue => '4',
3,
1,
FieldOrder => [ 'DynamicField Anzahl', 'StateID', 'Queue’,
SubmitAdviceText => 'Note: If you submit the form...',
SubmitButtonText => 'Send request',
}
I

2.4.3.2. HazBaHue

Name of the Activity Dialog.
2.4.3.3. CreateTime

Time when it was created.
2.4.3.4. CreateBy

UID of the user who created this Activity Dialog.
2.4.3.5. ChangeTime

Last time when it was changed.
2.4.3.6. ChangeBy

UID of the last user who changed this Activity Dialog.
2.4.3.7. Fields

Contains all fields which can be displayed in this Activity Dialog. The following fields can

currently be used:

Title
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State

StatelD
Priority
PriorityID
Lock

LockID

Queue

QueueID
Customer
CustomerID
CustomerNo
CustomerUserID
Owner

OwnerID

Type

TypeID

SLA

SLAID

Service
ServicelD
Responsible
ResponsibleID
PendingTime
DynamicField $FieldName # for all dynamic fields

Example of a single field configuration:

StateID => {
DescriptionShort => 'State ID',
DescriptionLong => 'Enter the state here',
Display = 2,
DefaultValue = '2',

}

The field "Article" is a special case. If it is present in a "Fields" configuration, the Activity
Dialog will contain a complete Richtext editor with subject field and attachment handling.
The entered text will then be added to the ticket as an article and sent by email. Let's
see an example Article field configuration:

Article => {
DescriptionShort => 'Please insert your comment here.',

DescriptionLong => '',
Display = 1,
Config = {

ArticleType => 'note-internal',
LabelSubject => '"',
LabelBody = '',
}I
}I

Let's look at the field configuration options:
2.4.3.7.1. DescriptionShort

Optional short description that is shown with the field title.
2.4.3.7.2. DescriptionLong

Optional longer field description that is shown then the mouse is over the field, for
example advice on how to fill out the field.

2.4.3.7.3. Display

Controls if the field is shown and/or mandatory. Possible values:
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» '0": field is invisible. This can be helpful if field values should automatically be set. The
configured DefaultValue will be stored in this case.

» '1": field is visible, but optional.

» '2":field is visible and mandatory. The following fields can only be invisible or mandatory:

QueuelD
Queue
State
StateID
Lock
LockID
Priority
PriorityID
Type
TypeID

If fields are configured as optional, and no value is submitted by the user, the Default
Value will be saved when the Activity Dialog is submitted by the user.

2.4.3.7.4. DefaultValue

For fields with 'ID' (like QueuelD, OwnerlD), this refers to the database ID of the value.

For other fields without 'ID' (like Queue, Owner), the DefaultValue must contain the value
itself. Example:

Queue => {
DescriptionShort => 'Queue',
DescriptionLong => 'Enter the queue here',
Display = 2,
DefaultValue => 'Raw',

}'

2.4.3.8. FieldOrder
Here the display order of the fields is configured. IMPORTANT: Invisible fields also must
be configured here, because only configured fields will be considered when saving. Fields
which are not configured will not be saved.

2.4.3.9. SubmitAdviceText
Optional text to be shown right above the submit button for additional help or advice text.

2.4.3.10. SubmitButtonText

Optional custom text for the submit button.
2.4.4. Transition

A Transition decides - based on configurable conditions - which path in the Process is
taken, i. e. to which Activity a Process ticket can be moved.

2.4.4.1. Transition configuration

Let's see an example:

$Self->{'Process::Transition'} = {
'T1' => {
Name => 'Transition 1°',
CreateTime => '14-03-2012 13:37:00', # optional
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CreateBy => '1', # optional
ChangeTime => '15-03-2012 13:37:00', # optional
ChangeBy => '15-03-2012 13:37:00', # optional
Condition => {
Condl => {
Fields => {
StateID => {
Type => 'String',
Match => '1',
I
}
3,
1
},
1 2I =>{
Name => 'Transition 2 optional',
CreateTime => 'DATE', # optional
CreateBy => 'USERID', # optional
ChangeTime => 'DATE', # optional
ChangeBy => 'USERID', # optional
Condition => {
Condl => {
Queue => 'Raw’',
DynamicField Farbe => '2',
DynamicField Anzahl => '1',
3,
1
}
I

2.4.4.2. HazBaHue
Name of the transition.

2.4.4.3. CreateTime
Time when it was created.

2.4.4.4. CreateBy

UID of the user who created this Transition.
2.4.4.5. ChangeTime

Last time when it was changed.
2.4.4.6. ChangeBy

UID of the last user who changed this Transition.

2.4.4.7. Condition

Contains all conditions that are neccessary for this Transition to take effect. Example:

Condition => {

Type => 'and',
Condl => {
Type => 'and',
Fields => {
StateID => {
Type => 'String’',
Match => '1',
I

DynamicField Marke => {
Type => 'String’',
Match => 'VW',
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i
I
Cond2 => {
Type => 'and',
Fields => {
Queue => {
Type => 'String’',
Match => 'Raw',
}
i
I
+

Let's look at the condition configuration in detail.

2.4.4.7.1. Type (Condition)

Specifies the way the different condition elements are connected to each other.
values:

Possible

e 'and": This is the default. All conditions must be met for the transition to take effect.

e 'or': At least one condition must match.

* 'xor': Exactly one condition must match, not more.

2.4.4.7.2. Condl

This is the name of an example condition. It can be freely chosen. Conditions are evaluated

in sorted order.

2.4.4.7.3. Type (Cond)

Specifies the way how the individual field tests of this condition are connected
other. Possible values:

e 'and': This is the default. All field tests must match for this condition to match.
e 'or': At least one field test must match.
» 'xor': Exactly one field test must match, not more.

2.4.4.7.4. Fields

Specifies the particular fields whose values should be tested. From our example:

to each

Fields => {
StateID => {
Type => 'String',
Match => '1',
}I

2.4.4.7.5. StatelD

Example of a field name. The following ticket fields can be used:

Title
State
StatelD
Priority
PriorityID
Lock
LockID
Queue
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QueueID
Customer
CustomerID
CustomerNo
CustomerUserID
Owner

OwnerID

Type

TypeID

SLA

SLAID

Service
ServicelD
Responsible
ResponsibleID
PendingTime
DynamicField $FieldName # for all DynamicFields

When testing a field with 'ID' (like SLAID), the database ID of the field will be used for
testing, for other fields (like SLA) the actual value is used for testing.

