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NpeoucnoBue

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

B crnepyoowmx rnaeax OMNMCbiBaeTCs YCTaHOBKA, HACTPOMKa U agMUHUCTPUPOBaHME
nporpaMmmbl OTRS. B nepBor TpeTU TEKCTa OMUCLIBAKOTCH KOYEBbIE PYHKLMOHaIbHbIE
BO3MOXXHOCTU MporpamMHoro obecrneyvyeHmns, B TO BPEMSA KaK OCTaJIbHOM TEKCT SBASAETCA
CCbIJIKOM Ha MNOJIHbIN Habop HacTpanBaeMbIX MapaMeTpPoOB.

DTa KHWra v pajblle HaxoAUTCS B CTaaun pa3paboTKM M COBEPLUEHCTBYETCS C
BbIXO[0M HOBbIX BEPCUIA NpoAyKTa. YTobbl caenaTb 3TO CNpaBoOYHOE PYKOBOACTBO bonee
Ka4yeCTBEHHbLIM, MOJIHbIM U TOYHLIM HaM Hy>XHa obpaTHas CBS3b C Bamu. NoxXanymncTa,
HanMMWMTe HaM, ecsin 3aMeTUTe OTCYTCTBME HEKOTOPbLIX Pa3fesioB B 3TON KHUre, ecnn
HeKoTopble Beln OObACHSATCS HEeAOCTAaTOYHO XOPOWO WU, ecan MpocTo BMAUTe
opchorpacdunyeckue, rpamaTndeckme oMbk nnm onevyaTkn. Mel 6ynem npusHaTeNbHbI
3a nobon BUL o6paTHOW CBA3U, KOTOPYH MOXHO OCYLLECTBMTb MOCPEACTBOM HalleWn
CUCTEMbI OTC/IeXXUBaHUA OWNBOK, KoTopasa HaxoauTcs no aapecy http://bugs.otrs.org.
3apaHee 6narogapum Bac 3a NoMoLb!
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Chapter 1. BBepeHue

1. Cucremol ObpaboTkmn 3an8BOK -
OCHOBbI

B aToli rnaBe gaeTcsa KpaTKuii 0630p naen 3asaBoK B LIEJIOM, U CUCTEM 06paboTKKM 3a8BOK,
B YAaCTHOCTWU. KpaTKNiA NpuMep UIIIOCTPUPYET NPENMYLLIECTBA UCMOJIb30BAHUS CUCTEMBbI
06paboTKM 3a5BOK.

1.1. Y10 Takoe cucteMa obpadboTKu 3a8BOK U
3a4eM OHa HY)XHa?

Cnenywowmn npumep nokasbiBaeT, 4To cobon aBasieT cucteMa ob6paboTkm 3a9BOK U Kak
MO>XHO C3KOHOMMWTb MHOTO BPEMEHM U OEHEr, UCMoJib3ys NoAobHYI0 CUCTEMY B CBOEWN
KOMMaHuu.

[asainTe npencTaBmM, 4TO MakCcMM 3aHUMaeTCs NPOU3BOACTBOM BUAEOMAr HUTOOHOB.
MakcuM nonyyaeT MHOro nMMCeEM OT KJIMEHTOB, KOTOpble HY»XOAlTCA B MOMOLUKM MO
ycTponcTBy. CnycTa HECKOSbKO AHEeW, Yy Hero HeTy cBobogHoro BpemMeHu 4Tob6bl
ornepaTuMBHO OTBETUTb Ha BCE MUCbMA K/AMEHTOB wuanm x0T 6bl NpocMOTpeTb WuX.
HekoTopble KJIMEHTbl He XOTAT AOJro XAaTb M MNUWYT BTOPOE MUCbMO C TeM Xe
BOMpPOCOM. Bce nuncbMa, copepkaline npocbbbl 0 noagep)Xke XpaHATCA B OLHOM
MOYTOBOM SLLMKE. 3aMpoChkl HE COPTUPYIOTCA N MakCcM OTBEYaeT Ha NUCbMa NOoJIb3YACh
06bl4HON NporpaMmMon Ang paboTbl C 31eKTPOHHON MOYTON.

MockonbkKy MakcuM He ycneBaeT ObICTPO AaTb OTBET Ha BCE MUCbMa, €ro MHXXeHepbl:
AHgpenn n AnekcaHap 6epyTcs noMovb Makcumy. Ona paboTbl ¢ noyTom AHApen un
AnekcaHAap MCNoJb3yT OAUH U TOT XKe MOYTOBbIN AWK, KOTOPbIA XPaHUT BCe NMUCbMa
KNeHToB. OHW HNYero He NoAo03peBalOT O TOM, 4HTO MakKCUM MONy4us ABa OAVNHAKOBbIX
nMMcbMa C BOMPOCOM O MOMOLLM OT OTYasABLUErocs KnveHTa. BpemMeHamu oHu ob6a
OTBeYaloT Ha OAMH N TOT XKe 3anpoc, U KJIMEHT noJsiyvyaeT ABa pa3/InyHbIX oTBeTa. bonee
TOro, Makcum He MMeeT NpencTaB/IeHNd O COOEPXMMOM 3TUX OTBETOB. TakXe OH He
3HaeT nogpobHocTen 6onbLWMHCTBa NPobIeM €ro KJIMEHTOB 1 O TOM KaK OHW peLuatoTCs,
Kakne npobnembl BO3HMKAIOT 4Yalle BCEro, a TakXe, CKOJIbKO BPEMEHU N AeHer OH
[OJIKeH NOTPaTUTb Ha NOALAEPXKKY KJIMEHTOB.

Ha cobpaHun Konnera pacckasbiBaeT Makcumy o cuctemax 06paboTkuM 3a9BOK N KaK OHU
MOryT pewwnTb ero npobnembl C NOOOEPKKON KAMEHTOoB. Mocne novcka uHdopmMaumn
B NIHTepHeTe, MakcM npuHuMaeT peweHne yctaHoBuTb OTRS - OTKpbITyo Cuctemy
ObpaboTkn 3anBok, ganee npocto OTRS, Ha KoMMblOTEPE, KOTOPLIA ByaeT OAoCTyneH
n3 Beb Kak s KJAMEHTOB KOMMaHUM Tak U ONA ee COTPYAHMKOB. C 3TOro MOMEHTa,
3anpocChbl KIMEHTOB 60bLIE HE MPUXOOAT Ha YaCTHbLIA NOYTOBLIN AWMK MakcuMa, Tenepb
OHMN HanNpaBASATCA Ha MOYTOBLIN AWMK, KOTOpbIN ucnosbdyetca and OTRS. OTRS
MOAKJ/II0YEHA K 3TOMY MOYTOBOMY SALWMKY N aBTOMaTUYECKN COXpPaHsSeT BCe 3anpochl B
cBoen 6a3e gaHHbIX. CMCTEMa reHepupyeT aBTO-0TBET OJ19 Ka)KA0ro HOBOro 3amnpoca u
OTMpPaBSET ero KJNEHTY, TaK 4YTO Ternepb KJANEHT MOXXET ObITb YBEPEH B TOM, YTO €ro
3anpoc noctynun B 06paboTky n oTBeT byaeT oaH B 6amxkanwee speMs. [ns Ka)kgoro
3anpoca OTRS co3paeT NpsAMYIO CCbIJIKY - HOMep 3asaBKU. Ternepb KJAWEHTbI O0BOJIbHbI,
OHW NoslyYatloT ObICTPLINA OTBET Ha CBOIO 3a5IBKY M UM Y>Ke HET HMKaKOro CMbIC/la MncaTb
MOBTOPOHE MNCbLMO C TEM >XKe BornpocoM. Makcum, AHapen n AnekcaHap MOryT CMOKONHO
OTBeYaTb Ha MOCTYMUBLUbIE 3aMPOChbl NCNOb3ys 00bIYHbLIAN Be6-6bpay3ep ansa paboThl C
OTRS. Takxe, ciiegyeT OTMETUTb TOT AKT, YTO HN 0HO coobLIEeHME KTNeHTa He byneT
OTPenaKTMPOBaAHO ABaXXObl, MOCKOJIbKY CUCTEMa aBTOMaTUM4YeCKM BNIOKMPYeT 3asiBKY,
0151 KOTOpOW Co34aeTCcs OTBeT.
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JaBanTe npenctaBMM 4YTO r-H FpUWIKO genaeT 3ampoc B KOMMaHuMio Makcuma u ero
coobuieHne obpabaTbiBaeTca cuctemon OTRS. AnekcaHap AaeT KpaTKUA OTBET Ha
ero Bonpoc. Ho y r-Ha IpuMWKO eCcTb AOMNOJIHUTEJIbHbIA BOMPOC M Ha C/eAYIOLMiA
O0eHb OH oTBeYaeT Ha nucbMo AnekcaHpgpa. lMockonbky y AnekcaHapa v CBOUX Aen
XBaTaeT, Ha NMUCbMO r-Ha lpuwko oTeBevaeT MakcmMm. CnocobHocTb OTRS XxpaHuTb
NCTOPUIO MO3BOJISET MaKCUMy MPOCMOTPETHL BCIO LLEMNOYKY Nepenmnckn no aToMy 3anpocy
1 HanncaTb 6osee NoapPobHbLIN 0TBET r-Hy NpuULKo. '-H FpPULLKO, B CBOIO o4epedb, Jaxe
He goragbiBaeTcs, 4TO B npouecc obuweHnsa bbiin BoBsie4YeHbl ABa pa3HbIX YeN0BEKa,
OH [OBOJIEH COBETaMW OTHOCUTEJNIbHO pelleHnsa cBoen npobsembl, KOTOPbIE MPULLIN B
nocnegHeem coobuweHnmn ot Makcmnma.

KoHeYyHo, 3TO BCero nuWb KpaTKkuii 0630p (YHKLMOHaNbHBIX BO3MOXXHOCTEN W
ocobeHocTen cuctem 06paboTkuy 3aaBOK. Ho B ciydae, ecnim B Bally KOMMaHUIO MPUXoanT
MHO>XECTBO 3aMpOCOB OT KJINEHTOB Yepe3 NUCbMa 3NEKTPOHHON MOYThl U TeNe(OoHHbIe
3BOHKW N OHW O0J/KHbI 06pabaTbiBaTbCs B pa3HOe BpeMs, - cuctema 06paboTkm 3aaBoK
NMOMOXXET CYLWECTBEHHO C3KOHOMWUTb BPEMS U AEHbIU, MO3BOJUT CTPYKTYPUPOBATb
BCIO CUCTEMY MOALEPXXKU KJMEHTOB, caenaTb 6onee npo3payHbiM Mnpouecc obMeHa
nHhopMaumen Mexay KIAMeHTaMu W KOMMAHUSAMWU, H4TO HEOTMEHHO NpMBEAET K
NOBbLILWEHNIO 3(PPEKTUBHOCTM KakK [ONs KJAMEHTOB TakK W Aas obcnyxumsatowero
nepcoHasa v NO3NTUBHO CKa)keTCs Ha (PMHAHCOBOM MOJIOXKEHWNN KOMMAHWN.

1.2. Y10 TaKkoe 3aaBKa?

3asBKa 04eHb NOX0XKa Ha MeOANLUNHCKYIO KapTO4KYy NMauneHTa 6onbHULbI. MeanunHcKas
KapTO4YKa COo3hdaeTCd, Koraa nMnauuneHT rnocewaeT 6OJ'IbHI/ILI,y BrnepBble, BCE€ BaXHble
OaHHble 0 MNauueHTe, TakMe KakK: JInYHble OaHHble, MHPOpMaLNUsa O COCTOAHUU ero
340poBbA, MEOULINHCKOM OCMOTPE 3alnCbiBatOTCA B MEANLINMHCKYO KapPTO4YKY. C KaxxablM
HOBbIM BU3NTOM TMauUWNEHTa B 601'IbHI/ILI,y, KaXXObln M3 Jevalumx Bpaqe|7| nobasnsetr
B MeOULUUNHCKYIO KapTo4dKy MHGPOPMaLN0 O COCTOAHUM MaLueHTa, Nctopumn 6onesHun
MU, Ncnonb3lyemble O JIeHEHNSA JieKapCTBEeHHble rnpenapaTbl. TakuMm 06pa30M apyrune
nedvauwne Bpaydnm n MmegcecTtpbl MOryT BUAETD, I'IO,EI,p06Hy}O KapTUHY COCTOAHUA NalUneHTa.
Korga naumeHT BbI3AOPOBEST U BbiMUCasiCcAa U3 60NbHULbI, MeOUUMNHCKas KapTO4Ka
3aKpbIBaeTCH U BCA MHQOPpMaLMA nepenaeTcsa B apXus.

Cuctembl 06paboTkn 3a8BOK, Takume Kak OTRS, o6bpabaTbiBaloT 3asBKU Kak
06bIKHOBEHHbIE email. Korga KmeHT Nocbl1aeT 3anpoc, CMCTeMa CoO34aeT HOBYIO 3a51BKY,
YTO CPaBHUMO C OTKPbITUEM HOBOW MEANLIMHCKON KapTOYKKN MaumeHTa 6onbHuubl. OTBET
B 3TON HOBOW 3asiBKE MOXXHO CPaBHWUTb C 3aMMCbIO Jsievallero Bpavya B MeAULIMHCKON
KapTo4ke, CBUOETENbCTBYOWEN O U3BMEHEHNN COCTOAHUA 300POBbS NaUMeHTa. 3asBKa
CYNTAETCs 3aKPbITOW, KOorga KJWEHTY OTMNpaBJieH OTBET WM eC/IN 3asBKa 3aKpbiTa
CNCTEMOI aBTOMaTUYECKU. EC/IN KNMEHT OTNpaBAseT OTBET Ha y>Ke 3aKPbITYI0 3asBKY,
OHa byaeT 3aHOBO OTKpPbITa CUCTEMON U B Hee byneT nobaBsieHa HOBasi MHGOPMaLUUS.
YT0b6bl COXpPaHMTb LEJNIOCHOCTb BCEX QMAaHHbIX, XPaHAWMWXCA B CUCTEME, KaXkdas
3asBKa XPaHUTCSA U apXMBUPYETCSA BMECTe CO BCeN MHpopMaumnen. NoCKoNbKY 3asBKK
obpabaTbiBaloTCs Kak 0ObIKHOBEHHbIE COOBLLEHNSA 3NTEKTPOHHOW NOYThI - BMECTEe C HUMU
Takxe OyayT COXpaHeHbl BCE BIOXXEHUSI N KOHTEKCTHble aHHOTauuu. KoHe4yHOo Xxe,
Takasi nosie3Hast MHOPMaLUNa Kak NpUMeYaHns, oaTthl, AaHHbIE O HAHATbLIX PabOTHUKaAX,
paboyee Bpems Heobxoaumoe ans paboTbl C 3a89BKOW U T.O TaKXe COXpaHseTcs
cnctemon. Bce 3aaBkM MoOryT 6biTb OTCOPTMPOBaHbLI B COOTBETCTBYIOLWEM MOPAOKE,
TaK)Xe MO>XHO C JIErKOCTbI0o MPON3BOAMTL NOMNCK BCeN Heobxoamnmom nHcopMaLnm.

2. OTRS Help Desk

B 3ToM rnaBe OMUCLIBAlOTCS XapaKTepHble O0COBEHHOCTU U (QPYHKLMOHAJbHbIE
BO3MOXHOCTU OTKpbITONn Cuctembl ObpaboTkm 3asBok (OTRS). 3pmecbk Bbl HangeTe
nosieaHylo MHGOPMaLUIO O TOM, Kakoe obopynoBaHue W nporpamMHoe obecnevyeHune
Heobxoaumo ans pyHKUnoHMpoBaHnsa OTRS. Tak>Xke, B 3TOW rnaBe pacCcka3biBaeTCs O TOM,
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KaK MOJly4MTb KOMMEpPYeCKy noanep>kKy cuctembl OTRS, Ha ciy4an, ecninm Bbl B HeW
Hy>X[JaeTecCb, a TakKXe, KakMM 06pa3oM MOXKHO CBA3aTbCHA C COOOLLEeCTBOM.

2.1. OcHOBBI

OTRS Help Desk (OTRS) Beb npunoxeHne, KOTopoe yCTaHaB/MBaeTCs Ha Beb-cepeep u
ncnonb3yeTtcs B Beb6-6paysepe.

OTRS pa3peneH Ha HECKOJSIbKO KOMMOHEHTOB. [NlaBHbIM KOMMNOHEHTOM BCEN CUCTEMbI
apnsetca OTRS-ppenMBOPK, B KOTOPOM COAepXaTCA BCe OCHOBHble (YHKLMN
npunoXxeHmsa un cuctema obpaboTkm 3aaBoK. Beb-uHTepgenc OTRS nossonser
yCTaHaB/AMBaTb AOMNOJIHUTESIbHbIE MNPUIOXKEHUS, Takue Kak, Hanpumep, OTRS::ITSM, a
TakXe WHCTPYMeHTajlbHble CpeacTBa A1 MOHUTOPUHra MHGOpMauum O COCTOSAHUU
cuctemsbl, 6a3y 3HaHun (FAQ) n mHorune gpyrue.

2.2. OcObeHHOCTU U (pYHKLMOHAJIbHbIE
BO3MO>XHOCTHU

OTRS umeeT 6onblion Habop dyHKUUA. CneaywoWmn CnnMcok naeT 0630p OCHOBHbIX
ocobeHHoCTeNn, BKAOYeHHbIX B OTRS cdhpeliMBOpK.

2.2.1. Monb3oBaTesibCKUN UHTEPDEnc

* OTRS nocTaBnsieTCs C COBPEMEHHbIM BED-MHTEpdencom pa3geneHHbIM 411 areHToB U
rnoJib3oBaTenen

* OH npekpacHo paboTaeT B Ntobom coBpeMeHHOM Gpay3epe, BKJOYas MOOUSbHbIE
nnatdgopmbl 1 retina-gucnnen.

* /icnonb3ys TeMbl U CKUHBI MOXKHO HAaCTPOUTL BEB-MHTEpdeC No CBoemMy BKYCY.

* MHOroyHKUMOHaNbHasA, HacTpavBaeMas nMaHeslb YNpaBieHUa AN areHToB C
nepcoHasibHbIM, OTAeNbHbIM 6/0KOM [N MNpocMOTpa 3as8BOK U rpaduyeckon
CTAaTUCTUKOWN.

* PaCLIJI/IpFIeMbII‘;I reHepatop OT4eTOoB nMnpeaocCtaBndeT pa3/inyHble CTaTUCTUYECKNE
OaHHblE N HaCTpanBaeMble NMapaMeTpPbl NMNJIaHNPOBaHNA OTHETOB.

* C nomoulbtlo ProcessManagement Mo)XHO co3faaBaTb COBCTBEHHbIE, OCHOBAHHbLIE Ha
3as1BKax 3KpaHbl U npouecchl (moTokn paboT no 3aaeke - workflows).

* OTRS umMeeT BCTPOEHHYIO CUCTEMY NpaB, (PYHKLUMOHANLHOCTb KOTOPOW MOXHO C
NIerkoCTbio paclMpUTb C MOMOLLLIO CAUCKOB KOHTpOoaa goctyna (ACL).

* Mopnepxka 6onee 30 5I3bIKOB U Pa3HbIX YAaCOBbLIX MOSACOB.

2.2.2. NMouToBbLIK UHTEpdEenc

* Mopnepxka MIME c BnoxxeHnamu.

* ABTOMaTM4yeckoe npeobpaszoBaHne HTML B npocTon TekCT (noBbilaeT 6e30NacHOCTb
"YyBCTBUTESILHOI0" cogep>XaHus N 3HA4YNTENbHO YCKOPSAET MOUCK).

e Bxoasuias novyta MoxXeT 6biTb OTPUILTPOBAHA C UCMOSIb30BAHNEM CJIOXKHbIX MPaBuJ,
Hanpumep AN U3BJEYeHMs crnaM - CoobLLeHUA unn ans pacnpeneneHuns 3asBokK Mo
oyepensm.

* Mopnepxka PGP u S/MIME cTtaHgapToB As ynpaBJseHnsa KidYamu/ceptTudukatamm n
06paboTKM 3N1EKTPOHHON NOYTHI.




OTRS

Real Services

e ABTOMaTM4YeCKMEe OTBEThI, HACTPaNBaAEMbIE /18 Ka)K 10 ovyepenun.

* YBeOM/IEHNUS areHTOB MO 3JIEKTPOHHOW MOYTE O HOBLIX, MOCAEAYOWUX WIN
pPa36/I0KNPOBaAHbIX 3aABKaX.