2.4.4.7.6. Type
Determines the kind of field testing. Possible values:

 'String': Compares the field value with the string specified in 'Match'. Matches if they
are exactly the same.

* 'Hash': Compares the field value (hash) with the hash specified in 'Match'. All hash
values must be the same.

* 'Array': Compares the field value (array) with the array specified in 'Match'. Both lists
must be the same.

* 'Regex': The field value can be tested with a regular expression. It is important that
'Match' contains gr{}xms as a base condition. Between the braces the actual regular
expression can be noted.

* 'Module': Allows you to use a perl module for condition checking. If it returns 1, the check
was positive. You can find an example module in Kernel/System/ProcessManagement/
TransitionValidation/ValidateDemo.pm.

2.4.5. Transition Actions

Transition Actinons are actions which can be triggered after successfully applied
transitions (when a process ticket moves from one activity to another). These Transition
Actions can be used to perform different changes on the ticket, e. g. change the Queue or
the Owner of the ticket, and you can also create your own Transition Actions to perform
other complex changes.

2.4.5.1. Transition Action configuration

Let's see an example:

$Self->{'Process::TransitionAction'} = {

'TA1' => {
Name => 'Queue Move',
Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketQueueSet',
Config => {

Queue => 'Junk’',
UserID => 123,
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2.4.5.2. HazBaHue

The name of the Transition Action.

2.4.5.3. Module

Specifies the Perl module to be used.

2.4.5.4. Config

This parameter contains all settings which are required for the module. Its content
depends on the particular Transition Action module which is used. Please see the
documentation of the individual modules for details. In our example, only the Queue must
be specified, Nevertheless we are also sending UserlD parameter, by using the UserlID
parameter, the transition action will be executed impersonating the user with the given
UserlD.

The use of UserlD inside the "Config" parameter of a Transition Action is accepted by all
Transition Actions (since OTRS 3.2.4), in this example it could be particularly important if
the user that triggers the Transition does not have permissions to move the ticket to the
queue 'Junk', while the user with the UserIlD 123 might have.

2.4.5.5. Reusing Transition Action modules

To use Transition Action modules multiple times, just specify several TransitionActions in
your configuration. Example:

$Self->{'Process::TransitionAction'} = {
'TA1L' => {
Name => 'Queue Move Junk',
Module => 'Kernel::System::ProcessManagement::TransitionAction: :TicketQueueSet',
Config => {
Queue => 'Junk',

Name => 'Queue Move Raw',
Module => 'Kernel::System::ProcessManagement::TransitionAction: :TicketQueueSet',
Config => {

Queue => 'Raw',

Here the same module is used to move a process ticket into the 'Raw' queue, and another
time to move it into the junk queue. The Transition Action which must be used for a
particular Transition is determined from the 'Path' setting of the Process configuration.

2.4.5.6. Available Transition Actions

OTRS comes with several Transition Actions that can be used in your processes. Here you
can find their documentation and how they need to be configured.

2.4.5.6.1. DynamicFieldSet

Sets one or more dynamic fields at a process ticket. Example:

$Self->{'Process::TransitionAction'} = {
'TA1' => {
Name => 'Set DynamicField Master to Master and Approved to 1',
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Module => 'Kernel::System::ProcessManagement::TransitionAction: :DynamicFieldSet',

Config => {
MasterSlave => 'Master',
Approved = 'l',

i

Vo
+;

'Name' specifies the name of the configured TransitionAction.

'MasterSlave' and 'Approved' are given as examples of DynamicField names. The values
of the fields (‘Master' and '1') will be set by this TransitionAction.

2.4.5.6.2. TicketArticleCreate

Creates an article and can be used to create notes or email replies. Example:

$Self->{'Process::TransitionAction'} = {

'TAL' => {
Name => 'Article Create Note Internal',
Module =>
'Kernel: :System: :ProcessManagement::TransitionAction: :TicketArticleCreate',
Config => {
ArticleType => 'note-internal’, #
note-external|phone|fax|sms]|...
#
excluding any email type
SenderType => 'agent', #
agent|system|customer
ContentType => 'text/plain; charset=IS0-8859-15"', # or
optional Charset & MimeType
Subject => 'some short description', #
required
Body => 'the message text', #
required
HistoryType => 'OwnerUpdate’, #
EmailCustomer|Move|AddNote|PriorityUpdate|WebRequestCustomer|...
HistoryComment => 'Some free text!',
From => 'Some Agent <email@example.com>', #
not required but useful
To => 'Some Customer A <customer-a@example.com>', #
not required but useful
Cc => 'Some Customer B <customer-b@example.com>', #
not required but useful
ReplyTo => 'Some Customer B <customer-b@example.com>', #
not required
InReplyTo => '<asdasdasd.l2@example.com>", #
not required but useful
References => '<asdasdasd.l@example.com> <asdasdasd.l2@example.com>"', #
not required but useful
NoAgentNotify = 0, # if
you don't want to send agent notifications
AutoResponseType => 'auto reply', #
auto reject|auto follow up|auto reply/new ticket|auto remove
ForceNotificationToUserID => [ 1, 43, 56 1, # if

you want to force somebody

ExcludeNotificationToUserID => [ 43, 56 1],
# if you want full exclude somebody from notfications,
# will also be removed in To: line of article,
# higher prio as ForceNotificationToUserID

ExcludeMuteNotificationToUserID => [ 43, 56 1,
# the same as ExcludeNotificationToUserID but only the
# sending gets muted, agent will still shown in To:
# line of article
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‘Name' specifies the name of the configured TransitionAction. It can be freely chosen, but
should reflect the purpose of the configured action.

'ArticleType' defines the type of the article to be created. Possible values: phone, fax, sms,
webrequest, note-internal, note-external and note-report.

SenderType defines the sender type of the article. Possible values: agent, system,
customer.

'ContentType' defines the content type of the article. Possible values: 'text/plain;
charset=1S0-8859-15' or any other valid charset and mime type.

'Subject' defines the article title. Mandatory.
'‘Body' defines the article content. Mandatory.