* iIMeeTcA BO3MOXXHOCTb 3afaTb CBOM COOCTBEHHbIN MAOEHTUMPUKATOP 3a8BKU 414
pacrno3HaBaHMsA CBA3aHHbIX C Het 0b6bekToB, HanpuMmep, 3BOHOKNe, 3asaBkaNe nnum
3anpocNe. B cucteme nmeeTcsa HECKOJIbKO cnocoboB reHepaunm HoMepos (OCHOBAHHbIN
Ha paTte, Ha 6a3e ciay4alHbIX 4Yncen M T.4.), TaKXe, Bbl MOXKETe BK/4YUTb CBON
cobcTBeHHbIN. CBSA3aHHble 06BHEKThI TakXXe MOryT pacrno3HaBaTbCsA C UCNOJIb30BAHNEM
In-Reference-To 3arosI0BKOB UM BHELWHNUX HOMEPOB 3aABOK.

2.2.3. 3a8BKM

* OTRS uncnonb3yeT MoHATUE 3asaBKU gna cbopa mHpopMaumm n3 BCeX BHELIHWUX U
BHYTPEHHUNX UCTOYHNKOB KOMMYHUKaLMW. DTN 3as9BKN MOMELLAIOTCA B o4epean.

* lOCTYNHO MHOro pa3s/in4YHbIX CNocob0oB MpPoCcMOTpa 3asaBOK B cucTeMe (Ha OCHoBe
Ouvepepen, CrtaTyca, IcCKanauuwu...) UCNOJb3ysA pas/iMd4HbIe YPOBHW AeTasnunsauunu
(Manbln/cpenHnn/npenBapuTesibHbIA MPOCMOTP).

* Bce nameHeHUs 3a9BKN perncTpupyroTca B ictopuun 3asaBku.

* I3aMeHeHns B 3asBKax NMoryT 6bITb BbINOJIHEHbI MHOTMMUN pa3HbiMK criocobaMu, Takumu
KakK OTBEeT Ha 3asBKy, NnepeHanpaB/ieHue, nepecblsika, nepemMelleHue B LpYryto
oyepenb, U3MeHeHne ee aTpubyToB (COCTOSIHME, NMpuopuTeT U np...), 6N1OKNPOBKa
M BBOJL 3aTpayvyeHHOro Ha Hee BpeMeHUu. MOXHO M3MEHSATb MHOXXECTBO 3asBOK
OLHOBPEMEHHO (MaccoBoe OENCTBUE).

* [lepeBon B OXMWOAHME U YCTaHOBKa NapaMeTpoB 3CKanauwunm / YnpasseHue SLA -
cornaweHnamMm ob ypoBHe cepBuUcCa MpefocTaBsIAOT BO3MOXKHOCTb MJaHWUPOBaHMUSA
06paboTKM 3a9BOK BO BpEMEHU U yCTaHaBIMBaTb OrpaHNYeHna oNas HUX.

* 3aABKN MOryT ObiTb NMpuMBSA3aHbl K APYrMMun 3asBkaM uanm obbekTam, Hanpumep, K
3anucam m3 FAQ.

» "GenericAgent" no3sonseT coBepwlaTb aBTOMaTUYECKME U CUHXPOHHbIE OENCTBUSA Ha g
3asBKaMM.

OTRS nocTaBnseTcs € MOLLHOW MONCKOBOW CUCTEMOW, KOTOPas NO3BONSET BbIMOJIHATL
CJIOXKHBIA N MOJIHOTEKCTOBbIV MOUCK MO 3asBKaM.

2.2.4. CucteMma

* OTRS paboTaeT BO MHOrMx onepaumMoHHbIX cucTtemax (Linux, Solaris, AlX, FreeBSD,
OpenBSD, Mac OS 10.x) u nopgepxuBaeT paboTy C pa3HoobpasHbiMu CYBO ans
OCHOBHOro cepsepa 6a3 gaHHbix OTRS (MySQL, PostgreSQL, Oracle, MSSQL).

* 4opo cncTtemMmbl MOXKET OblTb paclIMPEHO C MOMOLLbIO YCTaHOBKW AOMOJIHUTENbHbIX
nakeToB OTRS. CyuiecTByeT MHO>XeCTBO cCBOHOOAHO pacnocTpaHAeMbIX MAaKeTOB (TakKnx
kak FAQ, OTRS:ITSM u pgpyrue), a Takxe FeatureAddon nakeTbl O/ KJ/INEHTOB,
3aKJII0YMBLLNX CEPBUCHBLIE KOHPaKTbl ¢ OTRS group.

* Ina XpaHeHWs OaHHbLIX O KJ/IMeHTaX MpefycMoTpeHa BO3MOXXHOCTb WHTerpauum
BHELHNUX NUCTOYHUKOB JaHHbIX, ncnonb3sysa AD, eDirectory nnn OpenLDAP. KnneHTsol
MOTYyT ayTEHTUPUNLMPOBATLCS C NoMoLbio BHyTpeHHen b, LDAP, HTTPAuth nnun Ra-
dius.

* Ncnonb3ysa Genericlnterface, MoxHO nerko noakatounte OTRS kK gpyrum Beb-
cepBucaM. lMpocTble Beb-cepBUCHI MOTYT ObITb UHTErpMpoBaHbl 6€3 MCNob30BaHNS
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MPOrpaMMmMpPOBaHUNSA, CNIOXKHbIX CLLEHAPUEB C pa3nn4YHbiMK pacwmpeHusamm. OTRS Tick-
et Connetctor no3sonseT co3gaHne, obHOBNEHNE U MOUCK 3a8BOK Yepes3 Beb-cepBuUChI
yepes cTopoHHee [10.

PaccMoTpuM nimeHeHus B nocnegHux sepcmax OTRS.
2.2.5. HoBble BO3MO)XXHOCTU OTRS 5

2.2.5.1. MNpoAyKTUBHOCTb

* OTRS Tenepb ONTUMU3UPOBAH AOJI9 UCMNOJIb30BaAHUSA C MOOWUBbHBIMKW YCTPOMCTBAMMU
passinyHoOro Tuna n pasMepa sKkpaHa.

* Mlona BBOAA ANA MPSAMOro WIN MHOXXECTBEHHOro BblibOopa MOAEpPHU3NPOBaHLI W
NpeaoCcTaB/ISAOT BO3MOXXHOCTb PaCLUMPEHHOr0 NMONCcKa N puibTpaunm (cnacnbo Dusan
Vuckovic n3 Muhlbauer).

* Tenepb, Bbl MoXXeTe p[o0b6aBUTb/3arpysuTb wuU3obparkeHne HemnocpencTBeHHO B
WYSIWYG pegpakTop, ucnonb3dya npuembl Copy&Paste n Drag&Drop u3 nwboro
BHELUHero npuaoxeHus (Bo Bcex bpaysepax, 6€3 BCAKNX AOMOSHEHNNR).

* Yny4dweHa/pacluMpeHa CuUcTemMa YyBedoMJIeHUW. Tenepb MOXHO HacCTpauBaTb
CcobCTBEHHLIE YBEAOMJIEHNS C COBCTBEHHLIMU TPUITEPAMUN YCJIOBUIA 1 MOJaydaTensiMu.
B OTRS Business Solution™, yegomaeHus Tak>xe MoryT 6bITb A0CTaBJ/1eHbI C MOMOLLbIO
SMS wn/unn yBepgomnenmna Web View. MNMocnegHass BO3SMOXXHOCTb - 3TO CReLMasbHbIN
3kpaH B OTRS, KOTOpbLIN COOEPXKUT BCE YBEeAOMJIEHNA areHTa; C eé nomouwbtio OTRS
MO>XXeT NCMNO0JIb30BaTbCsA BoOOLLLE 6e3 MOYTOBOro KJINEHTA.

* Cnctema OTYeTOB  MoJlydumaa  HOBbIM  rpadumyeckmn  uHTepdenc, 6onee
OPY>XXeCTBEHHbIN, NMOMOralLL A Co34aBaTb BeJINKOJIEMNHbIE OTHYETbI 6LICTPO N Nerko.

e JlonoNHUTENbHO, B OT4YeTax BBeAeHbl HOBble BpeMeHHble nepuofbl - "kKBapTan" u
"nonyrogune"

* MosiBMAACk HOBasi BO3MOXHOCTb - FPYMAMNUPOBKA MYyHKTOB MEHI0 Ha 3KpaHe MOJIHOro
npocMoTpa 3asBOK. MeHee 4acTO WCMOJIb3yeMble 3JIEMEHTbl MeHK MOryT ObiTb
obbeAnHeHbl B MOAMEHIO, yayyllas 0630p 3KpaHa 1 ero Ucrnosib3oBaHue.

* O630pbl 33a89BOK MOryT Tenepb 0ToOpa)kaTb OaHHbIE KOMMAHWA KAneHTa, cnacunbo
Renée Backer.

* B npoueccHbix 3asiBKax Ternepb MoXHO B TransitionAction “TicketCreate” co3pmaBaTb
3asBKM 6e3 3aMeToK.

2.2.5.2. MacwtabupyemocTtb u NMpom3BoaAUTENIbHOCTDb
* HoBbin OTRS Daemon ynpaBaseT BCEMU aCMHXPOHHbLIMN U MEPUOANYECKNMU 3afa4aMm
n 3ameHsaeT Bce OTRS cron jobs npexHux Bepcuin. B KnacTepHbIX KOHPUrypaumnsx,
Harpy3ka aBTOMaTU4YeCKUN pacnpenenseTcs/BbipaBHUBAETCS MO y31aM.
* MMosiBUIAaCb BO3MOXKHOCTb 3aflaTb HECKONIbKO 3epKasibHblX (MoAYMHEeHHbIX) B ans
3P EKTUBHOCTM BbIYUCIEHNIA, TaKUX KaK MoJyYeHne OTHETOB WM MOJIHOTEKCTOBbLIN
MOUCK AN pacrpeneseHns Harpy3km mexxay cepsepamu bJ.

2.2.5.3. be3onacHoOCTb

e HoBbIN MexaHM3M  OBYyX(raKTOPHOW ayTeHTudukaumm nNo3BOASET MOBbLICUTb
6e3o0nacHOCTb Npu BXoJe.
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* If entering a fixed username and password doesn’t satisfy your requirements, you
can now additionally use the open standard for time based one-time passwords (RfC
6238, also known as Google Authenticator).

* [Mocne BKAWYEHUA ABYX(AKTOPHON ayTeHTUPUKaALUKW, areHTbl U KJANEeHTbl MOryT
no6aBnTb pa3fensemMblin CEKPETHbIN K04 B CBOU JINYHbIE HACTPOMKMK U Cpa3y HavyaTb
NCMONIb30BaHNWE OAHOPA30BbIX Maposien CO3[4aHHbIX BbIOpPaHHbIM VUMW METOAOM
(Hanpumep, Android Google Authenticator).

2.2.5.4. PaboTta c BHELLHUMU CUCTEMAaMHU

* A new XSLT based Genericlnterface mapping module allows for arbitrarily complex user-
defined data mapping.

2.2.5.5. YcTaHOBKa & AGMUHUCTPUpPOBaHue

* Hoeas koHconb OTRS pgenaeT paboTy C KOMaHAHOW CTPOKOW NpocTon 1 3abaBHON. Bce
KOMaHAbl UMET eQuHbIN MHTepdeNnc, NosesHylo AOKYMEHTALMIO U NPeaoCcTaBnaoT
MONE3HYI0 LBETHYIO pacKpacKy pe3yJsibTaToB BbiBOAA.

* AOMUHNCTPATOPbI TeNepb MOryT BbibpaTb MUHUMAJIbHbLIN YPOBEHb BbIBOAA B XKYpPHas
0N yMeHblUeHns o6 beMoB NPOTOKONMpPOBaHUS, cnacnbo Renée Backer.

* JKpaHbl 0630pa B MHTepgence agMUHMUCTpPaTopa Tenepb nomMe4varT owmboyHbie
3Ha4YeHUsa cepbiM, MO3BOJIASA ErKO CHOKYCMPOBaATLCA Ha HUX.

2.2.6. HoBble Bo3Mo>XHOCcTU OTRS 5

2.2.6.1. NMNpoAyKTUBHOCTDb
* [IpMeHEeH HOBbIN, YNPOLLEHHbIN MJIOCKWUA AN3anH nHTepdenca.

* AreHTbl Temnepb MOryT MPOCTO CO3JaTb OTBET Ha cooblleHne/3aMmeTKy. TekcT
oTBEeYaeMoro coobLeHns BKIOYAETCA B Ka4eCcTBe LMTaThl B co3AaBaeMoe coobuieHune.

* AreHTbl MOFYT UCMOJIb30BaThb WABJIOHbI HA BCEX 3KPaHaX C BHYTPEHHUMUN 3aMeTKaMu/
coobLeHnamu.

* Mpun onepaumnax c 3assBKaMu (TaKMMKU KaK co34aTb 3aMeTKYy, Ha3HauYuTb BNadesbla u
np.) Tenepb Mo)XHO 06onTUCL Be3 co3aaHUs HOBOWM 3aMeTKN (HaCcTpanBaeTcs).

* Mosasunca Hoebin Bug o630pa 3adBOK, OCHOBAHHLIA Ha crnucke "Mown cepBuChl", Ha
KOTOpPbI areHT MOXXEeT nognucaTbes. Takxe gobaBieHbl HOBble COocobbl MOAMNCKN Ha
ornoBeLleHNs 0 HOBbIX 3asBKaxX N OOMOJIHEHUAX K HUM, OCHOBaHHbIe Ha cnuckax "Mowu
o4vepegn", "Moun cepsucbl" nanm KoMbUHaUNM U3 HUX.

* OTRS Tenepb MoXXeT 0TobpakaTb 3as9BKM C ThiCA4aMuM CoobLLEHNI/3aMEeTOK.

* CTpoku crnucoka "KnneHTbl oHNanH" B Jang)xecte umeeT Tenepb CCbI/IKN Ha CTpaHuLy
knneHTa B CustomerinformationCenter.

* AreHTbl Tenepb MOryT, MO XXEJIaHMI0, N3MEHUTb NOPSAAOK MYHKTOB F1AaBHOMO MEHI0 C
rnomMolubto drag&drop.

* AreHTbl N KJINeHTbl MOrYT OCYLLECTB/IATbL NOUCK 3a89BOK MO MMEHU BJIOXKEHUS.
* HoBbI BUOXeT B ang)xecte A9 BbINOJHAEMbIX npouecCCHbIX 3adBOK.

e JloCcTyrnHa HOBas BO3MOXXHOCTb NOMCKa 3aBOK MO BpeMeHU NnocsiegHero naMeHeHus.



https://tools.ietf.org/html/rfc6238
https://tools.ietf.org/html/rfc6238
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» lobaBneH HOBLIN 3KpaH A9 UCXOOALMX MOYTOBbIX COOOLWEHMN K3 3a89BKWU, He
ABNAOLLMXCSA OTBETaMN.

2.2.6.2. MacwTtabupyemocTtb u NMpom3BOoaANUTENIBHOCTDb

* OTRS 4 MoxeT o6bpabaTbiBaTb 04HOBPEeMeHHO 6oJiblliee KONMYEeCTBO MNosib3oBaTenen/
3aMpocoB Ha TOM >xe 06opynoBaHUM W BpeMs peakuuMy Ha OAUHOYHbIE 3amnpochl
yMeHbLLIEHO, B 0COOEHHOCTU AN CTPaHULL ¢ 60/1bLLINM KOJINYECTBOM AaHHbIX.

2.2.6.3. PaboTa C BHELLHUMU CUCTEMaMMU

* Genericinterface Tenepb nopgaep>xmBaeT pgonosiHuTenbHo HTTP REST B KavecTBe
CeTeBOro TPaHCNOPTHOrO NPOTOKOA.

2.2.6.4. YcTaHOBKa & AGMUHUCTPUpPOBaHue

* ®unbpbl Postmaster 6onblue He orpaHMYeHbl KOAMYECTBOM U3 4 Monei NpoBepKMU.
Tenepb MOXXHO HAaCTPOUTb KOJIMYECTBO Takux noJsen (oT 12 no ymonyaHumto, go 99).

* HoBas BO3MOXXHOCTb KOHUrypauum Ticket::MergeDynamicFields genaet BO3MO>XHbIM
3ajaTb, Kakne AnHaMuyeckume nossa fOJHKHbl ObiTb 06beAnHEHbI NPY CIMSAHUN 3a8BKN
C Opyron 3asBKON.

» [lobaBsieHa HOBasi BO3MOXXHOCTb MPOBEPKU 3HAYEHUA AMHAMUYECKUX Mnosen Tuna
TekcT Ha cooTBeTcTBME LWabNoHy M Bblgayn coobueHns (MepeBoanMoro) npwu
HEeCOOTBETCTBMN.

» [lobaBneHa BO3MOXXHOCTb OrpaHW4YUTb BBOAMMbIE 3HAYEHUSA AUHAMUYECKUX MNOSENn
Tna OaTa/Bpemsa gatamMum B ByayLiem nam rnpoLusioMm.

* Tenepb KMeeTCA BO3MOXHOCTb aBTOMaTUYeCKOW pa3b/ioKMPOBKWM 3asBKW, ecsun
nobBneHo HoBOoe coobLleHne K 3asiBKe, a BNajeseL ee ycTtaHoBu onumio "BHe oduca”.

* CBsA3aHHbIe 3asBKN OTOEJNIbHbIX TUMOB (HanpuMmep, 06beOANHEHHbIE UIN YAANEHHbLIE)
MOryT OblTb CKPbIThbl Yepe3 HacTponKy B SysConfig.

* YnpaBneHue ACL 6b1s10 yny4llieHo, caenaHo 6osiee OrnYHbIM U ya06HbIM A1 OTNaaKW.

¢ HoBas BO3MOXXHOCTb KOHUrypauum ACL - PossibleAdd gna nobasneHnsa anemeHToB
K cnucky Possible/Bo3MoxHbIX 6e3 cbpoca/o4ncTku (Kak aTo paboTaeT B Possible).

e [lo6aBneHbl HoBble MoaudnKaTopsbl 3Ha4YeHun gna ACL [Not], [NotRegExp], [Notreg-
exp], ansa scex komnoHeHToB ACL.

* YnpaeneHue lMpoueccamn yayyllieHo, caenaHo 6osiee nornyHbIiM, NocnenoBaTesbHbIM
N yooOHbIM AN OT/aaKu.

* HoBasi,, ocHoBaHHasa Ha GUID cxeMa MMeHOBaHUA 0O0BLEKTOB B KOHUrypaumm
Mpoueccos B OTRS, fenaeT BO3MOXXHbIM YCMeLlHbIA NMepeHoC NpoLeccoB U3 O4HON
cucTemsbl B apyryto 6e3 aybnmposaHus o6beKTOB.

e lobaBneHo HoBoe [ewncteue [lepexoga/Transition Action gna cospaHua HOBOW
3a8BKMU.

e lobaBneHa BO3IMOXHOCTb 3a4aTb pa3sinyHble aTpubyThl Transition Action/OencTBusn
MNepexona, OCHOBaHHbIE Ha TEKYLLMX 3HAYEHUSAX NMPOLLECCHOM 3asBKU.

* BO3MOXXHOCTb ynpaBJsieHnsa nepmnonamm TexHmn4yeckoro obcnyxmsaHusa/System Mainte-
nance c naHean CncteMHoro AQMMHUCTPUPOBaHNA B UHTepdence agMUHNCTpaTopa.

* YBegoMmsieHne o npeacTosiem nepmone TexHN4eckoro o6cnyxmBaHusa/System Main-
tenance B onpegeneHHoe (B HACTPOMKax) BPeEMs 3apaHee.
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* Ecnm pexxnm TexHnyeckoro O6Cny>xmMBaHUS akTUBEH, yBeAOMIIeHMs 06 3Tom byayT
MokKasaHbl areHTaM U KJWeHTaM B COOTBETCTBYKLIEM WHTepdence n TOJIbKO
aAMUHUCTPATOPbl CUCTEMbI MOTYT K HE MOAKJTIOUYNTLCS.

e CneuymnanbHbIn 3KpaH MHGopMUpyeT agMMHUCTpPATOpPa 06 aKTUBHbIX CeaHCax u OH
MOXeT WX 3aBepwnTb BCe€ OOHMM HaXaTumemMm Wwinm nocsienoBaTtesibHO, OAWH 3a

LPYTrM.

» [lo6aBsieHa BO3MOXHOCTb 3aNpeTuTb MMMOPT KOH(UIypaLum C MOMOLLbIO MapaMeTpoB
HaCTPOWKMN.

» obaBneH Apache MD5 B Ka4yecTBe HOBOro cnocoba xawunpoBaHMs Naposien, cnacnbo
Norihiro Tanaka.

» [lobaBsieHa BO3MOXHOCTb OrpPaHM4YMTb CaMOPErnUCTpPaLVIO KJMEHTOB C MOMOLLbIO
Benbix 1N YepHbIX CMNCKOW MOYTOBLIX aapecos, cnacubo Renee Backer.

» NobaBneH HOBLIN MoAaysnb [Hanp)xecTa, oTobparkatown pe3ynbTaT BbIMOJAHEHUS
BHELWHUX KoMaHa, cnacmbo ib.pl.

2.2.6.5. Pa3paboTka

* HoBbIN, MOWHLIA, MexaHW3M paboTbl C wabnoHaMn CTpaHWL, OCHOBAHHbLIA Ha
Template::Toolkit.

* LleHTpann3oBaHHbIN MeHenxep 006bLEKTOB pfenlaeT co3gaHWe U UCMoNb30BaHue
rnobanbHbiX 06bekToB 6051ee NpocThiM (cnacnbo Moritz Lenz @ noris network).

* HoBbIl (hopmaT nakeToB OPM pacLumpeH cpeAcTBaMu, YKa3biBaOLLMMK, YTO 3TOT NakeT
SIBJISETCA YaCTblo APYroro nakeTa, No3BoAsOWUMM MeHeaKepy NakeToB KOPPEKTHO
ynpaBasTb NOAOOHBLIMA CUTYaUMSIMN NPX YCTAaHOBKE NN OOHOBNEHMN NaKeToB.

* KawnmpoBaHue 6b1sI0 06beAMHEHO B eAuHbI rnobanbHbll 06bEKT yrnpaBaeHUs
K3LWMPOBAHNEM, KOTOPbIN, TaKXKe, BbIMOJIHAET K3LWMPOBAHWE B NAaMSATK 415 BCEX TUMOB
OaHHbIX.

» [lo6aBneH CKpUNT OLLEHKN NPON3BOANTENIBHOCTU K3WKMpPOBaHuMs, cnacnbo ib.pl.
2.2.7. HoBble Bo3Mo>XHocTu OTRS 3.3

2.2.7.1. NpoAyKTUBHOCTb

» Dashboard ticket lists and regular ticket overviews can now be filtered by eligible ticket
columns, and the shown columns are configurable.

* B o630pax 3asaBOK B cpegHeM dopmaTe u dopMaTe npeanpocMoTpa MOXKHO
MCnosib30BaTb COPTUPOBKY.

* B npubopHoi naHenn nobaBneH BUIOXKET KasleHAapb, KOTOPbIA MOXXeT oTobparkaTb
3a9BKWN KaK cobbITUS.

» lobaBneH HOBLIN BugxXeT B [Hangxect ana otbpaxeHus B Tabnu4Hom dopme
KOJIN4eCTBa 3a5BOK B pa3pe3se COCTOAHUI 1 oYepenen.

* AreHTbl MOryT OTMe4aTb Ba>KHble CTaTbW.

* HoBbin crocob BbiboOpa 3HavYeHUn (Ons o4vepenen, CEPBUCOB M Mp.) C MOMOLLbIO
BUAXKeTa, C oTobpakeHnem CrNCKoB B BuAe AepeBa, aenaet paboty bonee buicTpon
n ynobHo.
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» [lobaBneHa noofep)Xka MOMCKa MO OTHOCMTENIbHbIM 3HadyeHUsAM paT (Hampumep,
bonee, yeM 1 MecsL, Ha3ad) B AMHaMU4yeckux nonax tuna Date n Date/Time.

* Tenepb eCTb BO3MOXXHOCTb 3afaHusa wWabnoHoB (paHee, "CTaHOApTHbLIX OTBETOB")
TakK>Xe Npu Co3JaHUM HOBbIX 3a8BOK M UX NepechblsiKe.

* CNNCOK [OCTYMHbIX NPOLLECCOB TeMnepb MOXXHO (pnAbTPoBaThb C NoMoLybio ACL.

* [lo6aBsieH BO3MOXXHOCTb MHULMNPOBATb MPOLLEeCC/MPOLECCHYI0 3asBKY U3 NHTepdeica
KJINEHTA.

* Bo MHOrmx mecTtax Ternepb, 3HayeHuMe TeKCcToBOro nons 6onee He obpesaeTcs
Ha onpegesieHHOM Kojam4vyecTBe cMMBONOB ("Queuel..."). BMecCcTo 3TOro 3KpaH
paclmpseTca M MOXXHO BOCMO/Ib30BaTbCA MPOKPYTKOM MO TOPU3OHTaAU. 3TO
nossonseT yeuaeTb 6onbLue nHpopmaLmm cpasy.

* OTRS Tenepb noppepxusaeT Retina-gucnneun. N3o6paxkeHnsa 6bian aganTUpPOBaHLI
nopn BbICOKOe pa3pelleHne n 60AbWNHCTBO UKOHOK Bbi 3aMeHEHbl CMMBOSIAaMU U3
Beb-wpungpTa FontAwesome

» lobaBneHa HoBasi BO3MOXKHOCTb "ynpaBnsiemMbln gamxecT". OHa OaeT BO3MOXHOCTb
oTobpakaTb CTaTUCTMYECKue anarpammbl B Janpxecte. ObpawaeMm BHUMaHWe, 4TO
IE8 He noaonep>XmBaeT 3Ty BO3MOXXHOCTb.

2.2.7.2. PaboTta Cc BHELLHUMU CUCTEMAMHU

* OTRS HblHE MOXXET MUCMOoJIb30BaTb HECKOJIbKO 633 AaHHbIX OJ19 KOMMNAaHUA KJINEHTOB,
6naropaps Cyrille @ belnet-ict.

* OTRS Tenepb MOXeT aBTOMAaTUYECKN COXPaHATb AaHHble KJIMEHTa B AMHAMUNYECKNX
Monsax 3asiBKU ONs MOCTOSIHHOrO XpaHeHUs B 3asBKe. DTO MOXXeT OblTb MOSIE3HO B
oT4yeTax, ecam, HanpMMep, B OTYETHOM Nepmoae, KIIMEHT CMEHNST KOMMaHWIO.

* OTRS Tenepb cnocobeH KOPPEKTHO MPUCOEANHATbL BXOAALME MOYTOBbLIE COOOLLEHNS K
CyLWeCcTBYOLWNM 3asiBKaM, OCHOBaHHbIM Ha HOMepax U3 BHELIHUX CUCTEM.

* OTRS crnocobeH Tenepb 3abupaTb NOYTY Takxxe N Yyepe3 POP3/TLS coeanHeHus.
2.2.7.3. YcTaHOBKa & AGMUHUCTPUpPOBaHUe

* Tenepb Beb-YcTaHOBLMK MOXET ycTaHaBAmBaTb OTRS ¢ Takumm 6a3aMum gaHHbIX Kak
PostgreSQL, Oracle n SQL Server, a Takxe MySQL.

* Tenepb OTRS nmeeT nonHyo noganep>xky MySQL 5.6.

* 3agaHus MnaHupoBLLMKa Tenepb MOryT BbIMOJIHATLCA Ha OCHOBE 3a[aHHbIX CobbITMAX
no 3asaBKe.

* HoBbln rpadudecknin pepaktop ACL 3HauyuTesbHO ynpouwaeT pefakTUpoBaHue
cnnckos ACL.

e dunbTPbLI Postmaster Tenepb MOryT NMCNonb30BaTh YCJIOBUSA C OTpULLaHMeM, cnacnbo
Renée Backer.

* OunbTpbl Postmaster Tenepb MoOryT onpefensiTb OTHOCUTENbHYIO AaTy OXUAaHUS
n Bnagenbua / OTBETCTBEHHOro [OJ18 HOBbIX 3a8BOK, OCHOBAHHbLIX Ha [OaHHbIX U3
BXoOALWMX email.

* Maponn gna KnneHta v AreHTa Tenepb MOryT ObiTb 3alin@ppoBaHbl C MOMOLLbIO
CTOonKoro anroputma bcrypt, koTopbin ny4we SHA.
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» Cel4ac MHOrmMe 3Ha4yku Tenepb UCMNOJb3YIOT MKOHOYHbIN LWPUGRT, KOTOPbLIA NO3BONAET
npowie co3faBaTb pasnyHble O06JIOKKM C pasfiMyHbIMU OCHOBHbLIMU LiBETaMW.
9To Takxe yhydwaeT o6ulyl MPOM3BOAUTENILHOCTbL 3a CYET MaJioro KOoJIM4YecTBa
3arpy>xaemMbix hanioB (KapTUHOK).

2.3. TpeboBaHUA K anapaTHOMY M
nporpamMHoMy obecnevyeHutio

OTRS Mo)eT 6bITb YCTAHOBJIEH Ha MHOIMMX ornepaunoHHbiX cnctemax. OTRS paboTaeT
Linux n gpyrux UNIX-nogobHbix OC (Taknx Kak Hanpumep, OpenBSD nnun FreeBSD). ns
paboTbl OTRS He TpebyeTcs Kakmnx HUBYOb cneynabHbiX TpeboBaHMI K 06opynoBaHuUIo.
Mbl peKkoMeHOYyEeM MCMNOoNb30BaTbh MALUMHLI, C NPOLECCOPOM, KaK MUHUMYM 2 T Xeon
nnun comecTmMblix CPU, 2 6 O3Y n 160 'é cBoboaHOro NpoCcTpaHCTBa Ha XXECTKOM OUCKe
O HeboNbLWNX NMHCTANNALUUNA.

Ecnn Bbl xoTuTe wucnonb3oBaTb OTRS, BaM noTpebyloTcs HekKoTopble Apyrue
KOMMOHEeHTblI nporpamHoro obecneyeHus. OCHOBHble TpebOBaHMSA K MPOrpamMHOMY
obecneyeHunto: Beb-cepsep n cepBep 6a3 gaHHbIX, paboyvas cpena ANSA BbINOJHEHUSN
Perl ¢ HeEKOTOpPbIMX AOMOJHUTENbHBIMKM MOAyNnAMU. Beb-cepeep n Perl nosmkHblI ObITb
YyCTaHOBJIEHbI Ha TON e MalwunHe 4To 1 OTRS. ba3a AaHHbIX MOXET bbITb YCTaHOBJIEHA
Ha JIOKaJIbHOW MalLUUHEe NN XKe Ha OPYroM XocTe.

B ka4vecTBe Beb-cepBepa, Mbl peKOMeHAyeM WCMoab30BaTb apache 2. 3To cBf3aHO
C TeM, 4YTOo ero mMoaysb mod_perl nmo3sonseT cyuwecTBeHHbLIM obpas3oM ynyylWuTb
nponssognTenbHocTb OTRS. ECcaM y Bac HeTy BO3MOXXHOCTM MCMNoJsb30oBaTb Apache
B KayecTBe Beb-cepsepa, OTRS mMoxxeT paboTtaTb Ha nobom apyrom Beb-cepepe,
nogaep>xueatoLleM BbinosiHeHWe Perl-ckpunTos.

B ka4dectBe 6a3bl AaHHbIX, MOXXHO mMcnonb3oBaTb MySQL, PostgreSQL mwnu Oracle. B
chy4ae ucnonb3oBaHua MySQL mnu PostgreSQL B KadecTBe cepBepa 6a3bl AaHHbIX -
€CTb BO3MOXHOCTb 3aflaTb HEKOTOPbLIE HacTporku CYB[ 1 cuctemsl nocpeacTsoMm Beb-
MHTepdenca, Npm yCTaHOBKE CUCTEMBbI.

Ona Perl, Bam ™MoryT noTpeboBaTbCA [OOMOJHUTEJSIbHblIE MOAYJ/N, KOTOpPblE MOryT
yCTaHoBJeHbl 1Mbo Yyepe3 060n04Ky Perl u CPAN, nnbo c nomMoLblo MeHeO KHPa NakeToB
Bawen OC (rpm, yast, apt-get).

TpeboBaHusA K NporpaMHoMy obecneyeHunto

2.3.1. noppepxka Perl

e Perl 5.10 nnu BblLWwe

2.3.2. Noppep>xka Beb-cepBepa

* Apache2 + mod_perl2 nnn Bbiwe (pekoMeHAyeTCs)

* Beb-cepep c nogaepxkon CGl-uHtepdeinca (CGl-nHTepdenc He pekomeHayeTCs)
2.3.3. Noppep>xkKa 0asbl AaHHbIX

* MySQL 5.0 unu Bbiwe

* MariaDB

* PostgreSQL 8.4 nnu BblLe.

* Oracle 10g wan BbiWwe

10
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Paspen pykoBoacTBa ycTaHoBKa Perl-mogynein 6onee nogpobHO onucbiBaeT Kak MOXKHO
HacTpouTb Moaynun, Heobxoammble onsa pabotbl OTRS.

Onsa yctaHoBkn OTRS mcnonb3ytoTcsa buHapHble nakeTbl, cobpaHHble cneuunasnbHO nojg
Bally OMepaLMoHHY CUCTEMY (rpm), KOTOpPbLIA BKJOYaeT BCce Heobxoaumble Moayau
A3blka Perl, nan nakeTbl, cogep>kawme Bce Heobxognmbie Perl Mooynu nnm MmeHemxep
nakeToB Bawen OC f0/XKEH NMOKa3aTb nepeyeHb TpebyeMbix Mogynen.

2.3.4. Noppepxka Beb-Opay3epa

Mpu ncnonb3zoBaHnm OTRS HeobxoomMo MCMosb30BaTh MocaengHue sepcum bGpaysepos
C BKJIIOMEHHOW noafep)xkon JavaScript. Cnegywouwme Bepcun 6paysepoB He
noonepXXuearoTca:

* bpay3ep Internet Explorer go 10 Bepcuu
* bpay3ep Firefox go 10 Bepcuu
* bpay3ep Safari o 5-1 Bepcuun

Mbl peKkoMeHAYyeM NCNOoJIb30BaTh CaMble NocneaHue sepcum 6paysepos, T.K. OHM BCerga
obnapatoT Haunyylen NPon3BOAUTENBLHOCTbIO JavaScript n peHaepuHra. Kputmndeckas
pa3HuLa B MPON3BOANTESNIBHOCTM MOXKET BO3HUKATb Npu 60bLnx o6beMax OaHHbIX Mpu
NCMNOJIb30BaHUN CTapbiX Bepcuid. Mbl BCcerga pafbl OKa3aTb NOMOLLb B TakKUX Cay4vasnx.

2.4. CoobOuwecTBO

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 ctpaHuua OTRS-coobuecTBa: http://www.otrs.com/open-source/.

2.5. NMNpodeccmoHanbHaa nopgpep>xka OTRS

Our OTRS Business Solution™ offers you best professional support from the OTRS team,
reliable OTRS security and regular free updates as well as an exclusive set of additional
Business Features that you can flexibly activate or deactivate according to different de-
ployment scenarios.

The OTRS Group npepnaraeT cneunasibHble NporpaMmMbl TPEHMHIOB B Pa3HbIX CTpaHax.
Bbl MOXeTe MpuHATbL y4YacTue B OAHOM M3 Hawmx nybnmyHbix OTRS Administrator
TPEHMHIrax, NPOBOAMMbLIX PErynispHO, UK 3aka3aTb obyvyeHne Ha TeppuTopMKU Ballen
KOMMNaHUK1, C y4eTOB BCeX ee 0cobeHHOCTEN.
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Chapter 2. YcTaHOBKa

B 3Ton rnaee onucbiBaeTCa yCTaHOBKa M 6a3oBasfd KoHurypauus rnasHoro OTRS-
hpenmBopKa. 3oech Bbl HanaeTe MHpopmauuto 06 yctaHoBke OTRS M3 MCXOOHbIX KOO0B
nnun n3 BHapHbIX NakeToB, Hanpumep RPM.

B >Tom rnaeBe paccMaTpuBalOTCA Takume BOMPOChl Kak: KOHdurypauma Beb-cepsepa
n cepsepa 6a3bl AaHHbIX, UMHTedenca mexay OTRS n 6a3oM AaHHLIX, YCTaHOBKa
OononHuTenbHbIX Perl-moaynen, ycTaHOBKa COOTBETCTBYOLWMX NpaB goctyna gna OTRS,
HacTporka MaaHUpPOBLUMKA 3ajad cron jobs ana OTRS M OCHOBHbIX MapaMeTpoB B
KOH(UIypaLVOHHbIX darinax.

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

1. The Simple Way - Installation of
Pre-Built Packages

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
www.otrs.com. The following sections describe the installation of OTRS with a pre-built or
binary package on SUSE and Red Hat 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-nakeToB Ha cepBep
nopg ynpasJsieHMeM Suse Linux

This section describes the installation of our RPM package on a SUSE Linux server.

1.1.1. MoarortoBka 6a3bl gaHHbIX ansa OTRS

You can use OTRS using different database back-ends: MySQL, PostgreSQL or Oracle. 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.

Note

Ecnm Bbl cnegyeTe OnMCaHHOMY B 3TOW rnaBe Ha openSUSE 12.3 mn ewe He
yCcTaHoBMAM MySQL HO BMECTO Hee MOXXHO yCTaHoBUTb MariaDB , nsBecTHbIN
dopk/BeTky MySQL. MNpobnem He byaeT, Bce byneT paboTaTb HOPMasbHO (Oaxke
HEMHOro flyyLle B HEKOTOPbIX acneKTax).

YcTaHoBuTe MySQL ¢ ncnosnb3oBaHneM ciefyoLllen KoMaHabl C NpaBaMu nosib3oBaTens
root:

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

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 following lines under the [mysqld] section:

20M
32M

max_allowed packet
query cache size
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innodb log file size = 256M

Now execute systemctl restart mysql.service to re-start the database server and ac-
tivate 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 re-
move the test database. Lastly, run systemctl enable mysql.service in order to make
sure MySQL is automatically started at server startup time.

1.1.2. YcTtaHoBKa OTRS

Install OTRS with via the command line using zypper. This will also pull in some depen-
dencies 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*.rpm

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

Additional rpm output:

Check OTRS user ... otrs added.

otrs-sles:~ #

Now restart Apache with the command systemctl restart apache2.service to load the
configuration changes for OTRS.

1.1.3. YcTaHOBKA AONoJsIHUTEeNbHbIX perl Mmoaynen

OTRS TpebyoTCA HeEKOTOpble AOMOJHUTESIbHble MOAY/AU, KpoMe Tex, u4TOo
yCTaHaB/IMBaOTCA C MoMoLlblo RPM. Bbl MOXKeTe O0YCTaHOBUTb UX BPY4HYIO. BbIACHUTS,
Kakue [OoMoJsHUTesbHble MOoAyAuM TpebyloTcs, MOXKHO C MNOMOLb ckpunTa bin/
otrs.CheckModules.pl pa3meweHHoro B KaTtasnore /opt/otrs. HekoTopble Moaynu
TpebyloTCA TOJNIbKO B C/ly4ae BKJIOYEHUS AOMOJSIHUTENbHbIX OMNuUWiA, Hanpumep AN
B3ammoencTeus c cepsepamu IMAP(S) unu BeiBoaa B dpopmaTe PDF. MNpn ncnonb3oBaHmn
SLES Heob6x0AMMO MOAKIOYNTL BHELUHEE XpaHwuauwe ANa KOHdurypauuu zypper ans
JocTyna K moaynsam, Tpebywolwmnmca Ballen cucteme. Bolibepute moaynb Ans Bawlen
Bepcum OC oTciopa: http://download.opensuse.org/repositories/devel:/languages:/perl/.
[OobaBbTe peno3uTopuii, HanpumMep, oasa SLES 11 SP2:

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

B OC openSUSE 12.3, BHewHWUn peno3ntopunn TpebyeTca TONbLKO AN MoAayns
Mail::IMAPClient, koTopbIn Heobxoaum B ciy4vae, ecnum Bbl 3abupaeTe NoyTy C cepBepa
IMAP c TLS. CooTBeTCTBYlOLAsA CTPOKa byneT BbIrNsAeTb Tak:

zypper ar -f -n perl http://download.opensuse.org/repositories/devel:/languages:/perl/
openSUSE_12.3/ Perl

B nepBbI pa3, Npu UCMOJIb30BaHUM zypper rnocsie fobaBfeHUs CTPOKU C yKa3aHUEM
peno3uTapus, Bac MOMPOCAT BBECTU €ro Kj4y. Ternepb, Bbl MOXeETe YCTaHOBUTb
NponyLleHHbIe MOAYJIN, Kak MOKa3aHo HUuXe.

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

New repository or package signing key received:

Key ID: DCCA98DDDCEF338C

Key Name: devel:languages:perl 0BS Project &lt;devel:languages:perl@build.opensuse.orgé&gt;
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]

Cnepywowmm warom aenseTcs HacTponka OTRS ¢ nmoMouwbio Beb - yCTaHOBLUMKA, Kak
OMnncaHo B B 3TOM pasgere.

Now you can start the OTRS daemon and activate corresponding watchdog cron job (this
must be done by the otrs user):

shell> /opt/otrs/bin/otrs.Daemon.pl start
shell> /opt/otrs/bin/Cron.sh start

That's it, congratulations!

1.2. YcTtaHoBKa OTRS B onepauuoOHHOM
cucteMme Red Hat Enterprise Linux nunu CentOS

This section describes the installation of our RPM package on a Red Hat Enterprise Linux
(RHEL) or CentOS server. For OTRS 3.3 and up, RHEL 6 or CentOS 6 is a requirement,
version 5 is not supported.