HistoryType defines the type of the history entry. Possible
values: AddNote, ArchiveFlagUpdate, Bounce, CustomerUpdate, EmailAgent,
EmailCustomer, EscalationResponseTimeNotifyBefore, EscalationResponseTimeStart,

EscalationResponseTimeStop, EscalationSolutionTimeNotifyBefore,
EscalationSolutionTimeStart, EscalationSolutionTimeStop,
EscalationUpdateTimeNotifyBefore, EscalationUpdateTimeStart,

EscalationUpdateTimeStop, FollowUp, Forward, Lock, LoopProtection, Merged,
Misc, Move, NewTicket, OwnerUpdate, PhoneCallAgent, PhoneCallCustomer,
PriorityUpdate, Remove, ResponsibleUpdate, SendAgentNotification, SendAnswer,
SendAutoFollowUp, SendAutoReject, SendAutoReply, SendCustomerNotification,
ServiceUpdate, SetPendingTime, SLAUpdate, StateUpdate, Subscribe, SystemRequest,
TicketDynamicFieldUpdate, TicketLinkAdd, TicketLinkDelete, TimeAccounting,
TypeUpdate, Unlock, Unsubscribe, WebRequestCustomer.

'HistoryComment' defines the content of the history entry.

'From', 'To', 'Cc' and 'ReplyTo' take email addresses in the notation specified above.
‘InReplyTo' and 'References' take email message IDs.

'NoAgentNotify' - if set to 1, the email notification of the Agent will not be sent.

'AutoResponseType' can take the following values: auto follow up, auto reject, auto
remove, auto reply, auto reply/new ticket.

'ForceNotificationToUserID', 'ExcludeNotificationToUserID',
'ExcludeMuteNotificationToUserID' can take a list of UserlDs that are either always
notified, not notified or listed as notified but not actually sent a notification email.

2.4.5.6.3. TicketCustomerSet

Sets the customer of a process ticket. Example:

$Self->{'Process::TransitionAction'} = {
'TA1' => {

Name => 'Customer Set Customer to test',

Module => 'Kernel::System::Process::TransitionAction::TicketCustomerSet',

Config => {
No => 'test',
User => 'client-user-123"',
# or in other words
# CustomerID => 'client123',
# CustomerUserID => 'client-user-123"',
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Vo
};

'Name' specifies the name of the configured TransitionAction.

No or CustomerlD set the Customer ID of the customer.

User or CustomerUserlD set the Username of the customer.

2.4.5.6.4. TicketLockSet

Changes the lock of a process ticket. Example:

$Self->{'Process::TransitionAction'} = {
'TA1l' => {
Name => 'Set Lock to lock',
Module => 'Kernel::System::ProcessManagement::TransitionAction: :TicketLockSet',
Config => {
Lock => 'lock',
# or
LockID => 2,
}I
}I
i

‘Name' specifies the name of the configured TransitionAction.

'Lock' defines the new lock of the process ticket.

'LockID' defines

the internal ID of the new lock.

2.4.5.6.5. TicketOwnerSet

Changes the owner of a process ticket. Example:

$Self->{'Process:
'TAL' = {
Name
Module =>
Config =>
Owner
# or

=>

OwnerID => 1,

:TransitionAction'} = {
'Owner Set root@localhost',
'Kernel: :System: :ProcessManagement::TransitionAction::TicketOwnerSet',

{

=> 'root@localhost’',

'Name' specifies

the name of the configured TransitionAction.

'Owner’ specifies the login name of the new owner.

'OwnerlD' specifies the internal ID of the new owner.

2.4.5.6.6. TicketQueueSet

Moves the ticket

into a target queue. Example:

$Self->{'Process::

'TA1' => {
Name

Module =>

Config =>

Queue

=>

TransitionAction'} = {

'Queue Move Raw',
'Kernel: :System: :ProcessManagement::TransitionAction: :TicketQueueSet',

{

=> 'Raw',
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# or
# QueuelID => '2°',

'Name' specifies the name of the configured TransitionAction.

'Queue’ specifies the name of the target queue.

'QueuelD' specifies the internal ID of the target queue.
2.4.5.6.7. TicketResponsibleSet

Changes the responsible of a process ticket. Example:

$Self->{'Process::TransitionAction'} = {
'TA1' => {
Name => 'Responsible Set root@localhost',
Module =>
'Kernel: :System: :ProcessManagement::TransitionAction: :TicketResponsibleSet',

Config => {
Responsible => 'root@localhost',
# or
ResponsiblelID => 1,

'Name' specifies the name of the configured TransitionAction.
'Responsible’ specifies the login name of the new responsible.
'ResponsiblelD' specifies the internal ID of the new responsible.

2.4.5.6.8. TicketServiceSet

Assigns a service to a process ticket. The ticket requires to have a customer and the
service must be assigned to that customer. Example:

$Self->{'Process::TransitionAction'} = {
'TAL' = {

Name => 'Set MyService service',

Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketServiceSet',

Config => {
Service => 'MyService',
# or
ServicelD => 123,

‘Name' specifies the name of the configured TransitionAction.

'Service' defines the new service of the process ticket. The full name is required (e.g.
GramdFatherService::FatherService::SonService ).

'ServicelD' defines the internal ID of the new service.

2.4.5.6.9. TicketSLASet

Assigns a service level agreement to a process ticket. The ticket requires to have a service
and the SLA must be assigned to that service. Example:

238



OTRS

Real Services

$Self->{'Process::TransitionAction'} = {
'TA1' => {
Name => 'Set MySLA SLA',
Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketSLASet',

Config => {
SLA => 'MyService',
# or
SLAID => 123,

Iy

‘Name' specifies the name of the configured TransitionAction.
'SLA' defines the new service level agreement of the process ticket.
'SLAID' defines the internal ID of the new SLA.

2.4.5.6.10. TicketStateSet

Changes the state of a process ticket. Example:

$Self->{'Process::TransitionAction'} = {
'TA1' => {

Name => 'Set State to open',

Module => 'Kernel::System::ProcessManagement::TransitionAction: :TicketStateSet',

Config => {
State => 'open',
# or
StateID => 4,

PendingTimeDiff => 123,

'Name' specifies the name of the configured TransitionAction.
'State' defines the new state of the process ticket.

'StatelD' defines the internal ID of the new state.

'PendingTimeDiff' used only for pending type states, defines the time difference in
seconds relative (relative to the Transition Action execution time) to set ticket pending
time (e.g. 3600 means that the pending time is 1hr after the Transition Action is executed).

2.4.5.6.11. TicketTitleSet

Sets the ticket title of a process ticket. Example:

$Self->{'Process::TransitionAction'} = {
‘TAL' = {
Name => 'Set Ticket Title to Ticket-title',
Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketTitleSet',
Config => {
Title => 'Ticket-title',

'Name' specifies the name of the configured TransitionAction.
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'Title' specifies the new title of the ticket.
2.4.5.6.12. TicketTypeSet

Sets the ticket type of a process ticket. Example:

$Self->{'Process::TransitionAction'} = {
'TA1' => {

Name => 'Set Ticket Type to default',

Module => 'Kernel::System::ProcessManagement::TransitionAction: :TicketTypeSet',

Config => {
Type => 'default',
# or
# TypelD => '1',

}l
};

‘Name' specifies the name of the configured TransitionAction.
"Type' specifies the name of the ticket type.

"TypelD' specifies the internal ID of the ticket type.

2.4.6. Cnucku KoHtponsa foctyna (ACLSs)

With the help of ACLs, you can limit selectable values in process tickets. Please also see
the ACL reference for a description of the full ticket ACL syntax.

2.4.6.1. ACL configuration

ACLs can only be defined in Kernel/Config.pm. Example:

$Self->{TicketAcl}->{'001-ACL-ProcessProperties'} = {
Properties => {
Process => {
ProcessEntityID = ['P1'],
ActivityEntityID = ['Al'],
ActivityDialogEntityID => ['AD1'],
}
}I
Possible => {
ActivityDialog => ['AD1', 'AD3'],
}I
PossibleNot => {
ActivityDialog => ['AD3'],
}I
+

2.4.6.2. 001-ACL-ProcessProperties

Name of the ACL rule. For further information on ACL rules in general, please consult the
ACL manual.

2.4.6.3. Process

This is the section that is used to check if an ACL must be applied. If it has the specified
values, the rule is applied. The following values can be used:

2.4.6.3.1. ProcessEntitylD

The ID of a process that the process. Matches if the ticket is assigned to this process.
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2.4.6.3.2. ActivityEntityID
The ID of the Activity that the process ticket currently is assigned to.
2.4.6.3.3. ActivityDialogEntitylD

The ID of the Activity Dialog that is currently open for a process ticket.
2.4.6.4. Possible/PossibleNot Activity Dialog

Here you can specify a list of Activity Dialog IDs. This list will limit the possible Activity
Dialogs that are offered to the user in the ticket zoom mask.

'Possible’ lists the Activity Dialogs that are allowed. The setting above will only allow 'AD1'
and 'AD3' of the list of configured Activity Dialogs.

'PossibleNot' lists the Activity Dialogs that are not allowed. In the example above, the
setting will remove 'AD3' from the list of configured Activity Dialogs.

If both 'Possible' and 'PossibleNot' are specified, the list of configured Activity Dialogs
will first be filtered by 'Possible', leaving only 'AD1' and 'AD3' in our example. Then
'PossibleNot' will be applied and filter out 'AD3', so that only 'AD1' remains and is shown
as a possible Activity Dialog that the user can use.

If multiple ACL rules match, the intersection of all matching rules will be calculated to
determine the possible Activity Dialogs. Example:

Configured Activity Dialogs: 'AD1', 'AD2', 'AD3', 'AD4', 'AD5', 'AD6', 'AD7'.

$Self->{TicketAcl}->{'001-ACL-Status'} = {
Properties => {
Ticket => {
Status => 'new',
}

}I
Possible => {
ActivityDialog => ['AD1', 'AD2', 'AD3', 'AD6', 'AD7'],
}I
i
$Self->{TicketAcl}->{'002-ACL-Queue'} = {
Properties => {
Ticket => {
Queue => ['Raw']
}

}I
Possible => {
ActivityDialog => ['AD2', 'AD3', 'AD4', 'AD7'],
}I
i
$Self->{TicketAcl}->{'003-ACL-Priority'} = {
Properties => {

Ticket => {
Priority => ['3 normal']
}
}I

PossibleNot => {
ActivityDialog => ['AD3', 'AD4'],
}I
i

If a process ticket has the state 'new’, is in the 'Raw' queue and has a priority '3 normal’,
then all three ACL rules will match.

The first rule reduces the Activity Dialogs from 'AD1', 'AD2', 'AD3', 'AD4', 'AD5', 'ADG6',
'AD7' to 'AD1', 'AD2', 'AD3', 'AD6', 'AD7' and forbids 'AD4' and 'AD5".
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The second rule will now further reduce the remaining Activity Dialogs. In our example,
'AD2', 'AD3', 'AD7' will remain.

Now the third rule will further reduce the list by 'PossibleNot'. 'AD3' is removed from the
list. 'AD4' is not removed, since it was not on the list in the first place. At the end, 'AD2'
and 'AD7' remain as possible Activity Dialogs that the user can utilize.

3. Co3paHue CBOUX COOCTBEHHbIX TeM
(uadbnoHoB)

Ona OTRS MOXXHO Co34aBaTb CBOU COBCTBEHHbIE TEMbI U UCMONbL30BaTh B Ka4yecTBe Beb-
nHTepdenca ToT wWabnoH, KOTopbIA BaM HpaBuTca 6onblie Bcero. [Ana co3pgaHua cob-
CTBEHHOWN TEMbl HY>XHO HaCTPOUTb WabMOHbLI BbIBOAA MOA CBOWN HYXAbI.

More information on the syntax and structure of output templates can be found in the
Developer Manual at http://otrs.github.io/doc, especialy in the chapter on templates.

B KayecTBe npmumMmepa, BbINOJHUTE C/efyloLime Wwarv aas co3gaHns HOBOM TeMbI, KOTopas
Ha3bliBaeTcqa "KoMnaHua":

1. Co3panTe gupekToputo n HasoeuTe ee Kernel/Output/HTML/Company n ckonmpymnTe
BCe hannbl, KOTOPbIE XOTUTE N3MeHUTb, U3 Kernel/Output/HTML/Standard B HoBYtO
ONPEKTOPUIO.