1.2.1. MoarotoBka 6a3bl gaHHbIX ansa OTRS

You can use OTRS using different database back-ends: MySQL, PostgreSQL or Oracle. 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.

YcTaHoBuTe MySQL ¢ ncnosnb3oBaHMeM cnegylolen KoMaHabl C NpaBaMuy NoJsib3oBaTeNS
root:

[root@otrs-centos6 ~]# 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 following lines under the [mysqld] section:
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max_allowed packet = 20M
query cache size = 32M
innodb log file size = 256M

Now execute systemctl start mysqld to re-start the database server and activate these
changes. Then run /usr/bin/mysql_secure_installation and follow the on-screen in-
structions to set a database root password, remove anonymous access and remove the

test database.

1.2.2. YcTtaHoBKa OTRS

Install OTRS with via the command line using yum. This will also pull in some dependen-
cies 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

Dependencies Resolved

otrs-x.x.*.rpm

Package Arch  Version

Repository Size

Installing:
otrs noarch x.x.x-01

Installing for dependencies:
apr x86 64 1.3.9-5.el6 2

procmail x86 64 3.22-25.1.el6

Transaction Summary

/otrs-x.x.x-01.noarch
74 M

updates 123 k

base 163 k

Install 26 Package(s)

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

(25/25): procmail-3.22-25.1.e16.x86 64.rpm
Total
Running rpm_check debug
Running Transaction Test
Transaction Test Succeeded
Running Transaction
Installing : apr-1.3.9-5.el6 2.x86 64

Installing : otrs-x.x.x-01l.noarch
Check OTRS user ... otrs added.

[root@otrs-centos6 ~]#

| 123 kB 00:00
| 163 kB 00:00

887 kB/s | 6.0 MB 00:06

1/26

26/26

Now restart Apache with the command systemctl restart httpd.service to load the

configuration changes for OTRS.

1.2.3. YcTaHOBKa AONOJIHUTEsIbHbIX perl Mmoaynen

OTRS TpebylTcs HeKOoTOpble [OOMOJIHUTEsNbHbIE MOAYAW, KpoMe Tex, YTOo

yCTaHaB/IMBAOTCA € nomoubio RPM. Bbl MoXxe

Te A0YyCTAaHOBUTb UX BPYYHYIO. BbIACHNTB,

Kakune [OMoJSIHUTEsSIbHble MOoAy/n TpebyloTcs, MOXHO C MOoMOLblo ckpunTa bin/
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otrs.CheckModules.pl pa3meweHHOro B kaTasore /opt/otrs. HekoTopblie moaynu
TpebyloTCa TONBKO B CJlydae BKJIOYEHUSA LOMOJIHUTENbHbIX OMuUUr, Hanpumep AN
B3ammomencTema c cepsepamm IMAP(S) nnn BbiBoga B hopmaTe PDF. Ha cpeBepax ¢
Red Hat unm CentOS Mbl pekomeHAyeM yCTaHaB/AMBaTb 3TU MOOY/IN U3 Perno3nTopus
EPEL, KoTOpbI Noaaep>XXnuBaeTcsa NnpoekToM Fedora 1 Nnpon3BOANT BbICOKOKAYe€CTBEHHbIE
nakeTbl gna RHEL n ero orBeTBneHnn. bonee nogpobHo cM. Ha EPEL web canT.

Ecnun Bbl paboTaeTe Ha RHEL 6 nnu CentOS 6, Hnbonee ceexxme nakeTbl Ans EPEL Mo>kHO
3arpy3uTb C 3TOro canTa. Bbl MoxxeTe 0obaBnTb 3TOT PENO3UTOPUA K yum B OAMH Liar,
konmnpoBaHnem RPM URL, KoTOpyl Bbl HangeTe Ha 3TOW CTpaHuLE, U BbIMNOJHUB 3Ty
KOMaHAay:

[root@otrs-centos6 otrs]# yum -y install http://download.fedoraproject.org/pub/epel/6/i386/
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]#

B nepBbIi pa3, Npu MCNOMb30BaHUX yum nocie AobaBneHuss CTPOKM C yKa3aHuWeM
peno3uTapus, Bac MOMNPOCAT BBECTU €ro Kj4y. Ternepb, Bbl MOXETE YCTAaHOBUTb
NponyLleHHble MOAYJ/IN, Kak MOKa3aHo HUXe.

[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
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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
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) &lt;epel@fedoraproject.org&gt;
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]#

CnenyouwmM LWarom sBAsSeTcs HacTpoika OTRS c nomollblo Beb - yCTaHOBLLUWKA, KakK
onncaHo B B 3TOM pa3gaene.

Now you can start the OTRS daemon and activate corresponding watchdog cron job (this
must be done by the otrs user):

shell> /opt/otrs/bin/otrs.Daemon.pl start
shell> /opt/otrs/bin/Cron.sh start

That's it, congratulations!

1.2.4. YcTaHOBKa gpauBepa 6a3sbl gaHHbIX Oracle Ha
Red Hat / CentOS

Ona nogkntoveHus CYB[ Oracle k OTRS HeobxoonMMO CKOMMOUAMPOBATb U YCTAaHOBUTb
DBD::Oracle gpansep ans 6a3bl AaHHbIX. DTO HEMHOIO CJIOXKHEE YEM YCTaHOBKa APYrux
nakeTos, T.K. Oracle agnsetcsa nponpueTtapHon CYBM n, Tak e kak H1 Red Hat Hu Cen-
tOS, He pa3pelwlaeT nybnmkaumno gpanBepoB B cBoOMX RPM peno3nTtopusx.

Mpexne Bcero Heobxoammo ycTaHoBMTb gcc, make m CPAN, nocrne 4ero MOXXHO
NPUCTYNUTb K KOMOUAALMK U YCTaHOBKe gparBepa. Huxe npmnseneHa komaHga gnsa Cen-
tOS; ona opyrnx BepCuin OHa MOXKET BbIrNa4eTb HECKOIbKO MHaYe.

[root@otrs-centos6 otrs]# yum -y install gcc make "perl(CPAN)"

Cnegyowmm WaroMm ABJSIETCA MNOJYYEHUE N yCTaHOBKA KMeHTa 6a3bl gaHHbIX. Ons
3TOro Haflo 3aperncTpupoBaThbCs N NOJYYUTb CBOBOOHLIM akkayHT Ha canTe Oracle.
Bbl MOXeTe 3arpy3uTb ApanBepbl C 3TON CTpaHuubl: http://www.oracle.com/technet-
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work/database/features/instant-client/index-097480.htm| Bbibepute Bepcuto pnsa Linux
x86 nnanm x86-64, B 3aBMCMMOCTIN OT BalLlel CUCTEMbI. Bbl MOXKeTe y3HaTb 3TO C MOMOLLLbIO
KoMaHabl uname -i. 3To bygeT 'x86 _64' ona x86-64 unn 'i386' ansa x86. 3arpy3unTe
nakeThbl 'Instant Client Package - Basic', 'Instant Client Package - SQL*Plus', n 'Instant
Client Package - SDK'. CoxpaHute nx cebe Ha auck. Tenepb, OT UMEHM MOJsIb30BaTENA
root Bbl MOXKeTe YCTaHOBUTb MNakeTbl C MOMOLLbIO C/iefylouen KOMaHabl:

[root@otrs-centos6 otrs]# yum install oracle-instantclient*

Mocne 3TOro HyXHO 3a4aTb 3HAYeHUA [OBYM TMEepeMeHHbIM OKPYXeHns wu
ckomnununpoBaTb DBD::Oracle ppawBep. Euwe pa3 HanoOMHMM, 4TO BbIMNOJHATbL 3TO
HeobXxo4AMMO OT MMEHW noJsib3oBaTens root. DTU LWaru M3noxeHbl HMKe. ObpaTuTe
BHMMaHWe, 4TO [OJ19 KPATKOCTU HEKOTOpble CTPOKW, BblAaBaeMble KOMaHOoW Obian
yhaneHsol.

[root@otrs-centos6 otrs]# export ORACLE HOME=/usr/lib/oracle/11.2/client64
[root@otrs-centos6 otrsl# export LD LIBRARY PATH=$0RACLE HOME/lib
[root@otrs-centos6 otrs]# cpan

cpan[1]> look DBD::Oracle

Fetching with LWP:
http://www.perl.org/CPAN/authors/id/P/PY/PYTHIAN/CHECKSUMS
Checksum for /root/.cpan/sources/authors/id/P/PY/PYTHIAN/DBD-Oracle-1.62.tar.gz ok
Scanning cache /root/.cpan/build for sizes
DONE

Working directory is /root/.cpan/build/DBD-Oracle-1.62-ZH6LNy
[root@localhost DBD-Oracle-1.62-ZH6LNy]# perl Makefile.PL

[root@localhost DBD-Oracle-1.62-ZH6LNy]# make
[root@localhost DBD-Oracle-1.62-ZH6LNy]# make install
cpan[2]> exit

Terminal does not support GetHistory.
Lockfile removed.

Now you should edit the file Kernel/Config.pm to provide ORACLE_HOME. The next step
is to configure OTRS using the web installer, as described in this section.

1.3. YcTaHoBKa OTRS Ha cuctembl Debian nnu
Ubuntu

Important

YcTaHoBnTe OTRS 13 MCXOOQHOr0 KOAa, U He UCMOoJIb3YTe NpeaocTaBsieHHble De-
bian/Ubuntu nakeTtbl onsa OTRS.

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-1ldap-perl \

libio-socket-ssl-perl libpdf-api2-perl libdbd-mysql-perl libsoap-lite-perl libtext-csv-
xs-perl \

libjson-xs-perl libapache-dbi-perl libxml-libxml-perl libxml-libxslt-perl libyaml-perl \

libarchive-zip-perl libcrypt-eksblowfish-perl libencode-hanextra-perl libmail-
imapclient-perl \

libtemplate-perl
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2. Installation From Source (Linux,
Unix)

2.1. LUar 1: YcTaHoBuTe .tar.gz

Ecnn Bbl pewmnnun yctaHasameaTb OTRS M3 MCXoOHbIX KOLOB, rnepenguTte MNo cCblike
http://www.otrs.com/try/ v 3arpy3suTe apxumB C ICXO4HbIMU KoAaMu B ntobom ynobHom ans
Bac (popmarTe: .tar.gz, .tar.bz2, nnan .zip

PacnakynTte apxme (Hanpumep C nomoulbio KoMaHAbl tar) B kKaTasnor /opt a 3atem
nepemMeHymnTe KaTanor otrs-x.x.x Ha otrs (cMm. Huxe CueHapun HUXe).

shell> tar xzf /tmp/otrs-x.x.x.tar.gz
shell> mv otrs-x.x.x /opt/otrs

2.2. lLar 2: YcTaHOBKA AONOJIHUTEeNbHbIX perl
Moayneu

Use the following script to get an overview of all installed and required CPAN modules.

shell> perl /opt/otrs/bin/otrs.CheckModules.pl
© CCLocoooscoooaccooosanosconoaoooa ok (v3.60)
o Crypt::PasswdMD5................. ok (v1.3)
o Crypt::SSLeay.........ccvvvvninnnn 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.................oonn. ok (v1.2)
Note

Please note that OTRS requires a working Perl installation with all "core" modules
such as the module version. These modules are not explicitly checked by the
script. You may need to install a perl-core package on some systems like RHEL
that do not install the Perl core packages by default.

To install missing Perl modules, you can:

2.2.1. a) YCTaHOBUTb NakKeTbl C MOMOLLbLIO MeHea)Kepa
nakeToB Balwlero aucrtpmbyrtusa Linux

* For Red Hat, CentOS, Fedora or compatible systems:

shell> yum install "perl(Digest::MD5)"

* For SUSE Linux Enterprise Server, openSUSE or compatible systems: first determine
the name of the package the module is shipped in. Usually the package for My::Module
would be called "perl-My-Module".

shell> zypper search Digest::MD5
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Then install:

shell> zypper install perl-Digest-MD5

* For Debian, Ubuntu or compatible systems first determine the name of the package the
module is shipped in. Usually the package for My::Module would be called "libmy-mod-
ule-perl".

shell> apt-cache search Digest::MD5

Then install:

shell> apt-get install libdigest-md5-perl

Please note that it might be that you can't find all modules or their required versions
in your distribution repository, in that case you might choose to install those modules
via CPAN (see below).

2.2.2. b) YcTaHOBUTe TpebyeMbie MOAYJIM C NOMOLLbLIO
obonouku CPAN

Note that when you're on Linux you should run CPAN as your superuser account because
the modules should be accessible both by the OTRS account and the account under which
the web server is running.

shell> perl -MCPAN -e shell;

install Digest::MD5
install Crypt::PasswdMD5

Any optional modules listed by the script should be installed depending on the special
requirements of the target system.

2.3. LLar 3: Cospaute nonb3oBatena OTRS

Create user:

shell> useradd -d /opt/otrs/ -c 'OTRS user' otrs

Add user to webserver group (if the webserver is not running as the OTRS user):

shell> usermod -G www otrs
(SUSE=www, Red Hat/Cent0S/Fedora=apache, Debian/Ubuntu=www-data)

2.4. WWar 4: Aktusupyute Default Config Files

There are two OTRS config files bundled in $OTRS_HOME/Kernel/*.dist and $OTRS_HOME/
Kernel/Config/*.dist. You must activate them by copying them without the ".dist" filename
extension.
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shell> cd /opt/otrs/
shell> cp Kernel/Config.pm.dist Kernel/Config.pm

2.5. lWar 5: NMpoBepbTe, 4TO BCe TpebyeMblie
MOAYJIM YCTAHOBJIEHbI

shell> perl -cw /opt/otrs/bin/cgi-bin/index.pl
/opt/otrs/bin/cgi-bin/index.pl syntax OK

shell> perl -cw /opt/otrs/bin/cgi-bin/customer.pl
/opt/otrs/bin/cgi-bin/customer.pl syntax OK

shell> perl -cw /opt/otrs/bin/otrs.Console.pl
/opt/otrs/bin/otrs.Console.pl syntax OK

"syntax OK" tells you all mandatory Perl modules are installed.

2.6. LLUar 6: HacTtpouka 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:
shell> yum install httpd mod perl

# suse:
shell> zypper install apache2-mod perl

# debian/ubuntu:
shell> apt-get install apache2 libapache2-mod-perl2

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 link the appropriate template in /opt/otrs/scripts/apache2-
httpd.include.conf to afile called zzz _otrs.conf inthe Apache configuration directory
(to make sure it is loaded after the other configurations).

OTRS requires a few Apache modules to be active for optimal operation. On most plat-
forms you can make sure they are active via the tool a2enmod.

shell> a2enmod perl

shell> a2enmod version
shell> a2enmod deflate
shell> a2enmod filter
shell> a2enmod headers

Now you can restart your web server to load the new configuration settings. On most
systems you can do that with the command systemctl restart apache2.service.

2.7. War 7: NpaBa poctyna K ¢pannam

File permissions need to be adjusted to allow OTRS to read and write files:

otrs.SetPermissions.pl [ --otrs-user= nonb3osatens OIRS, no ymonyaHuto - 'otrs'] { --web-
group= rpynna nosnb3oBaTefei Beb-cepepa}
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For example:

* Web server which runs as the OTRS user:

shell> bin/otrs.SetPermissions.pl --web-user=otrs

* Webserver with wwwrun user (e. g. SUSE):

shell> bin/otrs.SetPermissions.pl --web-group=wwwrun

* Webserver with apache user (e. g. Red Hat, CentOS):

shell> bin/otrs.SetPermissions.pl --web-group=apache

* Webserver with www-data user (e. g. Debian, Ubuntu):

shell> bin/otrs.SetPermissions.pl --web-group=www-data

2.8. WWar 8: Hactpouka CYB un basoBble
HAaCTPOMUKU CUCTEMDbI

Ncnonb3ynTte Beb ycTaHoBWUK http://yourhost/otrs/installer.pl (3amennTe "yourhost"
nmeHem Bawero OTRS xocTta) ona yctaHoBku Bawen CYBZ n BbinonHeHUs 6a30BbiX
HACTPOEK CUCTEMbI, TAKUX KaK MOYTOBLIE YYEeTHbIE 3amnncu.

Note

The following configuration settings are recommended for MySQL setups. Please
add the following lines to /etc/my. cnf under the [mysqld] section:

max_allowed packet = 20M
query cache size = 32M
innodb log file size = 256M

2.9. lLar 9: NepBbiX BXOAO, B CUCTEMY

Tenepb Bbl FOTOB KO BXO4Yy B CUCTEMY MO ccbiike http://yourhost/otrs/index.pl ¢ yyeTHON
3anncbto co3gaHHoOM B Beb ycTaHoBLUMKe (Nonb3oBaTeNb: root@localhost).

Ha 3ToM, Ha4anbHasa yCTaHOBKa CUCTEMbl 3aKOHYEHa.

2.10. Step 10: Start the OTRS Daemon

The new OTRS daemon is responsible for handling any asynchronous and recurring tasks
in OTRS. What has been in cron file definitions previously is now handled by the OTRS
daemon, which is now required to operate OTRS. The daemon also handles all GenericA-
gent jobs and must be started from the otrs user.

shell> /opt/otrs/bin/otrs.Daemon.pl start
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2.11. Step 11: Cron jobs for the OTRS user

There are two default OTRS cron files in /opt/otrs/var/cron/*.dist, and their purpose
is to make sure that the OTRS Daemon is running. They need to be be activated by copying
them without the ".dist" filename extension.

shell> cd /opt/otrs/var/cron
shell> for foo in *.dist; do cp $foo “basename $foo .dist ; done

To schedule these cron jobs on your system, you can use the script Cron.sh with the
otrs user.

shell> /opt/otrs/bin/Cron.sh start

Stopping the cron jobs is also possible (useful for maintenance):

shell> /opt/otrs/bin/Cron.sh stop

2.12. Step 12: Setup bash autocompletion
(optional)

All regular OTRS commandline operations happen via the otrs Console interface bin/
otrs.Console.pl. This provides an auto completion for the bash shell which makes find-
ing the right command and options much easier.

You can activate the bash autocompletion by installing the package bash-completion.
It will automatically detect and load the file /opt/otrs/.bash _completion for the otrs
user.

After restarting your shell, you can just type bin/otrs.Console.pl followed by TAB, and
it will list all available commands. If you type a few characters of the command name, TAB
will show all matching commands. After typing a complete command, all possible options
and arguments will be shown by pressing TAB.

2.13. Step 13: Further Information

Mbl coBeTyeM BaM 03HAaKOMUTbLCSA C pasaes HaCTPOMKN NPOV3BOANTENIBHOCTH.

Mpun obHapy>xeHun npobaem Npu yCTaHOBKE, Bbl MOXXETE Moc/aTb COoO0bLIeHMe Ha Hall
otrs@otrs.org (http://lists.otrs.org/).

Bbl, Takxxe, Mo)eTe nocnaTb 3anpoc B OTRS Group Ha nomowb B MJaHUPOBAHUN
unn passepTbiBaHMM OTRS wAM  MpPOBEepKU YCTAHOBJIEHHOW cucTeMbl. Haww
npoeccnoHanbHble yCayrn npefHasHayeHbl ANs Toro, 4Tobbl MoMoYb BaM ObiCTpee
pa3BepPHYTb CUCTEMY M NOJyYnTb HanbonbLuyto Boiroay oT OTRS.

3. Using the Web Installer

Bbl Mo)XeTe wucnonb3oBaTb Beb-ycTaHoBwWMK OTRS, nocne ycTtaHoBku OTRS pgns
YCTaHOBKMW U HAacTponkuy 6asbl gaHHbIXx OTRS. Beb-ycTaHOBLUWK 3TO CTpaHuLa bpay3epa,
KOTOPYI MOXKHO OTKPbITb Mo ccbiyike http://localhost/otrs/installer.pl.
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Korga 3anycTuTcs Be6-MHCTaNNAToOp, BbIMOJHATE, NOXaNyicTa, caeayolime warn ons

YCTaHOBKWN CNCTEMDbI:

1. Check out the information about the OTRS offices and click on 'Next' to continue (see

figure below).

Figure 2.1. Welcome screen

OTRS 5
Business Solution™

Step 1

Welcome to screenshots

usa

OTRS Inc.

19925 Stevens Creek Blvd.
Cupertino, CA 95014-2358
Phone: +1 (415) 3660178

Mexico
OTRS SA. deCM

Av. Insurgentes Sur 863, Col. Napoles

03810 Mexico, D.F.
Phone: +52 55 1168 9664

Malaysia
OTRS Solution Shd Bdn

No 17-1B, Jalan Puteri 2/7, Bandar Puteri, 47100 Puchong

Selangor
Phone: +603 8065 3323

Web site: www.otrs.com
Email: otrsteam@otrs.com

2. Read the GNU Affero General Public License (see figure below) and accept it, by clicking

Step 2 Step 3 Step 4

Germany

OTRS AG

Nersk-Data-Str. 1

61352 Bad Homburg

Phone: +49 (0) 6172 681988 0

The Netherlands

OTRS B.V.