Ba>xHo

KonnpynTe ToNbKO Te halsibl, KOTOPbIE Bbl 4ENCTBUTEJIbHO NJaHMPYETE n3me-
HATb. OTRS aBTOMaTMYEeCKN NOAYYUT HepocTawowme dannbl n3 CtaHgapTHON
TeMbl. Ha 6onee no3HMX aTanax Takon NoAxon No3BOJINT caenaTb MOAEPHM3a-
uuto bonee npocTon.

2. HactpownTe channbl B gupektopun Kernel/Output/HTML/Company u naMeHTuTe Wwab-
JIOHbI MO CBOEMY BKYCY.

3. To activate the new theme, add them in SysConfig under Frontend::Themes.

Tenepb HoBasi TeMa AoJKHa O6bITb AOCTYMHa. Bbl Mo)xeTe BbibpaTh 3Ty TeMy nepenas
Mo CCbIJIKE MPEenrnoyTeHUs.

NMpepynpexpeHue

He nameHanTe cdannabl Tembl, noctasnsemon ¢ OTRS, NOCKOJIbKY 3TN N3MEHEHUS
OynyT yTepsHbl nocse obHoBneHnA. Co3aaBanTe CBOU COBCTBEHHbIE TEMbI TO/ILKO
NMyTeM BbINMOJIHEHMS LLIArOB, OMMCAHHbIX BbILLE.

4. Jlokanusaumna mHrepdpenca OTRS

OTRS npepgnaraetT MHOroA3bI4HYIO MOALEPXKKY O/ CBOero seb-nHTepdenca.

Procedures for localization for the OTRS framework, steps to be followed to create a new
language translation, as well as procedures for translation customizations, can be found in
the "Language Translations" chapter from the developer manual on http://otrs.github.io/
doc.
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nasa 6. HacTpouka
MponsBoANTEJILHOCTH

Presented below is a list of performance enhancing techniques for your OTRS installation,
including configuration, coding, memory use, and more.

1

. OTRS

There are several options for improving OTRS performance.

1.

1. TicketindexModule

EcTb oBa TUNa XpaHWnanua I/IH(bOpMaLI,I/II/I ONna XpaHeHna MHOEKCOB 3aABOK:!

Kernel::System::Ticket::IndexAccelerator::RuntimeDB (no ymon4aHuto), "Ha neTy" reHe-
pupyeT 13 Tabnubl 3asiBOK WabsIoH NpoCcMOTpa ANS Kaxkaonm ovepean. lNoka B cucteme
He 6onbue 60, 000 OTKPbLITLIX 3as8BOK, MPO6JEM C MPON3BOANTENBLHOCTbLIO He ByaeT.

Kernel::System::Ticket::IndexAccelerator::StaticDB - oanH n3 caMmbix MOLLHbIX MOAYEN,
ero cregyeT UCNONb30BaTb, Korga y Bac eTb 6osble 80.000 oTKpPbITbIX 3as8BOK. OH
NCNoJIb3yeT AOMNOJIHUTENbHYIO Tabnuyy ticket index, koTopas paboTaeT Kak 06bI4YHbIN
wabnoH. Ucnonb3ynTte bin/otrs.RebuildTicketIndex.pl ona nonyyeHmnsa HavyasabHO-
ro MHAEKCa nocJsie Co34aHnNsa XpaHuauLwa nHgopMaLumun.

Bbl MmoXxeTe nameHnTb IndexAccelerator 4epes SysConfig.

1.

2. TicketStorageModule

CylwiecTByeT [ABa Pa3/INYHbIX XpaHWUIMLA A1 XPaHEHUS 3a8BOK/CTaTeN:

Configure Kernel::System::Ticket::ArticleStorageDB (default) to store attachments, etc.,
in the database. Note: Don't use it with large set ups.

Pro: Ecnm nonb3oBaTesib Ballero Be6-cepBepa He ABNngeTCd nosib3oBaTtenem 'otrs', nc-
ﬂOJ'IbByIZTe 3TOT MOL4YJlb, 4yT0b6bI N36EXKaTb np06neM C NpaBaMn OOCTYyMNa.

MpoTmBonokasaHusa: He coBcem uenecoobpasHO XpaHUTb BOXKeHUS B 6a3e AaHHbIX.
ByabTe 0CTOPOXXHbI, NpK XpaHeHeHUn bonblwnx 06bekToB. HacTponTe KOHPUrypaun-
OHHbI NapaMmeTp MySQL "set-variable=max_allowed packet=8M" ona xpaHeHus o0bb-
eKToB pa3MepoM 8 MB (no ymonyaHuto 3T1o 2M).

Configure Kernel::System::Ticket::ArticleStorageFS nnsa xpaHeHWs BAOXEHUA N T.4. B
NokanbHon thannoson cucteme. NMpumedaHne: PekoMmeHaoBaHO Npy 60AbLWKMX YCTAHOB-
Kax.

Pro: 210 6bICTpO!

Con: Your web server user should be the 'otrs' user. Also, if you have multiple front-end
servers, you should make sure the filesystem is shared between the servers. Place it
on an NFS share or preferably a SAN or similar solution.

Note: you can switch from one back-end to the other on the fly. You can switch the backend
in the SysConfig, and then run the command line utility otrs.ArticleStorageSwitch.pl
to put the articles from the database onto the filesystem or the other way around. You
can use the -s and -d options to specify the source and destination back-ends. Please note
that the entire process can take considerable time to run, depending on the number of
articles you have and the available CPU power and/or network capacity.
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shell> bin/otrs.ArticleStorageSwitch.pl -s ArticleStorageDB -d ArticleStorageFS

CueHapwii lMNepeknyYeHne xpaHnania AaHHbIX ¢ 6a3bl AaHHbIX Ha (ariJIoByt0 CUCTEMY.

1.3. ApxuBupoBaHue 3afaBOK

Mockonbky OTRS MOXXET UCMNOJIb30BaTbCSl B KAY€CTBE CUCTEMbI ayauTa LOKa3aTeNbCTB,
TO yAasieHne 3aKpbITbiX 3a58BKO HE 04eHb xopowas naes. IMeHHo no 3ToMy Mbl peanu-
30BajN PYHKLMIO apXNBUPOBAHNS 3a5IBOK.

Tickets that match certain criteria can be marked as "archived" These tickets are not
accessed if you do a regular ticket search or run a Generic Agent job. The system itself
does not have to deal with a huge amount of tickets any longer as only the "latest" tickets
are taken into consideration when using OTRS. This can result in a huge performance gain
on large systems.