Schipholweg 103

2316 XC Leiden

Phone: +31 (0)71 8200 255

Hong Kong

OTRS Ltd

Rm 406, 4/F, Boss Commercial Centre
28 Ferry Street, Jordon

Phone: +852 3690 1503

the corresponding button at the bottom of the page.

Figure 2.2. GNU Affero General Public License

Step 1
License

Step 2 Step 3 Step 4

License (1/4)

GNU AFFERO GENERAL PUBLIC LICENSE
version 3, 19 November 2007

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

Preamble

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 community 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.

wWhen we speak of free software, we are referring to freedom, not
price. Our General Public Licenses are designed to make sure that you
have the freedom to distribute copies of free software (and charge for
them if you wish), that you receive source code or can get it if you
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 Fublic 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.

A secondary benefit of defending all users' freedom is that
improvements made in alternate versions of the program, if they
receive widespread use, become available for other developers to
incorporate. Many developers of free software are heartened and
encouraged by the resulting cooperation. However, in the case of
software used on network servers, this result may fail to come about.
The GNU General Public License permits making a modified version and
letting the public access it on a server without ever releasing its
source code to the public.

Don't accept license  or Accept license and continue
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3. Choose the database that you want to use with OTRS. If you choose MySQL or Post-
greSQL as a database, you can also select here if you want the web installer to create a
database for you or if your database administrator has already created an empty database
for you that you would like to use. After that, click the 'Next' button (see figure below).

Figure 2.3. Bbibop 6a3bl gaHHbIX

Step 1 Step 2 Step 3 Step 4
License Database Settings
Database Selection (2/4)
MySaL
Oracle
PostgreSQL
-]

Next

4. B 3aBNCMMOCTU OT TOro, kakyto CYB[, Bbl Bbibpann n xenaeTe UCnonbL3oBaTb Beb-
YyCTaHOBLUUK Ond co3daHna Bl unm ncnonb3osaTh cylecTsytowyto bJl, Ha npegbiayliem
ware, 3TOT 3KpaH MOXET MMETb pa3IM4HbLIN BUA. BBeanTe Bawm AaHHbIE/NOJHOMOYUSA
onga poctyna K bl Ha 3TOM 3KpaHe.

Figure 2.4. Database credentials

Step 1 Step 2 Step 3 Step 4
License Database Settings

Configure MySQL (2/4)

root

If you have set a root password for your database, it must be entered here. If not, leave this field empty.
127.0.01

Check database settings

Back MNext
5. Create a new database user, choose a name for the database and click on 'Next' (see
figure below).
Warning

OTRS creHepupyeT HaOeXHbI Maposb AN Bac. Mo)XHO BBEeCTU CBOW
cobCTBEHHbIN Naposib. MNaposb 6byaeT 3anmncaH B KOHPUrypaunoHHoM danne Ker-
nel/Config.pm, Tak 4TO 3anomMmnHaTb ero HeobA3aTeNbLHO.
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Figure 2.5. Database settings

Step 1
License

Step 2
Database Settings

Step 3 Step 4

Configure MySQL (2/4)
User: | root

Password:

If you have set a root password for your database, it must be entered here. If not, leave this field empty.

Host: | 127.0.0.1

Result of database check

« D

check successful

Database User (New)

User: | otrs

A new database user with limited permissions will be created for this OTRS system.

Generated password: K6LdsukBvkUVSi43

Database

Database name: | Otrs

Back Next

6. baza paHHbIX BypeT co3faHa M 3amMoJfIHEHA, Kak MOKa3aHO Ha pucyHke. Haxkmunte
"Nanee" ons nepexoda K C/ie4ylOLEMy 3KPaHy.

Figure 2.6. Successful database setup

Step 2
Database Settings

Step 1
License

Step 3 Step 4

Create Database (2/4)

' CREATE DATABASE ‘otrs’
+' GRANT ALL PRIVILEGES
+ ELUSH PRIVILEGES

+ Processing otrs-schema
L4 Processing otrs-initial_insert
14 Processing post statements

Database setup successful!

Next

7. Provide all the required system settings and click on 'Next' (see figure below).
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Figure 2.7. System settings

Step 1 Step 2 Step 3 Step 4
License Database Settings General Specifications and Mail Settings

Systemn Settings (3/4)
SystemiD: | 01 |3
The identifier of the system. Each ticket number and each HTTP session ID contain this number.
System FODN: | otrs.mycompany.local
Fully qualified domain name of your system.
AdminEmail: | co@otrs.com
Email address of the system administrator.

Organization:  MyGompany

Log
LogModule: | File |
Log backend to use.
LogFile: /optfotrs/var/log/otrs.log
Webfrontend

Default language: | English (United States) [

Default language.

CheckMXRecord: |_Yes K

Email addresses that are manually entered are checked against the MX records found in DNS. Deon't use this option if

Next

8. 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).

Figure 2.8. Mail configuration

Step 1 Step 2 Step 3 Step 4
License Database Settings General Specifications and Mail Settings

Mail Configuration (3/4)
Configure Qutbound Mail
Outbound mail type: | Sendmail E
Select outbound mail type
Outbound mail port: |25

Select outbound mail port.
Configure Inbound Mail

Inbound mail type: | IMAP E
Select inbound mail type.
Inbound mail host:
Inbound mail host.
Inbound mail user:
User for inbound mail
Inbound mail password:

Password for inbound mail.

Check mail configuration or Skip this step

9. 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 generated password. After that, you can configure
the system to meet your needs.
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Warning

Moxanyncrta, 3anMwnTe MNaposib CreHEPUPOBAHHbLIA CUCTEMOW ONS YYEeTHOW
3anucuy 'root@localhost'.

Figure 2.9. Web installer final screen

Step 1 Step 2 Step 3 Step 4
License Database Settings General Specifications and Mail Settings Finish

Finished (4/4)
http:/localhost/otrsfindex.pl
root@localhost

9nZNWqEc1Ah0aS00

{lenjeyl)
Your OTRS Tearn

4. OTRS Ha Windows

OTRS moxeT paboTaTb Ha LWMPOKOM pPSAAEe CUCTEMHbIX MNAaT(OPM, BK/OYASA Takume
KoprnopaTueHble Linux nnaTgopMbl Kak Red Hat Enterprise Linux, n SUSE Linux Enterprise
Server, a Takxxe HabopoM Apyrmux AncTpubyTmeos Linux.

OpnHako, npu pabote OTRS Ha Windows nnaTdopmMax Mbl CTONKHYJNCb C
MOBTOPSAOLWMMNCSA MOTEPSAMU MPOU3BOANTESILHOCTN, N, HECMOTPS Ha UCYHEPMbIBaOWMNNA
aHaM3, He MNOoJIyYMNOCh PELUNTb 3TU BOMPOCHI, K HallEMY YAOBNETBOPEHMNIO B CBSA3M C
TEXHUYECKUMUN pa3nydmaMun. Takmm obpas3om, C TAXKeNblM CepOuUEM, Mbl MpekpaTuan
pa3sutme yctaHoBwmnka Windows ¢ OTRS Appliance B cBSi3M C OrpaHuU4eHHbIM B
HacTosiliee BPEMSA HaanymeM HeobXxoanMbIX CTOPOHHUX KOMMOHEHTOB, NMpeAJlaraemMblix
OPYrMMn NOCTaBLLUMKaAMMU.

B cBA3M C 3TMMK 06CTOATENLCTBAMU, Mbl HE CMOCOBHBI FrapaHTUPOBaTb MPOLOJIKEHNE
paboTel OTRS Ha Windows nnaTdopMe n B CBOIO o4epenb PEKOMEHAYEM MepenTu Ha
0AHY 13 nnaTdopm Linux, yNmOMSAHYTbIX Bbille UAN PEKOMEeHAYeM UCMOb30BaTb Halle
peweHne OTRS Business Solution™ Managed.

Ons obnervyeHuss nepexopa ¢ Windows Ha Linux npenocTtaBuUTb BaM HaWyullyto
nponsBoanTeNbHOCTb OTRS, Mbl MPUrOTOBUAM 3A4€Ch A5 BaC AeTaslbHble MHCTPYKLUN.

4.1. Kak nepeHecTu cywecteyouwyio Win-
dows-cucrtemy Ha Linux
4.1.1. BBegpeHue 1 noarotToBkKa

If you have a Windows based installation and you would like to change to a Linux based

system you will need to setup a Linux server or virtual machine and install OTRS there
(see the installation instructions). This will be the target system for the migration.

4.1.2. 3arpy3ute ckpunt OTRSCloneDB ans
KJIOHUpPOBaHUA B0a3bl A aHHbIX

Please go to the admin menu of the Windows based system and install the newest version
of OTRSCloneDB package into your OTRS:
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Bbl Mo)xeTe ycTaHoBUTL NakeT OTRSCloneDB HenocpeACTBEHHO C MOMOLLbIO MeHe A )Xepa
nakeTtoB. Bbibepnte "OTRS Extensions/[ononHenHns OTRS" u3 BbiNagatowero cnucka
c/leBa N KJIMKHUTE Mo KHomke "O6HoBUTbL uHGopMauuio penosutapus" Huxe. Korpa
c ctpoka ¢ OTRSCloneDB 6ypeT oTpaeHa B CMUCKe, BblbepuTe ee U HaXMUTe
"YcTaHoBUTL".

Mo>)XHO, TakXe, 3arpys3mtb nakeTt Bpy4dHyt ¢ OTRS FTP cepBepa M yCTaHOBUTb ero
BPY4YHYIO, KaK onucaHo HumxXe. http://ftp.otrs.org/pub/otrs/packages/

3arpysunTe nakeT ¢ HanbonbLLWNUM HOMEPOM BEPCUU:

0TRSCloneDB-1.0.13.0pm

Figure 2.10. 3arpy3ka OTRSCloneDB - ckpyHLWIOT

Maschine Anzeige Gerdte Hilfe

1 = o .
G@| @ hitp://mirror.otrs.org.cn:6877/ pub/otrs/packages/ pP~-c H & Index of /pub/otrs/packages ‘ | ok o
@ FAQ-3.3.92.opm 2014-11-18 04:45 3.3M o

@ FAQ-4.0.1.opm 2014-11-25 04:45 3.4M

@ FileManager-1.1.7.. 2014-08-05 08:36 33K

@ FileManager-1.2.1. 2014-08-05 08:56 33K

@ FileManager-1.3.1.opm 2014-08-05 08:56 33K

@ FileManager-1.4.1.. A0TA4 110 1748 33K

Open
[#] FileManager-1.42.{ | gpeninnewtab 36K
[#| FileManager-14.3__| Open in new window 36K
| Save target as... |

[F] EileManazer-1.4 44~ Tprint targer 37K

[#] FileManager-1.45.{ | 38K

[#| FileManager 14.64 | cop 38K

[#] FileManager-1.4.7. | CoPy shorteut 0K

[#] FileManager-1.4.8. . 52K

: = E-mail with Windows Live _
[ FileManager1.4.9. % | Translate with Bing 2K

[#] MasterSlave-1.0.1.4 | All Accelerators » 3K
[#] MasterSlave-1.0.2.4 | inspect element 32K
@ MasterSlave-1.1 1g Add to favorites... 30K

[#] MasterSlave-1.1.2. 531K
Properties

| @ OTRSCloneDB-1.0 - opr UIF-11-21 15745 350K
@ OTRSCodePolicy-1.0.1.opm 2014-08-05 08:36 517K
I @ OTRSCodePolicy-1.0.2.0pm  2014-08-05 08:36 521K

@ OTRSCodePolicy-1.03.0pm  2014-08-05 08:36 524K
@ OTRSCodePolicy-1.04.0opm 2014-08-05 08:56 524K
@ OTRSCodePolicy-1.0.5.0pm  2014-08-05 08:56 2.7TM
@ OTRSCodePolicy-1.0.6.0pm  2014-08-05 08:36 2.7TM
@ OTRSCodePolicy-1.0.7.0opm 2014-09-13 14:46 2. 8M

LR el

v

@‘ = [ G R ENG 111;;,;:4
S ®F & @ | @ B sTre-RECHTS

and install it to your Windows based installation:
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Figure 2.11. YcraHoBka OTRSCloneDB - ckpuHLWIOT

il Windows Server 20 usqefiihrt] - Oracle VIV

Maschine Anzeige Gerdte Hilfe

o@"" http://localhost/otrs/index.pl?Action=AdminPackageManager P-c ” % Package Manager - Admin ... | | Y {g}

Dashboard | Customers | Tickets | Statistics Q

Package Manager

Actions Online Repository
Browse... NAME VERSION VENDOR DESCRIPTION ACTION
2 Install Package No data found.
‘OTRS Extensions V‘

Local Repository

Update repository information

HAME VERSION = VENDOR DESCRIPTION STATUS | ACTION
B 107 The OTRS CloneDB package.  installed
Hint
ed feature? OTRS Group Feature Add-Ons
ontract customers with
HAME DESCRIPTION

Required for a smooth deployment of OTRS in a High-Availability Environment

Adds a custom search for Config lems regardiess of Cl classes

Assign Services to Customer IDs or CustomerUsers

Displays a message dialog while choosing a field, for example: SLAs.

Allocates tickets automatically to agents that have resources or suitable competences
It's now possible fo collect data from extemnal databases in a dynamic field so it can be
searched for and stored in the ticket.

Restricts the access to customer data by parter IDs.

Mewly created fickets can automatically be moved into configured queues, depending on
ticket and customer user settings. v}

s8>

@‘ + [ 4 8 G peu 13;;;:4
8 ® » & @ | @ B STRG-RECHTS

@[]

It is also no problem if you have installed some additional features or custom develop-
ments on your OTRS. You just need to take care that all of your installed packages are also
compatible with Unix based systems. For packages provided by OTRS this is the case.

4.1.3. Enable remote access for the PostgreSQL data-
base of target system

The OTSRCloneDB script will copy the database data over the network, so we need to
enable remote access to the database. The setup is different for the different databases,
we will describe opening remote access for a PostgreSQL database here.

Mocne BxoAa B Bally LIeNIEBYO0 CUCTEMY C UCMOJIb30BaHNEM SSH, HeE06X0ANMO U3MEHUTL
nyTb K KaTanory postgresql:

shell> cd /etc/postgresql/9.4/main
shell> vi postgresql.conf

No6aBbTe crieayloLLyio CTPOKY B KOHeL, (aina:

listen addresses = '*!'

CoxpaHuTe awnn.
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shell> vi pg hba.conf

[OobaBbTe cneayloLlyto CTPOKY B KoHewl, hanna:

host all all 0.0.0.0/0 md5

CoxpaHuTe dann.

Restart your PostgreSQL server:

shell> service postgresql restart

4.1.4. OctaHoBuTe cepBucbl OTRS

OcTaHoBUTe paboTaloLlme cepBuChl Ha LeNeBo CUCTEME:

shell> service cron stop

shell> service apache2 stop
shell> su - otrs

shell> cd /opt/otrs/

shell> bin/Cron.sh stop

shell> bin/otrs.Daemon.pl -a stop
shell> exit

4.1.5. Cpenaute "drop" cywecreyoweu bJl sawen
LLeJIeBOM CUCTeMbl, YTOObI MMeTbL NycTylo 6basy ansn
KJIOHUPOBAHUA AAaHHbIX

Ckpunt OTRSCloneDB He ypanseT paHHble B cyuwiecTBytowen 6aze OTRS, moaTomy
nPUAOEeTcs 3To caesiaTb BPYYHYIO:

Change the user to the postgresql user:

shell> su - postgres

Drop the existing otrs database:

shell> dropdb otrs

Create a new otrs database for the otrs user:

shell> createdb --owner=otrs --encoding=utf8 otrs

Go back to root user:

shell> exit
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4.1.6. Get the PostgreSQL password of your database

Mepengnte B kKaTanor OTRS Bawen Leneson CUCTEMbI:

shell> cd /opt/otrs

1 faBanTe NOCMOTPMM Ha KOHMUIypaLMOHHbIN halii Ballen LiesieBON CUCTEMbI::

shell> less Kernel/Config.pm

Bbl HargeTe naposb Ansg Bawewn bl ecnm HEMHOro nNpoanctaeTe dans BHU3:

Figure 2.12. MNonyyeHue naponsa bl Bawewn uesieBOW CUCTEMbI -
CKPUHLUOT

£ putty e

B Halwem npumepe:

I88cm34A1B6xrl3

Write the password down on a piece of paper.

4.1.7. CkonupyuTe Bawy BJl Ha Bawy uesieByIl0 CUCTEeMy

Switch back to your Windows based installation and open the SysConfig admin menu.
Please select the group "OTRSCloneDB" and the subgroup "Configuration":
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Figure 2.13. Hactpoute OTRSCloneDB SysConfig 1 - cKkpuHwWwoT
réﬁ Windows Server 2012 [wi-n-j ausgefiihrt] - OracEM WnualBo_ n ﬁ‘

Maschine Anzeige Gerate Hilfe

G@Hf http://localhost/otrs/index.pl?Action= AdminSysConfig:Subaction= O v & || > OTRSCloneDB - SysConfig .. | |

Dashboard | Customers | Tickets | Statistics Q

SysConfig

Actions Result

‘ | Search | SUBGROUP ELEMENTS (iROUP

Navigate by searching in 1310 seftings I 5 OTRSCloneDB I

OTRSCloneDB (5) %

avigate by selecting config groups

‘:. Export settings |

‘:_". Import settings |

l Top of page @)

‘H—iFé E‘ﬂ‘e‘”@‘ ‘[%@ﬂgn[u1m4

8@ ¢ P @l @B sTReRECHTS

Hy>xHo HacTpounTb NnapameTp SysConfig - OTRSCloneDB::TargetSettings, co cneaytowmmn
3HaYeHNAMMN:

TargetDatabaseHost => 192.168.137.20 (3pecb Heob6x0oMMO BBECTM ip agpec Bawew LeneBow
CUCTEMBI)

TargetDatabase => otrs

TargetDatabaseUser => otrs

TargetDatabasePw => I88cm34A1B6xrl3 (3pecb HeobxoouMMO BBECTU Maposib Ha BaWeW LeneBow
cucrteme)

TargetDatabaseType => postgresql
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Figure 2.14. Hactpoute OTRSCloneDB SysConfig 2 - ckpuHwoT
réﬁ Windows Server 2012 [;;ausgeﬁ]hrt] - Oracle VM V'muammw

Maschine Anzeige Gerdte Hilfe

e@\a‘f http://localhost/otrs/index.pl?Action=AdminSysConfig:Subaction= O = G” % OTRSCloneDE -> Configur... | | 1Y) ok 1H

Dashboard | Customers | Tickets | Statistics Q

SysConfig
Actions Edit Config Settings in OTRSCloneDB -> Configuration
ol ‘ Go to overview |
& CloneDB: TargeiDBSettings
|
Key Content l
| TargetDatabase ofrs =
TargetDatabaseHost 192.168.137.20 ] I
TargetDatabasePw 188cm34A1B6xr3 ] |
TargetDatabaseType postgresql = I
TargetDatabaseUser ofrs = |
@ I
Settings for connecting with the
target database. I
I
CloneDB: SkipTables  Key Content I
otrsclonedb_example_skip_table 1 =
@®
List of tables should be
skipped, perhaps internal DB
tables. Please use lowercase.
v
v| CloneDB: BlobColumns ey Content
el y = - m 3:06 PM
‘Fﬁ E‘;ﬂ‘e @‘. -[Es@ﬂgocu”m“
@O P @l @BISTReREHTS
— — ———

To run the OTRSCloneDB script we need to switch to the command prompt of our Windows
based OTRS and to change into the base directory of our OTRS installation:

shell> cd "C:\otrs"

If you are using StrawberryPerl, then you maybe need to activate your shell for Perl:

shell> StrawberryPerl\portableshell.bat
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Figure 2.15. 3anyck OTRSCloneDB script 1 - ckpuHwwoT

i/ Windows Server 2012 [wird ausgefihrt] - Oracle VM VirtualBo; -
Maschine Anzeige Gerdte Hilfe
- o x
e > http://localhost/otrs/index.pl?Action= AdminSysConfig;Subaction= O ~ ¢ % OTRSCloneDB -> Configur... A ‘:::’
_ :
SysConfig
Actions Edit Config Settings in OTRSCloneDB -> Configuration
Go to overview
£ CloneDB: TargetDBSettings
N Administrator: Command Prompt I;‘i-
icrosoft Windows [Uersion 6.3.76881 -
(c> 20813 Microsoft Corporation. All rights reserved. =)
\Userssidministratorred .. ©
\sersded .. e
\ed otrs =)
otrs>StravherryPerlsportableshell.bat .6)
skipped, perhaps internal DB
tables. Please use lowercase.
CloneDB::BlobColumns Key Content
article_aftachment. content 1 =
article_plain.body 1 "f:' W
- ; — P » 2:43PM
a ia s .,..s, a
F ‘ e ‘ \“‘g H ‘ I]% @ [(b el 11/28/2014
S0 @ 0| @ BISTRGREHTS

The OTRSCloneDB script is located in the bin directory of the OTRS directory.

shell> cd "OTRS\bin"

3anyck ckpunta OTRSCloneDB:

shell> perl otrs.0TRSCloneDB.pl

Tenepb Bbl MOXETE YBUAETb HEKOTOPYO NH(POPMALIMIO O CKPUMNTE N ero napameTpax.
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Figure 2.16. 3anyck OTRSCloneDB script 2 - ckpuHwoT

EQ]}I Windows Server 2012 [wird ausgefiihrt] - Oracle V|

Maschine Anzeige Gerate Hilfe

e % http://localhost/otrs/index.pl?Action=Admin5
Dashboard | Customers | Tickets  Statistics Q

Config:Subaction= O ~ & || % OTRSCloneDB -> Configur... % 23

You are logged in as A ~

2Notrs \OTRS\hin>

SysConfig zNotrs\OTRS\bin> -
iNotrsSOTRS bin>
“SotrsSOTRS\bin>
REIE NotrsNOTRS hin>
SotrsNOTRS\bin>
Go to overview =notrs\0TRS~hin>

:\otrs\OTRS\bin}>
:notrsNOTRS\bin}>
notrsNOTRENbin>
:NotrsNOTRS\hin}>
:NotrsNOTRSNhin>
~otrs\OTRS \bin> B
~otrs“OIRS \bin> =
~otrsNOTREhin>
:notrsNOTRS\bin}>
=notrsNOTRENhin2>
:NotrsNOTRS\hin}> =
sNotrsNOIRSN\hin}> N
=NotrsNOIRS\bin}> =
=Notrs\OIRS\bin}> N
:notrsNOTRS\bin}> =]
:notrsNOTRS\bin}> =
:Notrs~OTRESbhin>perl otrs.CloneDB.pl
otrs.CloneDB.pl migrate OIRE databases
opyright <C> 2881-2811 OIRS AG, http:/rotrs.org/

his script clones an OTRS database into an empty target databhase. even
on another database platform. It will dynamically get the list of tahles in the
ource DB, and copy the data of each table to the target DB.

note that you first need to configure the target database via SysConfig.

otrs .CloneDB.pl [-»1 [-f1 [-nl N
Clone the data into the target database. =
Gontinue even if there are errors while writint the data.