Ons ncnonb3oBaHMsa PyHKUMKM apXuUBaL MM BbINOJHATE cnepylowme encTems:
1. BKaoYeHne apxmuBmpoBaHue cuctemsl B SysConfig

B MaHenn AoMuHucTpupoBaHua nepengnte B SysConfig n Beibepute rpynny 3asska.
B Core::Ticket HanauTe onuuio Ticket: :ArchiveSystem, no ymon4aHuto ycTaHoOB-
JIEHHYIO B 3Ha4eHue "HeT". I3MeHnTe 3HaYeHne 3TON HaCTPOMKK Ha "ga" u coxpaHmnTe
U3MeHeHus.

2. Onpepenenne pabotbl GenericAgent

B MaHenn AaMuHucTpaTopa BbibepuTe GenericAgent n nobaBbTe HOBOe 3afaHue (pa-
6oTy).

a. HacTponkun 3agaHuns

BeenuTe ums ons paboTbl apxnuBMpoBaHus, U Beibepute Haanexawme onuun ans
naaHWpoBaHMs 3Ton paboThl.

b. Ticket Filter

®dunbTp 3as5BOK NPOU3BOAUT MOUCK 3asiBOK, KOTOPble OTBEYaloT BblIOpaHbIM KpuTe-
puam. Xopowlern naeenn bynet 3aapxXxmMBUpoOBaTh 3aKpbiTble 3as8BKU, KOTOpble Oblan
3aKpbITbl 3@ HECKOIbKO MecsiLeB A0 3TOoro.

c. JencTBMA Hag 3asBKaMu

B 3Tonm YacTn ycTaHoBMTE nose "ApxnBmpoBaTb BbibpaHHbIe 3aaBKN" B "apXxuB 3a-
ABOK".

d. CoxpaHuTb paboTty
B KOHLe cTpaHunubl y Bac byaeT BO3MOXXHOCTb COXpPaHUTb paboTy (3agaHme).
e. ObpaboTaHHbIe 3a9BKMU

Cuctema otobpas3nT BCe 3aABKU, KOTopble ByaoyT 3aapXvUBMPOBaHbI MPU BbIMOHE-
HUK 3apnaHnsa Generic Agent-om.

3. NMounck 3a8BOK

Mpn Noncke 3aaBOK, cUCTeMa Mo YMOJSIHaHUNIO MPOM3BOOUT MOUCK Cpean He apXnBUPO-
BaHHbIX 3a5BOK. YCTAaHOBUTE KPUTEPUA NOUCKa "MONCK B apxmBax", ecim Hy>KHO 4ToObI
MOUCK NPONCXOONI TakKXXe U B apXMBMPOBaHbIX 3asBKax.
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2. ba3a paHHbIX

PelueHns 3aBUCAT OT Ucnosib3yemon 6a3bl faHHbIX. 3yYaliTe LOKYMEeHTaumo K UCNoJb-
3yemoi 6a3e faHHbIX UK ke obpaTuUTeCh 3a MOMOLLbIO K agAMUHUCTPATOPY.

2.1. MySQL

If you use the MySQL table type MyISAM (which is the default), and have deleted a large
part of a table or if you have made many changes to a table with variable-length rows
(tables that have VARCHAR, BLOB or TEXT columns), you must defragment the datafile
(tables) with the "optimize" command.

Hy>XHO nmonbITaTbCA caenaTb 3TO, ecnn cepep mysqld ncnonb3yeT MHOro npoLeccop-
Horo BpemMeHun. OnTumMmmnsaunsa Tabnuy ticket history u article (cm CueHapuin HuXxe).

shell$ mysql -u user -p database
mysql$ optimize table ticket;

mysql$ optimize table ticket history;
mysql$ optimize table article;

CueHapwii: OnTumMmmnsaumns Tabany 6asbl JaHHbIX.

2.2. PostgreSQL

PostgreSQL is best tuned by modifying the postgresql.conf file in your PostgreSQL data
directory. For advice on how to do this, reference the following articles:

* http://www.revsys.com/writings/postgresql-performance.html
* http://varlena.com/GeneralBits/Tidbits/perf.html
* http://varlena.com/GeneralBits/Tidbits/annotated_conf_e.html

Ecnm npon3BOAUTENBHOCTL OCTAEeTCH Ha HeydoB/ETBOPUTESILHOM YPOBHE, Mbl Npea-
NlaraemM BaM NpuUCoegunHUTCH K cnuckaM paccbiikm "PostgreSQL Performance" ( http://
www.postgresql.org/community/lists/ ) n 3agaBaTb BONPOCbl UMEHHO TaM. Jlloau B 3TOM
CMMCKe pacCblsIKe 04YeHb Opy»XentobHbl a BCceraga NnocTapatoTCca BaM NOMOYb.

3. Beb-cepBep

KoHe4HO »xe Hy>XHO ncnosb3oBaTb mod_perl 2.0 ( http://perl.apache.org/ ). OH bbICTpee
(~ *100) yeM "yncroin" cgi. Ho oH TpebyeT 6onbLue onepaTMBHOW NamMaTh (RAM).

3.1. NpenycraHOBJIEHHOE coeauHeHue ¢ basomn
AaHHbIX

Mpwn 3anycke Beb-cepBepa MOXXHO UMETL 3apaHee yCTaHOBJIEHHOe coeanHeHne ¢ 6azon
OaHHbIX. Takon noaxopn CyLeCcTBEHHO COKOHOMUT Bpems (cMm. README.webserver).

3.2. NpepBapuTesibHO 3arpy>xeHHblie MOAYJIM -
startup.pl

YT106bI BCE paboTasno buicTpee 1 3aHMMAN0 MeHbLLE NaMaATN UCMNOJIb3YNTe CLeHapuni 3a-
nycka scripts/apache2-perl-startup.pl ona npeaBapuTesibHON 3arpy3Ku/KomMnuns-
unm Perl moaynein Ha cepsepe ¢ mod_perl (cm. README.webserver).
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3.3. Nepe3arpy3ka Perl-moanynen Bo Bpema
OOHOBJNIEHMA C AUCKa

By default Apache::Reload is used in scripts/apache2-httpd.include.conf. Disable it and
you will get 8% more speed. But remember to restart the web server if you install
any modules via the OTRS Package Manager, or any values in your SysConfig or in
Kernel/Config.pm. Important: this would also mean you can't use the OTRS Package
Manager via the web interface, you need to use the command line variant - bin/
otrs.PackageManager.pl.