Dry run mode,. only read and verify, but don’'t write to the target databal =

DB BlobColumns e Content

‘i‘ . R b 3BPM

11/28/2004

® & P @ | O B streReCHTS

BHMMaHwMe... OWnbKN KoTopble MOSABAAIOTCA Npu 3anycke 6e3 mapaMeTpoB rOBOPST O
HeBEPHOM MMeHu Bxoda asa b nan npobnemamun ¢ nogknodeHmnem kK CYbI.

Ecnn owmnbok He obHapyxeHo, NpoBepbTE, HTO YNCTbLIN 3aMyCK MPOXOAUT YCMeLlHo:

shell> perl otrs.0TRSCloneDB.pl -n
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Figure 2.17. 3anyck OTRSCloneDB script 3 - ckpuHwoT

{1 Windows Server 2012 [wird au

Maschine Anzeige Gerate Hilfe

% http://localhost/otrs/index.pl?Action=AdminSysConfig;Subaction= 0 + & || > OTRSCloneDB -> Configur...

. A Checking
SysConfig 1-2 Checking
g}mcll:ing
i H hecking
REITE : Checking
g}wcl‘:jng
hecking
Go to overview Checking
Checking
Checking
Checking
Checking ticket_h
Checking ticket
Checking ticket_
Checking ticket_loc
Checking ticket_lock
Checking ticket_loo
Checking
Checking
Checking
Checking _type..
Checking i W [
Checking time_accounting
Checking user_preferences...
Checking
Checking
Checking
Checking -
Checking 3 preferences...
161 Checking web_upload_cache. ..
3:161 Checking xnl_storage...
Dry run succesfully finished.

:\otrs\OIRS\hin> e}
Notrs\OTRS hin) -
\otrs\OTRS bin}
:\otrs\OTRS\bin>
:\otrs\OIRS\bin>
\otrs\OIRS\bin®
\otrs\OTRS hin}

:otrs\OTRENhin,
v
CloneDB::BlobColumns e Content
= ; . = - e 423 PM
F @' ‘ = ‘ a,' ‘ é ‘ - ‘ __Shcw hidden icons DEU 11/28/2014

8 ® » & @ | @ BlstrerecHTs

HayHuTe KonupoBaHue Ballen B n "mMonnTech":

shell> perl otrs.0TRSCloneDB.pl -r

MpuMep ycnewHoro BbIMNOJHEHUSA BbIFNAANT Tak:

Generating DDL for OTRS.
Generating DDL for package OTRSCloneDB.
Creating structures in target database (phase 1/2)

Creating structures in target database (phase 2/2)

done.

4.1.8. Copy the following files from your Windows
based system to the target system
You need to copy some files from your Windows based system to the target system.

You can do this for example with a free tool like "WinSCP" (just search the internet for
"WinSCP"). Copy the following files from your Windows based system:

C:\otrs\0TRS\Kernel\Config\GenericAgent.pm
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C:\otrs\0TRS\Kernel\Config\Files\ZZZAuto.pm
C:\otrs\OTRS\var\article\*
C:\otrs\0TRS\var\log\TicketCounter.log

B Bally LieNeBylo CUCTEMY.

/opt/otrs/Kernel/Config/GenericAgent.pm
/opt/otrs/Kernel/Config/Files/ZZZAuto.pm
/opt/otrs/var/article/*
/opt/otrs/var/log/TicketCounter.log

Open the file /opt/otrs/Kernel/Config/Files/ZZZAuto.pm on the target system and
replace all paths like "C:/otrs/OTRS/" with "/opt/otrs/"!

If you have have manually changes in your Kernel/Config.pm then please copy these
changes to the target system's Kernel/Config.pm. Don't copy it 1:1 because you will
now have different database settings and the file paths on the target system are different
from Windows!

4.1.9. NepeycTaHOBUTb BCE NaKeThbl

MNepeycTaHOBMTE BCE MaKeTbl C MoMoUlbio MeHen)kepa NakeToB ANS MOJIyYeHUs BCeX
OOMOJSIHUTENbHbIX (haioB 06paTHO.

shell> bin/otrs.SetPermissions.pl --otrs-user=otrs --otrs-group=otrs --web-user=www-data --
web-group=www-data /opt/otrs

shell> su - otrs

shell> cd /opt/otrs

shell> perl bin/otrs.Console.pl Maint::Cache::Delete

shell> perl bin/otrs.Console.pl Maint::Loader: :CacheCleanup

shell> perl bin/otrs.Console.pl Admin::Package::ReinstallAll

shell> exit

McnpaBuTb BCce NpaBa B Bawen OTRS cncreme cHoBa:

shell> bin/otrs.SetPermissions.pl --otrs-user=otrs --otrs-group=otrs --web-user=www-data --
web-group=www-data /opt/otrs

4.1.10. Disable remote access for the PostgreSQL data-
base of your target system

Undo all steps you did to enable the remote access for the PostgreSQL database to your
target system.

CMeHWTe KaTanor Ha postgresql:

shell> cd /etc/postgresql/9.4/main
shell> vi postgresql.conf

YpanuTte cnefywouyo CTPOKy B KoHele danna:

listen addresses = '*!'

CoxpaHuTe ann.

38




OTRS

Real Services

shell> vi pg hba.conf

YnanuTte cnefyloLllyo CTPOKY B KoHele caina:

host all all 0.0.0.0/0 md5

CoxpaHuTe cann.

Mepe3anycTuTe cepsep postgresql

shell> service postgresql restart

4.1.11. 3anyck cepsucoB OTRS

3anycTuTe CepBUCHl Ha BalLENn HOBOM CUCTEME:

shell> service cron start

shell> service apache2 start
shell> su - otrs

shell> cd /opt/otrs/

shell> bin/Cron.sh start

shell> bin/otrs.Daemon.pl -a start

Now you should be able to open the OTRS of your target system in the browser with the
imported data of your Windows based system.

5. Upgrading OTRS from 4 to 5

These instructions are for people upgrading OTRS from 4 to 5 or from a 5 to a later patch-
level release 5 and applies 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 4 first
(1.1->1.2->1.3->2.0->2.1->2.2->2.3->2.4->3.0->3.1->3.2->3.3->4)! You need to per-
form a full upgrade to every version in between, including database changes and the
upgrading Perl script.

MomMHKTe, 4TO ecnun Bbl Aenaete obHoBneHne ¢ OTRS 2.2 nnn 6onee paHHeN, Bbl OOSIKHbI
BbIMOJIHUTb AOMOJIHUTE IbHbIN Lar.

Within a single minor version you can skip patch level releases if you want to upgrade.
For instance you can upgrade directly from OTRS 5 patchlevel 2 to version 5 patchlevel
6. If you need to do such a "patch level upgrade", you should skip steps 6, 10, 11, 14,
17 and 18.

HacTosiTeNbHO peKoMeHAyeM BbINONHUTbL CHavasa TeCToBoe 06HOBJIEHNE B OTAESIbHOWN
TecToBOW cpene.

5.1. lWLlar 1: OcTtaHOBUTE BCe
COOTBETCTBYIOLLUE CNYXXObI

Please make sure there are no more running services or cron jobs that try to access OTRS.
This will depend on your service configuration, here is an example:
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shell> /etc/init.d/cron stop
shell> /etc/init.d/postfix stop
shell> /etc/init.d/apache stop

Stop OTRS cron jobs and the scheduler or daemon (in this order) depending on the OTRS
version you are updating from:

shell> cd /opt/otrs/
shell> bin/Cron.sh stop
shell> bin/otrs.Scheduler.pl -a stop

or

shell> cd /opt/otrs/
shell> bin/Cron.sh stop
shell> bin/otrs.Daemon.pl stop

5.2. LLlar 2: BoinonHuTe pe3epBHOe
KonumposaHume coaoep>xXmmMmoro nanokKk Huxe /
opt/otrs/

* Kernel/Config.pm

» Kernel/Config/GenericAgent.pm (only for reference, this file is not needed any more)

* Kernel/Config/Files/ZZZAuto.pm

e var/*

* a Tak>Xe 6a3bl AaHHbIX

5.3. LLlar 3: YOoeaouTechb, 4TO Bbl CO34aNM
pe3epBHYIO KOMNMUIO BCeX AaHHbIX ;-)

5.4. LLlar 4: YcTaHOBUTE HOBYIO Bepcuio/
penus (u3 tar-apxuea mam ¢ noMmoubio RPM-
nakeToB).

5.4.1. lllar 4.1: C nomouwbio tarball:

shell> cd /opt

shell> mv otrs otrs-old

shell> tar -xzf otrs-x.x.x.tar.gz
shell> mv otrs-x.x.x otrs

5.4.1.1. BocCcTaHOBUTb CTapble KOH(pUrypaumoHHbie cannsl
* Kernel/Config.pm

» Kernel/Config/Files/ZZZAuto.pm
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5.4.1.2. BocctaHoButb TicketCounter.log

YTobbl mnocne obHoBneHus OTRS npooos/mkKua HyMepoBaTb 3asBKW MNpPaBWUIbLHO,
BoccTaHoBuTe TicketCounter.log B /opt/otrs/var/log/. 9To 0COBEHHO Ba>kHO, ec/n
Bbl MCMNOJIb3yeTe nocsefoBaTesIbHY HyMepaLnio 3as8BOK.

5.4.1.3. BOCCTaHOBMTb AaHHbIe CTaTbM

If you configured OTRS to store article data in the filesystem you have to restore the
article folder to /opt/otrs/var/ or the folder specified in the SysConfig.

5.4.1.4. YcTaHOBKa npaB pgoctyna K ¢annam.

Please execute

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

with the permissions needed for your system setup. For example:

* Web server which runs as the OTRS user:

shell> bin/otrs.SetPermissions.pl --web-group=otrs

* Webserver with wwwrun user (e. g. SUSE):

shell> bin/otrs.SetPermissions.pl --web-group=wwwrun

* Webserver with apache user (e. g. Red Hat, CentOS):

shell> bin/otrs.SetPermissions.pl --web-group=apache

* Webserver with www-data user (e. g. Debian, Ubuntu):

shell> bin/otrs.SetPermissions.pl --web-group=www-data

5.4.2. llar 4.2: C nomouwbio RPM:

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

In this case the RPM update automatically restores the old configuration files and sets
file permissions.

5.5. WWar 5: NpoBepka Tpedbyembix Perl
MoAyJieun

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
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5.6. LLlar 6: MpuMeHeHune oOHOBJIeHUU Oa3bl
AAHHbIX

5.6.1. LLlar 6.1: Cxema obHoBneHusa b
5.6.1.1. MySQL:
Note

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 en-
gine e.g. MyISAM, then an error will be displayed when creating the foreign key con-
straints. In this case we recommend to switch all tables to InnoDB with the console
command bin/otrs.Console.pl Maint::Database::MySQL::InnoDBMigration.

Any problems with regards to the storage engine will be reported by the bin/
otrs.Console.pl Maint::Database::Check command, so please run it to check for
possible issues.

shell> cd /opt/otrs/
shell> cat scripts/DBUpdate-to-5.mysql.sql | mysql -p -f -u root otrs
shell> bin/otrs.Console.pl Maint: :Database::Check

5.6.1.2. PostgreSQL:

shell> cd /opt/otrs/
shell> cat scripts/DBUpdate-to-5.postgresql.sql | psql --set ON ERROR STOP=on --single-
transaction otrs otrs

5.6.2. llar 6.2: CkpunT murpauum bJ1

Run the migration script (as user otrs, NOT as root):

shell> scripts/DBUpdate-to-6.pl

The script will ask you to set a time zone for OTRS. It is very important that you set the
correct time zone (and keep it), otherwise date and time of data added after the upgrade
(tickets, articles, etc.) wil be stored with a different time zone than your existing data,
leading to inconsistent data. The script will suggest possible time zones based on your
previous configuration. In case you are not sure or made a mistake, you can change the
OTRS time zone after the upgrade via SysConfig setting OTRSTimeZone.

Do not continue the upgrading process if this script did not work properly for you. Other-
wise data loss may occur.

5.7. Step 7: Refresh the configuration cache
and delete caches

Please run (as user otrs, not as root):

shell> cd /opt/otrs/
shell> bin/otrs.Console.pl Maint::Config: :Rebuild
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shell> bin/otrs.Console.pl Maint::Cache: :Delete

5.8. Step 8: Restart your services

e. g. (depends on used services):

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

Now you can log into your system.
5.9. Step 9: Check installed packages
Note

The OTRS packages of 4 are NOT compatible with OTRS 5, so you have to perform
a package upgrade!

Cnepytowme nakeTbl 6yayT aBTOMaTUYECKM OEWHCTaNIMPOBaHbI MNOCJse Mpouecca
obHoBNEHUA (ecnn BblNnM YCTAaHOBNEHLI paHee):

* OTRSGenericinterfaceMappingXSLT

5.10. Step 10: Configure NodelDs (only for
multi-frontend clustered setups)

Note

This step is only needed if you have a clustered setup with several frontend ma-
chines.

From OTRS 5 on, every frontend server needs to have its own unique NodeID. This defaults
to 1 and thus does not need to be configured for single-frontend setups. If you have more
than one machine, each machine needs to have this value set to a unique value between
1 and 999. This configuration needs to be done in the file Kernel/Config. pm:

$Self->{'NodeID'} = '2°'; # assign a unique value for every frontend server

5.11. Step 11: Check follow-up detection con-
figuration

The follow-up detection settings were reorganized. Now OTRS searches by default in email
subject and references to detect follow-ups. Please check in AdminSysConfig Ticket ->
Core::PostMaster if you need to make any changes to the follow-up detection configu-
ration (for example to search in body, attachments or raw email content).

5.12. Step 12: Start the OTRS Daemon

The new OTRS daemon is responsible for handling any asynchronous and recurring tasks
in OTRS. What has been in cron file definitions previously is now handled by the OTRS
daemon, which is now required to operate OTRS. The daemon also handles all GenericA-
gent jobs and must be started from the otrs user.
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shell> /opt/otrs/bin/otrs.Daemon.pl start

5.13. Step 13: Update and activate cron jobs

There are two default OTRS cron files in /opt/otrs/var/cron/*.dist, and their purpose
is to make sure that the OTRS Daemon is running. They need to be activated by copying
them without the ".dist" filename extension.

shell> cd /opt/otrs/var/cron
shell> for foo in *.dist; do cp $foo “basename $foo .dist ; done

To schedule these cron jobs on your system, you can use the script Cron.sh with the
otrs user.

shell> /opt/otrs/bin/Cron.sh start

Please note that if you had any custom cron jobs, you should consider moving them to
SysConfig (Daemon -> Daemon: :SchedulerCronTaskManager: :Task) to have them exe-
cuted by the OTRS daemon as well. You might also need to adapt your custom scripts,
because now most OTRS commands are managed by bin/otrs.Console.pl instead of
single scripts.

5.14. Step 14: Review your ticket notifica-
tions

With OTRS 5 ticket notifications are configured differently than in previous versions. They
are now part of the "Event Notifications" that were previously available as well (now called
just "Ticket Notifications"). Your existing ticket notifications have been migrated into the
list of ticket notifications, but deactivated. You have also received the new default ticket
notifications, active by default.

In case you did not modify the old ticket notifications you don't have to do anything. If you
have made local modifications or translations, you have two choices: a) you can migrate
your modifications to the new ticket notifications (recommended) or b) you can deactivate
the new notifications and activate the old notifications again.

Please also review the escalation notification recipient settings and see if they match
with your expectations (agents who have the ticket in one of their custom queues vs. all
agents with read permissions). This was configured via a setting in the file Kernel/Con-
fig/GenericAgent.pm (now obsolete) previously and can now be controlled via the GUI
for each notification separately.

5.15. Step 15: Update system registration
(optional)

If the system is already registered with OTRS Group, it is strongly recommended to update
the registration information at this time. This will update the registered version of the
system (among other changes) in the OTRS Group records, in order to get much accurate
information from the cloud services.

If you don't update the registration information manually, it will be done automatically
on a regular basis, but this could happen some hours or days after. During this period

44



OTRS

Real Services

it might be possible to get wrong information from cloud services like OTRS Business
Solution™ updates.

shell> cd /opt/otrs/
shell> bin/otrs.Console.pl Maint::Registration::UpdateSend --force
shell> bin/otrs.Console.pl Maint::Cache: :Delete

5.16. Step 16: Migrate custom Perl based
GenericAgent jobs (optional)

This is only relevant if you had any custom GenericAgent jobs in Perl OTRS 4 configuration
files such as Kernel/Config/GenericAgent.pm that cannot be handled with the regular
ticket notifications. Such jobs now need to be registered as OTRS Daemon cron tasks in
the SysConfig (Daemon -> Daemon: :SchedulerCronTaskManager: :Task), in order to be
executed on a regular basis.

There are 5 settings in the SysConfig prepared for this
purpose (Daemon: :SchedulerCronTaskManager: : Task###GenericAgentFilel to
Daemon: :SchedulerCronTaskManager: : Task###GenericAgentFile5). If more settings
are needed they can be added in a custom SysConfig setting file.

Please replace "<ModuleName>" with the file that contains the custom GenericA-
gent jobs configuration, e.g. Kernel: :Config: :GenericAgent for the file: Kernel/Con-
fig/GenericAgent. pm, set the schedule to match the periodicity as it was executed be-
fore, mark the setting as active and save the changes.

Note

To get more information about other parameters that can be used while running
the GenericAgent jobs, please execute:

shell> bin/otrs.Console.pl Maint::GenericAgent::Run --help

5.17. Step 17: Setup bash autocompletion
(optional)

All regular OTRS command line operations now happen via the OTRS Console interface
bin/otrs.Console.pl. This provides an auto completion for the bash shell which makes
finding the right command and options much easier.

You can activate the bash autocompletion by installing the package bash-completion.
It will automatically detect and load the file /opt/otrs/.bash _completion for the otrs
user.

After restarting your shell, you can just type bin/otrs.Console.pl followed by TAB, and
it will list all available commands. If you type a few characters of the command name, TAB
will show all matching commands. After typing a complete command, all possible options
and arguments will be shown by pressing TAB.

5.18. Step 18: Review ticket action screen
configurations (optional)

Some ticket action screens like "Note" had default subjects in OTRS 4 (configurable via
SysConfig, Ticket::Frontend: :AgentTicketNote###Subject in this case). These de-
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fault subjects have been removed to reduce the amount of potentially redundant/mean-
ingless data. You might want to re-add them if they are mandatory for you.

5.19. Step 19: Well done!

6. Additional Applications

Ona paswupenna dyHKunoHanbHocTu OTRS-hperMBOpPKa, MOXXHO TakKXe YCTaHOBUTb
OONONIHUTENIbHbIE MaKeTbl NPUIOXKEHUA. DTO MOXKHO cAesiaTb C NMOMOLLbIO MeHeO)xepa
nakeTos 13 MaHenn AQMUHNCTPUPOBAHNSA, KOTOPLIA 3arpy>xaeT NPUI0>KEHUSA N3 OHNalnH
peno3nTopusa N ynpasaseT 3aBUCUMOCTAMN MEXAY 3TUMU NakeTaMUn. TakXXe NMpuaoxeHns
MO>XHO YCTaHOBUTb N3 JIOKasIbHbIX (DansioB.

6.1. FAQ (HacTto 3apaBaeMblie Bonpochl)

FAQ - 3TO KOMMNOHEHT Ba3bl 3HaHW. OH Mo3BONSET pPefaKTMPOBaTbL M NPOCMATPUBATL
ctatb FAQ . CTaTbM MOXHO MpOCMaTPUBaTb W OrpaHW4YMBaTb K HUM [OCTYnN
ONS areHToB, KJINEHTOB W aHOHUMHbLIX MoJib30BaTesiel. TakXke OHW MoryT ObiTb
CTPYKTYPUPOBaHbLI MO rpynnam u 6biTb NPOYUTaHbl HA Pa3JINYHbIX A3bIKaX.
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Chapter 3. First Steps

B aTon rnaBe npuBoauTca obwminm o63op OTRS n cTpykTypa Beb-nHTepdenca. daeTca
0bbSICHEHME TaKMM TEepMUHaM KakK: areHTbl, KJAMEeHTbl U agMUHUCTpaTopbl. B 3TOM
pa3gese Bbl BongeTe B cuctemy ¢ npaBamu OTRS-agMmnHUCTpaTopa 1 6osee BHMMaTesIbHO
03HaKOMUTECb C HaCTPOMKaMUK MoJib30BaTesier, OOCTYMHbIMW ANS Ka)Ooro 13 TUMoB
aKkKayHTa.

1. Agent Web Interface

AreHTCcKni Be6-I/IHTepCDEI7IC MO3BONIAET areHTaM O0TB€4YaTb Ha BOMPOCbl KJ/INEHTOB,
CO30aBaTb HOBblIE 3adABKW OJi1d KJIMEHTOB W areHToB, CO3O0aBaTb 3adABKW Ha OCHOBE
Tene(pOHHbIX 3BOHKOB KJ/IMEHTOB, MMCaTb W pPeOakKTnpoBaTb 3alnCu FAQ-MO)J,YJ'IFI,
PeNAKTUPOBATb AaHHbIE KJIMEHTOB U TaK Oallee.

Supposing your OTRS host is reachable via the URL http://www.example.com , then the
OTRS login screen can be reached by using the address http://www.example.com/otrs/
index.pl in a web browser (see figure below).

Figure 3.1. Login screen of the agent interface

OTRS 5
Business Solution™
Welcome to screenshots

#* Username:

* Password:

Login

Lost your password?

2. Customer Web Interface

B OTRS KAneHTbl uMMelT OTAeNbHbI Beb-nHTepdenc, C MnoMoLLbio 3Toro Beb-
MHTepdenca OHWM MOryT Cco3[aBaTb HOBble Y4YeTHble 3anucu, NpocMaTpuBaTb
cobCTBEHHbIE 3a5BKIW, CO34aBaTbh U peAaKTUPOBaTh 3a59BKW, U3MEHATb HAaCTPOMKUN CBOEN
Y4€THOW 3anncn n T.4.

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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Figure 3.2. Login screen of the customer interface

Example Company

Login

Log In

Mot yet registered?

3. Public Web Interface

B mononHeHune kK Beb-nHTepgency ansa areHToB U kameHToB, OTRS MMeeT OTKPbIThIN
Beb-nHTepdenc, npegocTaBnsowmn goctyn kK FAQ-moaynto, KOTopbI ycTaHaB/IMBaeTCSA
oToenbHo. OH npepocTaBAseT OTKPbITbIM AocTyn K FAQ-cucteme v no3BonseT
nosib3oBaTesnigiM 6e3 aBTopM3aLMN NCKaTb MHGOPMaunuto B 6a3e 3HaHUNA.

B Hawem npumepe obwun Beb-mHTepdenc bynet npocTtyneH no ccebiike: http://
www.example.com/otrs/faq.pl , http://www.example.com/otrs/public.pl

Figure 3.3. ObwepnocTtynHbi# Beb-uHTepdenc

Example Company >k OTRS

FAQ Explorer

FAQ

Subcategories Search
NAME COMMENT SUBCATEGORIES FAQ ARTICLES El
Bugzilla Reporting bugs 0 1
Wildcards are allowed.
Feature AddOns FAOs (1] 1
OTRS Framework Questions and answers about OTRS 0 1 Q_ Advanced Search
FAQ Articles Latest created FAQ articles
FAQH A TITLE GATEGORY LANGUAGE
Mo FAQ articles found. Feature AddOns - en - public (all) - 12/03/2014 00:54

Bugailla - en - public {all) - 12/03/2014 00:53

OTRS Framework - en - public (all) - 12/03(2014 00:51
Latest updated FAQ articles

Feature AddOns - en - public (all) - 12/03/2014 00:64
Bugzilla - en - public {all) - 12/03/2014 00:53

OTRS Framework - en - public (all) - 12/03/2014 00:51

Top 10 FAQ articles

4. First Login

MepenanTe K CTpaHULE BXOo4a, Kak 3TO ONMcaHo B pa3aene AreHTckun Beb-uHtepdgenc
Beegnte uMMsa nonb3oBaTeNs U MNapofib. BBMAy TOro 4to nocjie HOBOW YCTaHOBKM
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B CUCTEME HeT HW OAHOro 3aperucTpupoBaHHOrO MoJjib30BaTesNsA, BONOUTE B MepBbIN
pa3 c¢ npasamm OTRS-agMuMHUCTpaToOpa, WUCMOJb3yd LN 3TOro MMA roJsib3oBaTens
'root@localhost' u naponb 'root'.

Warning

[daHHble [oCTyna 3TOro akKayHTa [AeWCTBUTENIbHbl AN KaXKAouW Konuu
HOBOYyCTaHoBNEeHHOW cucTembl OTRS. IMeHHO Mo 3Ton npu4dmnHe naposb OTRS-
agMuHUCTpaTopa HeobXoOMMO WM3MEHUTb KaK MOXHO 6bicTpee. 3TO MOXXHO
choenaTb nocsie Bxoja B CUCTeMy C MNpaBaMu agMMHUCTpaTopa nepengs no
ccbinke preferences.

Ecnu He xoTuTe BXOOUTb B cucTemy ¢ npasaMu OTRS-agMuHMUCTpaTopa, NpocTo BBeguTe
MMS 1 Naposb CBoero 0bbIYHOro areHTCKOro akkayHTa.

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

Figure 3.4. NpucnaTtb HOBbIX NapoOJib

OTRS 5
Business Solution™

Request New Password

% Username:

Request New Password

+ Back to login

5. The Web Interface - an Overview

Upon successfully logging into the system, you are presented with the Dashboard page
(see figure below). 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 using different criteria.
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Figure 3.5. Dashboard of the agent interface

0 OTRS
. Business Solution”‘5

Dashboard Customers Tickets Chat Reports Admin  Q

Dashboard
Product News b Settings

OTRS 5.0.3 is available! Please update now. (Release Note - Level: Minor)
OTRS 5.0.2 is available! Please update now. (Release Note - Level: Minor)
OTRS 5.0.1 is available! Please update now. (Release Note - Level: Major)

7 Day Stats.

2

Reminder Tickets

TICKET# AGE TITLE 1
none

Escalated Tickets
All tickets (0) 0
Sun Mon Tue Wed Thu Fri  Sat
TICKET# AGE TITLE
none
Upcoming Events

New Tickets none

All tickets (1)

OTRS News
TICKET# AGE TITLE

2015071510123456 136d16h Welcome to OTRS! Release Notes: OTRS & Patch Level 3
Release Notes: OTRS:TSM Module 5
Patch L...
Release Notes: OTRS 5 Patch Level 2
All tickets (0) Release Notes: OTRS::ITSM Module 5
Pateh L...
Release Notes: OTRS 4 Patch Level 14
Release Notes: OTRS:TSM Module 4
Patch L...

Open Tickets / Need to be answered

TICKET# AGE TILE
none
Ticket Queue Overview

QUEUE NEW OPEN PENDING REMINDER TOTALS
Raw 1 0 1] 1
TOTALS 1 0 (1]

To improve clarity, the general web interface is separated into different areas. The top
row of each page shows some general information such as 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.

Moo WKOHKaMM HaxXOAWUTCS HaBUrauMoHHasa CTpoka. OHa noKa3blBaeT MEHIo,
Mo3BOJIAOLLIME MepexoaunTb K pasHbiIM MOAYNAAM CUCTEMblI U TMO3BOJISIET BbIMOJIHATH
HekoTopble rnobanbHble OeNcTBUA. [pyM HaXkaTuM Ha KHOMKy [laHenb YnpaBneHus
Bbl Mepenpgete Ha CTpaHuuy [laHenn WHCTPYMEHTOB, KOTOpas MO YMOJIHaHMIO
oTobparkaeTcs nocyie BXxoda B CUCETMY. ECM HaXKaTb CCbIJIKY MEHIO 3asBKWN, OTKPOEeTCS
nogMeHto, NpepJaratollee pa3jinyHole 4ENCTBUS, AOMYCTUMbIE Haf 3assBKaMU: CO34aHne
HOBOW 3aaBKU (Ha OocHoBe TesiehOHHOro 3BOHKAa MM CO0bLLEHNS SNEKTPOHHOW MOoYThI),
MONCK KOHKPETHbIX 3aBOK. KHOMKa OT4YeThl TakXe SIBJISEeTCA YaCTbio MEHIO U MO3BONAET
MPOCMaTpMBaTb CYLIECTBYIOLWY CTAaTUCTUYECKY WHGOpMauuto, co3gaTb HOBYKO a
TakK>Xe NPon3BOANTb MMMNOPT CYLLECTBYOLWEN CTaTUCTUKKN. KHOMKa KNneHTbl No3BonseT
nepenTn Ha CcTpaHuuy YnpaeneHuna KnuenHTamu. Onsa aAMUHUCTPUPOBAHMSA CUCTEMBI
Ha>XMNTe KHOMKY AOMUHUCTPMUPOBaHNE. Ha 3TOM CTpaHULE MOXXHO CO34aBaTb aKKayHThI
0N OPYrux areHToB, oyepean u T.4. s NomMcKa 3asBOK MCMONb3yhTe KHOMKY Mounck.

Ecnn ycTtaHoBNEeHbl OOMNONHUTESIbHbIE MPUNIOXKEHUSA, Takne Kak, Hanpumep, FAQ wunn
Onpochkl, KHOMKW B MEHIO AJ11 Mepexoa K HUM Tak)ke oTobparkatoTcs.

In the area below the navigation bar, different system messages can be shown. If you are
logged in as the default OTRS administrator user, you get a red message warning you not
to work using this system account.
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Moa Ha3BaHWSMU pa3fefioB, KaXkAbli U3 HUX HaxXOAWUTCS B OTHOe/bHOM 6/0Ke ecTb
HECKONIbKO MOJZpa3fesioB, COAEPXKALLUUX CCbIIKA U MOACHEHUS 006 UX comep>XaHuu u
NCMOJSIb30BaHUMN.

9T 6510KK comep>kaT CCbIJIKWM, OHU MOryT oTobpa)kaTbCs B OOHOM WAN HECKOJIbKUX
KOJIOHKax, Ha ornpefesneHHble CTpaHuubl C opMaMun UAN WHCTPYMEHTapueMm AJsis
BbIMOJIHEHUA OMpefesieHHbIX [EeWCTBUN, Hampumep, nobaBfieHMe, U3MEHeHue uaun
yAaneHne 3anuncemn, nNpoBepKy XXypHajia CUCMbl, U3MEHEeHNe KOHUrypauum n T.4.

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

Ob6bI4HO, CTpOKa WKOHOK, MeHi 1 "nogBan" - OAWHAKOBbI Ha BCeX 3KpaHax Beb-
nHTepdenca.

Figure 3.6. HW>XxHuu konoHuTutyn/"nogsan"

6. NMNaHenb YnpasneHus/danpxecT

OkpaH [Hdanmp)xecta 3TO rjnaBHas CTpaHULa@ CUCTEMbI, 30eCb Bbl MOXXeTe YyBUAETb
MHoOpMaLMio 0 3asBKax W APYrux [aHHbIX, CBA3aHHbIX C paboTom Hag HUMU. ITO
0OJDKHO 6bITb Ha4YasIbHOW TOYKOW MOBCEAHEBHOW paboTbl areHTa, MO YMOMYaHUIO Ha
Hen NpeacTaB/IeH KPaTKUN 0630p 3asBOK, KOTOPbIE OTNI0XKEHbI, 3CKaIMPOBaHbl, HOBbIX U
OTKpPbITbIX 3a8BKax U HEKoTopasa gpyras, rnosesHas nHpopmMauuns.

Ba>KHbIM OOCTOMHCTBOM 3KpaHa [anaXXecT ABJSeTCA ero nosiHasg HacTpamBaeMoCTb.
DTO O3Ha4yaeT, YTO Bbl MOXeTe HACTPOUTb KaXKOYyl U3 4acTen 3KpaHa, CKpbiBasg nau
oTobparkas nx. Mo>xHO N3MeHAT Habop N NOPSALOK 0TOBpPa)keHns KOJIOHOK B Tabnuuax,
MEHSTb B HAX MOPSALOK COPTUPOBKN N NP. KaXKabl N3 371IeMeHTOB Ha3blBaeTcsa "Buaxet".
B cucteme nmeetcs Habop roToBbIX BUAXKETOB, HO MOAYJIbHAA CTPYKTYpPa 3KpaHa rotosa
K JIerkon nHTepauum B Hee rnoJsib30BaTesIbCKUX BUOXKETOB.

B neBoi KONIOHKE HaxoauTCs NHopMauKna 0 3ad9BKax: HaNoOMMHaHWSA, 3CKanaumun, HoBble
WA OTKPbITbIe. B KaXKgon N3 KaTeropmin MO>XXHO NpocMaTpuBaTb BCE 3a8BKU, K KOTOPbIM
y BacC eCTb OOCTYM, CKOJIbKO 3asiBOK 3ab/IOKMPOBAHO M CKOJIbKO HaxoauTtcsa B "Moux
Ouepepsax". ECTb, TakXe Apyrme Buabl BAOXXETOB 1 BCE OHW OMNMCaHbl HMXXE.
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Figure 3.7. Bup>xetobl NMNaHenu YnpasneHus

Dashboard
Product News

Can't connect to Product Mews server!

Reminder Tickets

TICKET#
none

Escalated Tickets

Al tickets (0)

TICKET#
none

New Tickets

Al tickets (1)

TICKET#
2015071510123456

Open Tickets / Need to be answered

Al tickets (0)

TICKET#
none

Ticket Queue Overview
QUEUE NEW OPEN
Raw 1 0
TOTALS 1 0

Buo>xeTbl neBon CTOpoHbI JanaxecTa.

* Bnpg)xkeTbl CNNCKOB 3a8BOK

AGE

AGE

AGE
136d16h

AGE

PEMDING REMINDER
0
0

TITLE

TITLE

TITLE
Welcome to OTRS!

TITLE

TOTALS
1

Widgets under this category share same overall behavior, look and feel. This widgets
shows a list of tickets on a determined state. The amount of tickets display on each
list page can be configured in widget options (they appear when you hover the mouse
pointer over the top right part of the widget). This widgets support the following filters:

* Mow 3a6/10KMpPOBaHHbIE 3aABKM

Cnncok 3ab/10KNPOBaHHbIX 3a5BOK areHTa.

* Mon HabnogaeMble 3a89BKU

3as8BKM areHTa,

KOTOpPble HaxoaAaATcCAd

B Cnucke HabsogaemMbix.

MapameTp

Ticket::Watcher gon)xeH 6bITb BKJIIOYEH A8 NX 0ToBpakeHus.

* 3a8BKW, rOe 9 OTBETCTBEHHbIN

3aaBKN, ONA  KOTOPbIX

areHT

ABNAETCA

OTBETCTBEHHbIM. MapameTp

Ticket::Responsible nomxeH 6bITb BKAOYEH, 4TOOLI 3TOT unbTp paboTan.

* 3a8BKN B MOUX o4epensax

3a8BKU B o4epensax, KoTopble ona areHTa 3afaHbl Kak "Mown o4yepegn”.
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* 3aaBKKM B Mounx cepsucax

3a8BKU, KOTOPbIM Ha3Ha4veHbl CepPBUCHI, YKa3aHHble areHToM B "Mounx CepBucax" un
Haxo4saTCA B o4epensx, rae areHT nmeeT XoT 6bl NpaBa - TONLKO YTEHUE - rO.

* Bce 3agaBku
Bce 3as8BKK LOCTYMNHbIE areHTy.
DTN BUOXKETbI:
* 3a8BKN C HANOMUHAHUEM
OTNnoOXeHHble 3a8BKMW, Y KOTOPbIX Ha3Ha4YeHHaa faTta HanoMMHaHWA HacTynuna.
* DCKaJIMpOBaHHbIE 3a8BKU
3CKa/mpoBaHHbIe 3asBKU
* HoBble 3asBKN
3asaBkKM nmetowme coctosHue "Hosas/New".
* OTKpbITble 3asaBku / OXXngawT oTBeTa
3aaBKM B COCTOAHUM "OTKpbITa" 1 roToBbl 4Na paboTbl C HAMMN.
KaneHaapb cobbITUI MO 3asiBKaM
CobbiTne KaneHgaps (48 3Toro BMAXKeTa)3adaeTCcsa NMpU CO34aHUN HOBOW 3asiBKW.
OyHKUuna KaneHpapb cobbiTuin 0nd 3as8BOK AOJ/DKHa 6biTb BKAOYeHa u TpebyeTcsa
Hann4me OBYyX HOBbIX MOJIEN Ha SKPaHe CO34aHUSA 3a8BKUW, O4HO OJ19 BPpEMEHWN Havana n
BTOpOE AJI BPEMEHN OKOHYaHMNA COBbLITUA. DTW 3HAYEHUSA ONPenenatoT AANTENbHOCTb

cobbiTuA.

This widget includes the following views: month, week and day. Agents can scroll
through the pages by using the right and left arrows.

Kak 6b1s10 0TMeYeHOo paHee, TOJIbKO BKJIOYEHUS BUA)XeTa - HegoCcTtaTo4yHo. B cuctemy
Jo/xkHa 6biTeb gobaBneHa napa guHaMmyeckux nosen "HdaTa/Bpemsa" (ncnonb3ymte
0J1 3TOro naHesb HaAaCTPONKM OMHAMUYECKUX nosien B MaHenn AgMUHUCTpaTOpa) U
yKa3saTb UX B HacTporKax sBuaxxeta B SysConfig. Oba nonsa gosxHbl 6bITb yKasaHbl 414
oTobparkeHns Ha 3KpaHax CO34aHWA 3a8BOK, 3aMOJIHEHbI MPU CO34AHUN 3a8BKU NN
npu Opyrom Oencrtsun, nossonstouwem obHOBUTb 3TK 3Ha4YeHUa (HanpuMmep, B NyHKTe
MeHI0 3aaBKM - CBobopaHble/onoaHUTENbHbIE MNO0JSA) AAA ONMUCAaHUSA BPEMEHHOro
WHTepBasa Ana cobblTna KaneHpaps (BpeMsa Hadasna U OKOHYaHuA). MoO)XHO 3adaTb
oTobparkeHne 3TUX MoJsien Ha 3KpaHe npocMoTpa 3aaBku/TicketZoom gnsa kKoHTpons,
€CcJIn coyTeTe 3TO HeOOXOAUMBIM.

53



OTRS

Real Services

Figure 3.8. Bupxet "KaneHgapb cobbiTu#t no 3asBkam"

Events Ticket Calendar

month  week day

Su

21

28

Mo

December 2014 < > Today

Tu We Th Fr Sa

Event Information

Ticket fields

0: OTRS

. Mr. Bruce Banner

Customer

15 16 y: 3 normal
22 23
= Test Calendar One
Type: Unclassified
29 30

HdanbHenwne HaCTpPONKM [NA 3TOro BUAXKETa MOXHO HaWTu B noarpynne
"Frontend::Agent::Dashboard::EventsTicketCalendar" B SysConfig:

* lWlnpnHa KaneHpaps

3apaeT wupuHy penma ana KaneHgapsa B npoueHTax. CTaHAapTHO - 95%.