3.4. Buibop NMpaBsunbHou CTpaTerum

If you have a larger installation, e.g. over 1,000 new tickets per day and over 40 agents, it
is a good idea to read the chapters on Performance of the mod_perl User's Guide ( http://
perl.apache.org/docs/2.0/user/index.html ).

3.5. mod _gzip/mod_deflate

Ncnonb3ynte mod_deflate npnsa Apache2, eciny Bac "cnabasa" nonoca nponyckaHums . Mpwu
3arpy3ke html-ctpaHuubl pa3mepom B 45k, mod_gzip/mod_deflate coxxmeT ee n cTpaHu-
ua bypeT 3aHMMaTb OKOM0O 7K. HeooCTaTKOM Takoro noaxoda ABASAETCSA OAOMOJMHUTENb-
Has Harpy3ka Ha cepBep.
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NMpuno>XxeHue A.
AdononHuTesibHbIe pecypchl

We try to support you with the very latest information about OTRS. We also give you an
opportunity to provide us with your feedback.

1. Website OTRS Group

You can find the website of the OTRS Group, the company behind OTRS, at http:/
www.otrs.com. It contains a lot of product-related information, such as white papers,
release notes, case studies and so on.

2. CNUCKM pacCbiJIKH

The Table A-1 displays our various community mailing lists.

Tabnuua A.1. CNUCKM pPacCbiIKMU

Ha3BaHue OnucaHue JdOoMaLLHAA CTpaHMUa

announce@otrs.org Hu3kni Tpaduk, Ha aHrnun-| http://lists.otrs.org/cgi-bin/
CKOM fA3blke, ona obwbaAsne-|listinfo/announce

HUN O HOBbIX penunsax OTRS
N peweHnax o besomnacHo-
CTW.

otrs@otrs.org Medium to high traffic list, | http://lists.otrs.org/cgi-bin/
in English, where you can|listinfo/otrs
find all sorts of relevant
questions and support for
the product.

otrs-de@otrs.org Medium to high traffic list,|http://lists.otrs.org/cgi-bin/
in German, where you can|listinfo/otrs-de

find all sorts of relevant
questions and support for
the product.

dev@otrs.org CpepoHun Tpaduk Ha aH-|http://lists.otrs.org/cgi-bin/
rIMncKkom sasbike, rae OTRS-|listinfo/dev

paspaboTynku obcyxxpatoT
pa3nnyHble NaaHbl 1 BOMNPO-
Cbl peanun3sauuu.

il8n@otrs.org HebonbLioe konnyecTBo |http://lists.otrs.org/cgi-bin/
nosb3oBaTenen Ha aHramm-|listinfo/il8n

CKOM f3blke C BOMpoca-
MW UNHTEepHauMoHaamsauum
n nokanmsauuun. Ecnm Bbl
eCTb WIN TONbKO XOTUTe
CTaTb MNepeBOAYUKOM Mpo-
ekTa OTRS nnun nmeeTte npo-
6/5eMbl C OOHMM M3 HaWKWX
MPUIOXXEHUN, 3TO MMEHHO
TO MeCTO, Kya BaM HY>XHO.

To subscribe to any of these lists, visit the following link: http://lists.otrs.org/.
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3. User Forums

You can find community user forums at http://forums.otrs.org. It allows you to get in
contact with users all around the world and exchange experiences regarding the use of
OTRS.

4. TPeKMHr olwimooK

To submit bugs visit http://bugs.otrs.org/ (see Figure below). Please take note of the
difference between a bug and a configuration issue. Configuration issues are problems
that you encounter when setting a system, or general questions regarding the use of
OTRS. Bug reports should only be used for issues with the source code of OTRS itself, or
to file enhancements for OTRS. All your bug reports and enhancement requests are very
welcome in the bug tracker.

File Edit Wiew History Bookmarks Tools Help
& - @ (2 [0 nitp#rbugs.otrs.orgfindex.cgi x| k] G- <

OTRS . open Ticket Request System Bugzilla

otrs org | bugs.otrs.org | lists.otrs. org | fag.oirs org | doc.otrs. org|

Bugzilla Main Page
This is where we put in lots of nifty words explaining all about Bugzilla

Butitall boils down to a choice of.

Login:
Password:

Login | [Eorot myPassword]

ar (recuires a Wozilla hrowser like Mozilla Firefox)

bug # or some search terms

Find |[Hely
Actions:  Home | New | Search | Find || Beports | Requests | New Account | Log In

Copyiight ®2001-2005 OTRS Team, All Rights Reseved.

PucyHok: TpekuHr oLunbok.

For configuration issues, you should either use the commercial support, available from
OTRS.com, or the public mailing lists.

Bbl noMoO)XeTe HaM yay4ylWwuTb NPOAYKT ecan coobuwmTte o6 owmnbke. Mbl LEeHHUM Ball
BKJs1ag!

5. KomMepuyeckaa noapep>Xxka

For services (support, consulting, development, and training) you can contact the
company behind OTRS, OTRS AG. Our offices are located in Germany, USA, Mexico, the
Netherlands, and in other countries. Visit our website for contact information: http://
www.otrs.com/en/corporate-navigation/contact/
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NMpunoxeHnue B. Configuration
Options Reference

1. DynamicFields

1.1. DynamicFields::Backend::Registration
1.1.1. DynamicFields::Backend# # #Text

Description: DynamicField backend registration.
Group: DynamicFields

SubGroup: DynamicFields::Backend::Registration
Valid: 1

Required: 0

Config-Setting:

$Self->{'DynamicFields::Backend'}->{'Text'} = {
'ConfigDialog' => 'AdminDynamicFieldText',
'DisplayName' => 'Text',
'Module' => 'Kernel::System::DynamicField: :Backend: :Text'

1

1.1.2. DynamicFields::Backend# # #TextArea

Description: DynamicField backend registration.
Group: DynamicFields

SubGroup: DynamicFields::Backend::Registration
Valid: 1

Required: 0

Config-Setting:

$Self->{'DynamicFields::Backend'}->{'TextArea'} = {
'ConfigDialog' => 'AdminDynamicFieldText',
'DisplayName' => 'Textarea',
'Module' => 'Kernel::System::DynamicField: :Backend: :TextArea'

1

1.1.3. DynamicFields::Backend###Checkbox

Description: DynamicField backend registration.
Group: DynamicFields

SubGroup: DynamicFields::Backend::Registration
Valid: 1

Required: 0

Config-Setting:

$Self->{'DynamicFields: :Backend'}->{'Checkbox'} = {
'ConfigDialog' => 'AdminDynamicFieldCheckbox',
'DisplayName' => 'Checkbox',
'Module' => 'Kernel::System::DynamicField: :Backend: :Checkbox"

};

1.1.4. DynamicFields::Backend###Dropdown

Description:

DynamicField backend registration.

Group:

DynamicFields
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SubGroup: DynamicFields::Backend::Registration
Valid: 1
Required: 0

Config-Setting:

$Self->{'DynamicFields::Backend'}->{'Dropdown'} = {
'ConfigDialog' => 'AdminDynamicFieldDropdown',
'DisplayName' => 'Dropdown',
'Module' => 'Kernel::System::DynamicField: :Backend: :Dropdown'

1

1.1.5. DynamicFields::Backend###DateTime

Description: DynamicField backend registration.
Group: DynamicFields

SubGroup: DynamicFields::Backend::Registration
Valid: 1

Required: 0

Config-Setting:

$Self->{'DynamicFields: :Backend'}->{'DateTime'} = {
'ConfigDialog' => 'AdminDynamicFieldDateTime',
'DisplayName' => 'Date / Time',
'Module' => 'Kernel::System::DynamicField: :Backend: :DateTime'

};

1.1.6. DynamicFields::Backend###Date

Description: DynamicField backend registration.
Group: DynamicFields

SubGroup: DynamicFields::Backend::Registration
Valid: 1

Required: 0

Config-Setting:

$Self->{'DynamicFields: :Backend'}->{'Date'} = {
'ConfigDialog' => 'AdminDynamicFieldDateTime',
'DisplayName' => 'Date’,
'Module' => 'Kernel::System::DynamicField: :Backend: :Date'

}i

1.1.7. DynamicFields::Backend###Multiselect

Description: DynamicField backend registration.
Group: DynamicFields

SubGroup: DynamicFields::Backend::Registration
Valid: 1

Required: 0

Config-Setting:

$Self->{'DynamicFields::Backend'}->{'Multiselect'} = {
'ConfigDialog' => 'AdminDynamicFieldMultiselect',
'DisplayName' => 'Multiselect’,
'ItemSeparator' => ', ',
'Module' => 'Kernel::System::DynamicField::Backend::Multiselect'

}.

1.2. DynamicFields::ObjectType::Registration
1.2.1. DynamicFields::ObjectType###Ticket

‘Description:

‘ DynamicField object registration.
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Group: DynamicFields

SubGroup: DynamicFields::ObjectType::Registration
Valid: 1

Required: 0

Config-Setting:

$Self->{'DynamicFields::0ObjectType'}->{'Ticket'} = {
'DisplayName' => 'Ticket',
'Module' => 'Kernel::System::DynamicField::0bjectType::Ticket'
i

1.2.2. DynamicFields::ObjectType###Article

Description: DynamicField object registration.
Group: DynamicFields

SubGroup: DynamicFields::ObjectType::Registration
Valid: 1

Required: 0

Config-Setting:

$Self->{'DynamicFields::0bjectType'}->{'Article'} = {
'‘DisplayName' => 'Article',
'Module' => 'Kernel::System::DynamicField::0bjectType: :Article'

1

1.3. Frontend::Admin::ModuleRegistration
1.3.1. Frontend::Module###AdminDynamicField

Description: Frontend module registration for the agent interface.
Group: DynamicFields

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{'AdminDynamicField'} = {
'Description' => 'Admin',
'Group' => [
'admin'
]I
'Loader' => {
'CSS' => [
'Core.Agent.Admin.DynamicField.css'
]I
'JavaScript' => [
'Core.Agent.Admin.DynamicField.js"
]
}I
‘NavBarModule' => {
'Block' => 'Ticket',
'Description' => 'Create and manage dynamic fields.',
'Module' => 'Kernel::Qutput::HTML: :NavBarModuleAdmin',
'Name' => 'Dynamic Fields',
'Prio' => '1000'
}I
'NavBarName' => 'Admin',
'Title' => 'Dynamic Fields GUI'
}

1.3.2. Frontend::Module###AdminDynamicFieldText

Description:

Frontend module registration for the agent interface.

Group:

DynamicFields

251




OTRS

Real Services

SubGroup: Frontend::Admin::ModuleRegistration
Valid: 1
Required: 0

Config-Setting:

$Self->{'Frontend: :Module'}->{"'AdminDynamicFieldText'} =
'Description' => 'Admin',
'Group' => [
'admin'
]I
'Loader' => {
'JavaScript' => [
'Core.Agent.Admin.DynamicField.js"
1
}I
'Title' => 'Dynamic Fields Text Backend GUI'

1

{

1.3.3.

Frontend::Module###AdminDynamicFieldCheckbox

Description: Frontend module registration for the agent interface.
Group: DynamicFields

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

'Description' => 'Admin',
'Group' => [
'admin'
]I
'Loader' => {
'JavaScript' => [
'Core.Agent.Admin.DynamicField.js"'
]
}I
'Title' => 'Dynamic Fields Checkbox Backend GUI'

1

$Self->{'Frontend: :Module'}->{'AdminDynamicFieldCheckbox'} = {

1.3.4.

Frontend::Module###AdminDynamicFieldDropdown

Description: Frontend module registration for the agent interface.
Group: DynamicFields

SubGroup: Frontend::Admin::ModuleRegistration

Valid: 1

Required: 0

Config-Setting:

'Description' => 'Admin',
'Group' => [
'admin'
]I
'Loader' => {
'CSS' = [
'Core.Agent.Admin.DynamicField.css'
]I
'JavaScript' => [
'Core.Agent.Admin.DynamicField.js",
'Core.Agent.Admin.DynamicFieldDropdown.js'
1

}I

$Self->{'Frontend: :Module'}->{'AdminDynamicFieldDropdown'} = {
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H 'Title' =>