* DynamicFieldStartTime

3ajaeT AMHaMmyeckoe rnonsa ons BpeMeHn Ha4alla.

* DynamicFieldEndTime

3ajaeT AMHaMmyeckoe rnonsa ons BpeMeHN OKOHYaHNA.

* O4yepegnu

3aABKM TONbKO 3afaHHbIX B 3TOM MNapameTpe oudepenen OyayT nokasaHbl B
KaneHpaape.

* DynamicFieldsForEvents

3ajaeT AMHaMU4Yeckue nong, 0T06pa>KaeMb|e BO BClJibiIBalOWEM OKHE KaJieHaapA.
Mpn HaBegeHUU MbILLN Ha 3a9BKY.

* TicketFieldsForEvents
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3apaeT aTpubyThl 3a55BKK, 0To6parkaeMble BO BCMJIbIBAOLLEM OKHe KaneHaaps. Mpu
HaBeAEHUN MbILIN Ha 3asBKY.

* ATorn no oyepenam

3TOT BUAXKET oTobpa)kaeT MUTOrM Mo oYepensiMm B BUAE MaTpuUllbl, B KOTOPOW
CTPOKW MOKa3blBalOT MTOrM B o4Yepean, a CTonbubl COCTOSHME 3asBOK, T.e
Ka)x[las f4elika TabnunLbl COOEPXXUT KOIMYECTBO 3asiBOK OMNpefiesIeHHOro COCTOSAHNS,
NpUHaaiexXallnx KOHKPETHOM o4yepean.

Bnpo>xeT Tak)xe nokasbiBaeT UTOrM Mo CTPOKaM 1 ctonbuam, roe NTorm no KoJsoHKe
3TO CyMMa 3as1BOK Ka)X[A0ro COCTOSIHUSI BO BCEX o4Yepensx, Toraa Kak UTor no CTpoke
MoKasblBaeT CYMMY BCEX 3as1BOK B Ka>K[0W o4epean BCcex npeacTaBsieHHbIX B Tabanue
COCTOSIHUNIA.

MNepeyeHb oTobparkaeMbix B Tabsmue COCTOAHUIA N ovepeden MOXXeT ObiTb N3MEHEH
B Sysconfig.

HaXXnmMas MbILLKO MO KOHKPETHOMY 3HavYeHuto B s4yeinke Tabauubl MOXHO 6bICTpO
nepenTn K CAWUCKY 3asiBOK, COCTaBMBLUMX 3TO 3HaydeHue ansa 6osiee petanbHOro
MPOCMOTPa areHToM.

In the right column is located a special widget that allow you to control the widgets you
want to show or hide. This is the Settings widget. Click on it's header to expand the section
and see all available widgets, as shown in Figure. Each widget name has a checkbox.
Use this checkboxes to define the visibility of the widgets in the dashboard (unchecked
widgets will not be shown) after you define the visibility options and click on 'Save' for
storing your changes. This section is fixed on the screen, this means you can't drag and
drop it, or close it.
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Figure 3.9. Dashboard Settings

w Settings

Product News
Reminder Tickets
Escalated Tickets
New Tickets
Open Tickets / Need to be answered
Running Process Tickets
¥ Day Stats
Upcoming Events

£ Ticket Queue Overview
Events Ticket Calendar
Out Of Office
Online

OTRS News

Save settings

Bua>xeTbl NpaBoOn CTOPOHbLI dangxxecTa.

CTaTucTmnka 3a Hepento (7 gHen)

OH Nokas3bIBaeT rpamk akTUBHOCTW N0 3asiBKaM 3a npollegluve 7 oHen n otobpakaeTt
2 nuHun. OfHa, CMHEero LBeTa NokKa3biBaeT KOJIMYECTBO BHOBb CO3[aHHbIX 3a8BOK B
NeHb 1 BTOpS, 00bl4HO OpaH)XeBasl, KOJIMYECTBO 3aKPbIThbIX 3a8BOK B A€Hb.

MpeacToawmne cobbiTnsA

3[ecCb NepevyncnaioTCcs 3as8BKU noasexalline 3cKasaunum UM y>xe 3CKaJIMpoBaHHbIE.
NHdopMauma 3Toro BMaXKeTa 04eHb NoJie3Ha, 4Tobbl pelwnTb, Kakie 3a8BKK TpebyioT
BalLero BHUMaHWS UM MPOCTO KOHTPOJUIMPOBATL YTO A0/IXKHO MPOM30MATMW.

HoBocTtn OTRS

MoNHbIN cNNCcoK cobbiTin B KoMnaHum OTRS, a Takxxe MHOPMaLIMA 0 HOBbIX pennsax
NPOAYKTOB MW 3ansaTKax.

OHnNnanH
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30ecb oTobparkaeTca cBoAKa 06 areHTax BoweLlmnx B CACTEMY, OH Tak>Ke BKJlo4YaeT
N cekuuno o KnnmeHTax on-line, 06bI4HO, 3TN BUOXKETbI CKPbITbI, X MOXHO BKJIOUYNTb
ncnonb3ysa BuaxkeT "MapamMeTpb!" ONMCaHHbLIN BbiLle.

7. What is a Queue?

Ha dunsnyeckom ypoBHe A1 MOYTOBOro0 fAlWMKA CO34aeTCAa crneunanbHbin hann (MHoraa
€ro euie Ha3blBaloT MNOYTOBbLIA CMy/a), B KOTOPbIA MNOMELLAOTCAs N XPaHATCS BCe
coobuieHnsa. HoBble coobLLEHNS 3N1IEKTPOHHON MOYTbl NPOCTO A06aBNAIOTCA B KOHel,
3TOro panna. NMo4vytoBasa NporpamMma, KOTOpas NUCMNOJb3yeTCs OJ19 YTEHUS N HanMcaHus
nncem (Takme NporpamMmbl eLle Ha3biBaloTCA NOJIb30BATE/IbCKUMU MOYTOBLIMY areHTaMu
- MUA (Mail User Agent) yntaeT 3T0T chana n oTobparkaeT ero cogep>xmmoe.

O4vepean OTRS MOXHO CpaBHUTb C Inbox-hasioM, B KOTOPOM XpaHATCA BXoAsuwme
COObLWEHNS IEKTPOHHOM MOYThI, TaK KaK B HUX TOXE MOXeT XPaHUTCH MHOXXeCTBO
coobuweHunin. O4yepenn NMeT MHOMO MYHKLUNIN, CXOXKUX C TEMU, KOTOPLIE NpucyLLn In-
box-panny. Kak areHTbl Tak 1 NoJib30BaTesN, BCE AOJIKHbl MOMHUTbL O TOM, B KaKOW
oyepenn CoOOEpPXMUTCH 3asBKa. AreHTbl MOryT OTKpbIBaTb, pPefaKTUpPOBaTb 3asiBKW,
pasMelleHHble B o4epenn, a Takxe, nepemMewlatb UX N3 04HON o4yepenun B Apyryto. Ho
3a4eM nepemMeLlaTb 3a8aBKN?

YT06bl 06bSCHUTL 3TO C HoNlee NPaKTUYECKON TOYKN 3pEHNS AaBaNTe BCMOMHUM npumep
C KoMnaHnen Makcnma, KkoTopas bbisia onncaHa B pasaesie npumep CUcTeMbl 06paboTku
3as8BoK. Makcum yctaHoBun OTRS 4T06bl M36aBUTCA OT CyLlECTBYIOLIEro Xaoca B
CNCTEME NOAAEPKKN 1 MPefoCTaBUTb BOSMOXKHOCTb CBOEN KOMaHAe Nyylle ynpaBasTb
cny>x60i NnooaoepXKn KJINEHTOB, MOKYMaloWMX BUAEOMArHUTOMOHDI.

Ha paHHbIM MOMEHT [0CTaTOMHO OAHOW o4epenun, 4Tobbl XpaHUTb B Hen Bce
3anpocbl KaveToB. Ho 4epe3s HekoTopoe Bpems MaKCuM pellaeT HadaTb Mpodaku
DVD-marHuTtooHoB. Tenepb Yy KJINEHTOB €CTb BOMPOCHI Kacalouwmecs He TOJIbKO
BUOEOMArHUTO(MOHOB, HO U BOMPOCbI OTHOCUTENLHO HOBOro npoaykrta. C TevyeHuem
BpEMEHN B o4epelb, paHee co34aHyto MakCcMMOM, Ha4YMHaeT NpuxoauTb Bce Bonblue un
6osiblUe NMceM 1 yrnpasBasaTCa C HUMU CTAHOBUTCSA BCe TpyaHee 1 TpyaHee.

OpHaxxabl MakCcMM NpUHUMaET peLleHne HEMHOIo ONTUMNU3NUPOBATL CTPYKTYPY CUCTEMBI
nooaep>xku n pobasnseTt ABe HOBbIX ovepean. Takmm obpa3om B CMCTEME NCMNO0JIb3yeTCs
y>XXe Tpu o4vyepenn. HoBble 3asBKW, TOJIbKO MOCTYMUBLUME B CUCTEMY XPaHATCA B
odyepenun "raw". [lBe HOBble o4yepenu: ofHa O/ XPaHEHUA 3a8BOK KacaloLlmxcs
BMAeoMarHMTogoHoB 1 agpyras - onsd dvd-mMmarHUTOOHOB.

Makcum npocnT CaHgpy npocMaTpmBaTb o4epenb "raw" n copTmpoBaTh (pacnpenensaTb)
emennbl nnmbo B o4epedb "BUAeOMarHMTogoHbl" wunm B "dvd-MarHuTOoOHbI", B
3aBUCMMOCTM OT TOro, YTO 3anpocui KAMEHT. [)KOH unMeeT [OCTyn TOJIbKO K
ovyepeaun "BmgeomMarHntodoHbl”, a [>KO MOXKeT oTBevYaTb Ha 3asaBKKW U3 ovyepeamn "dvd-
MarHUTOMOHbI". MakCMM NMMeeT BO3MOXXHOCTb PpefaKTUPOBaTb 3as9BKN, HaXxoasaLmecs Bo
BCEX o4epensXx.

OTRS noogep>xnuBaeT yrpaB/ieHNne AO0CTYNOM A/ NoJib30BaTesier, rpynn 1 posien, Taknum
06pa3oM MOXXHO O4YeHb JIerk0o HaCTPOUTb O4Yepenun, KOTopble AOCTYMHblI TOJbKO ANA
HEKTOpPbIX YY4eTHbIX 3anncen. YTobbl BCe 3anpochl NPMXOAMAN B pa3/indHble o4vepenn,
MakcuM MOXXeT MUCMosb30BaTh NMpasuaa unbTpaumn. MHave, ecnm Ncnonb3yoTca gBa
pa3nunyHbiX email-agpeca, CaHapa 6yneT copTMpoBaTh U HaNpaBAATb B Apyrue oyepean
TOJIbKO Te 3asiBKN, KOTOpble He BblIM OTCOPTUPOBaHbI aBTOMaTUYECKN.

CODTI/IpOBKa BXoOAawmnx coobuweHnn B pPa3indHble oO4Yepenn TMno3BOJIAET COXPaHATb
CUCTEMY MNOLAEPXKU B CTPYKTYPUPOBAHHOM U akKypaTHOM Buae. MNoCcKonbKy Baluu
areHTbl HaxXxoAAaATCA B pPa3HbIX rpynnax M MMeT pa3/iMdHble MpaBa On4 A0CTyMNa K
o4dependam, CUCTeMa MOXET ObITb onTnMnM3npoBaHa elle 6onbLlue. O‘-Iepe,ﬂ,l/l MOryT
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ObiTb WCMONb30BaHbl AN OnpefesieHna CTPYKTYypbl BCEM KOMMAHWUM a TakXe [ns
onpepeneHna paboyero NoToka NMpoueccoB. MakcMMm MOXXeT K npuMepy co3faTb eule
oOHY o4Yepenb W Ha3BaTb ee "npopaxun", KoTopasa bymeT copepxaTb nogodepenmu
"3anpockl", "mpegsoxeHnsa", "sakasbl", "onnatbl" KM T.4. TakoW NOAXOA MOMOXET
MakcuMy CTPYKTYpupoBaTb U ONTUMU3NPOBATL NpoLecc paboTbl C TPaH3aKUNAMN,

YeM Jydwe CTPYKTypuMpOBaHHa CUCTEMa MNOALEPXKW, TEM MeHblle BpeMeHu
TpebyeTca AN pa3nMyHbIX 3ag4ay. OTO NPUBOAUT K yMeHbLUeHUo paboyero BpemMeHu,
COOTBETCTBEHHO M K YMEHbLUEHUIO [OeHeXHbIX 3aTpaT. Odvepegm MOryT MOMOYb
ONTUMM3NPOBaTbL BU3HEC-NPOoLIeCkl Balle KOMMNaHUN.

8. What is the Queue Overview?

MpocMoTp o4vepenen fAaeT BO3MOXKHOCTb BUAETb BCE 04epeaun, B KOTOPbIX €CTb 3asBKU,
M B KOTOPbIX areHT nMmeeT npasa RW.

Figure 3.10. O630p o4yepenen (N0 yMONYaAHUIO) AJIA areHTOB

QueueView: My Queues

My Queues (0) Junk (1) Postmaster (1)

All tickets O Available tickets 0

Order by "Age" (descending) g4

Mo ticket data found.

The queue overview offers a variety of options for daily work with OTRS. The first of these
is the My Queue. In the Agent Preferences, or when administering agents, a set of queues
can be defined for which the agent has been assigned to work within. All the tickets will
appear in this default view, when accessing the Tickets -> Queue View menu.

Opyron BO3MOXHOCTbIO npepnaraemonn B O630pe oyvepenen ABASETCHA HaBurauums no
oTOeNbHbIM o4epensam 1 nogodepenam yepes nx packpoitme/drill down c KoTopbiMK Hago
paboTaTb.

In both of the view types, the user also has the added ability to see either all unlocked
tickets (this is the default filter), or the user can then choose to view all available tickets.
Tickets must be in one of the viewable state types to be shown in the queue view. Per
default, these are 'open, new, pending reminder, pending auto'.

0na noMoLm nonb3oBaTesto UMETCS BM3yaJibHble OMnoBeLleHNA.

Figure 3.11. Bwu3yanbHble npeaynpexpeHua pna ob3opa
oyepepnemn.

My Queues (0) Junk (1) Postmaster (1)
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BusyanbHble OnoBeLwieHun

* Highlight Age 1: YcTaHaBAnBaeT BO3pacT B MUHYTax (MepBbii yPOBEHb) A1 NOACBETKMN

oyepenen, coaep>Kallnx HENMpPOCMOTPEHHbIE 3asBKM. CMOTpUTE Bbille O o4Yepeamn
"RaW",

* Highlight Age 2: YcTaHaBnuBaeT BO3pacT B MUHYTaxX (BTOPOW ypoBEHb) AN MOACBETKU

ovyepenen, cogepKalWmx HEMPOCMOTPEHHbLIE 3adBKU. CMOTpUTE Bbille ANA o4Yepenun
"Postmaster".

* Blink: BkntoyaeT MexaHM3M MepuaHusa O55 ovyepean cogep>kalien Hanbonee ctapble
3aaBKuN. NoppepxmnsaeTcs He BceMmn bpaysepamn. B aHHOM Criydyae OHUW BbIFISOAT
KpacHbIMW, KaK 3TO BUAHO A5 odepenn "junk”.

* Bold: TekyLias odepenb 6yaeT BblaesieHa XXUPHbIM LUPUEDTOM, Kak 3TO BUAHO 14 "Mowu
o4vyepenn/My Queues”.

9. User Preferences

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).

Figure 3.12. Agent's personal preferences

User Profile Notification Settings Other Settings

Change password My Queues Skin

You also get notified OTRS Business Selution™

Update

Update
Overview Refresh Time
Update

1o

Ticket notifications If enablad, t

Language hich kind of ticket changes you want to

off

English (United States)
NOTIFICATION

You can help ranslating OTRS at

Update
Transifex Ticket create notification

Update Screen after new ticket

screen should be shown after a new ticket has been
Out Of Office Time

[}
n By 2e B 2015 B Update
n g 20 B 2015 B Update

CreateTicket

i oocooccoo

@

Update My Chat Channels

Update

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

Mpodunb nonb3oBartens
* I3MeHeHne TeKyLlero napons.
* Bbibop fA3blka MHTepdenca.

* AKTMBaUMSA U HAaCcTponKa PyHKLUUN "BpemMs BHe odduca".
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* IameHeHue TeMbl Beb-nHTEpdeinca.

HacTtpouka YBegoMneHuu

* B meHio "Moun Oyepenn" Boibepnte Te oyengenn, KOTopble XOTUTE OTCIeXnBaTb bonee
BHUMAaTEJSIbHO.

* BoibepuTe cepBUCHI, KOTOpPbLIE Bbl XKeflaeTe KOHTpoauposaTk B "Mounx Cepsucax".

» Configure which ticket notifications you want to receive (per transport method).

Opyrve HaCcTpoOMKM
* [epekn4eHne Mexay TeMamMmm nHTepgenca.
* Set the refresh period for the overviews (Dashboard, Queue View, etc.).

* BoibepuTte cTpaHuuly, KoTopas AoJi>KHa oTobparkaTcsa nocne co3gaHus 3as8BKM.
Figure 3.13. Customer's personal preferences

Example Company

Tickets

Interface language Ticket overview
Language English (United States) d Refresh interval off | <]
Update Update
Number of displayed tickets Change password
Tickets per page 25 Current password
Update New password
Verify password

Update

KnneHT MoxxeT BbibpaTb s3blk BEO6-UHTEpdenca CMCTeMbI, U3MEHSATb BpeMsi 0OHOBIEHUSA
CTpaHuubl B WabsioHe npocMoTpa oyepenen, BbibMpaTb MaKCMMaslbHOE KOMMYEeCTBO
oTobparkaeMblx 3asiBOK. KpoMe 3TOro Tak>xe MOXXHO YCTaHOBUTb HOBbIV NMaposib.
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Chapter 4. ABDMUHUCTpUpPOBaAHMUE
1. The Administration Area of OTRS

1.1. OcHOBBI

AOMUHNCTPATOPLI NCNOJIb3YIOT CTPaHULY aAMUHUCTpPUpoBaHus Beb-nHTepdenca OTRS
ONs HAaCTPOMKK cucTtembl - OobaBeHUs areHToB, KJIMEHTOB U O4Yepenen, 3asBOK W
HaCTPOMKKN MOYTbl, YCTAaHOBKMN OOMOJIHNTENIbHbLIX MAaKeToB, Takux Kak FAQ n ITSM wun
MHOroe gpyroe.

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.

Figure 4.1. OTRS Administration Overview Screen

Agent Management Customer Management Email Settings
Groups Customer User Customers PostMaster Mail Accounts PostMaster Filters
Create and manage groups. C 'd manage customer  Create and manage customers N Filter incoming emails

from.

Roles
Create and manage roles. Customer User <-> Groups Customer Use

Link customer user to groups. Link customer

> Services Email Addresses icates

ME certificates for

services S email addresses for

em

Roles <-> Groups

Link roles to groups.

PGP Keys

PGP keys for emai

Queue Settings Ticket Settings System Administration Online Admin Manual (£
Queues Templates Ticket Notifications GenericAgent System Registration
Create and manage queues Create and manage templates. C age ticket ket Man Manage system registration

Access Control Lists (ACL) States

Configure and manage ACLs.

Support Data Collector

Manage support data.

Priorities Services Cloud Services Admin Notification

1d manag ticket Create and manage services ' OTRS Group cloud Send notifications to users.

rities.
Create and manage salutations. Dynamic Fields Service Level Agreements Session Management
Create and manage dynamic ] Manage existing sessions. ce
Signatures fields

Create and manage signatures

Performance Log

View performance benchmark View system log messages
SOL Box Process Management
Execute SQL statements. Configure Processes.

onfig Web Services
the system configuration Create and manage web

1.2. AreHTsbl, F'pynnbl n 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.

Note

Y4yeTHas 3annck (akKKayHT) areHTa MoXXeT ObiTb JeakTUBUPOBAHA, HO He yaasieHa.
[JeaKTuBaLWNS OCYLLECTBNAETCA NyTeM YCTaHOBKM napameTpa JencTBUTENbHbIN
B 3HAYEHNE He AEeViICTBUTE/IbHbIN WNN HE AEeVCTBUTE/IbHbIVI-BPEMEHHO.
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Figure 4.2. YnpasneHue areHTaMm

Agent Management

Actions

[+] Add agent

Hint

Agents will be needed to handl

[a]

Attention: Don't forget to add a new agent to

groups and/or roles!

YT106bI

cO034aTb areHTa,

List

USERNAME
carlos.garcia
carlos.rodriguez
dennis.schmelter
dominik klein
jan.steinweg
jens.pfeifer
manuel.hecht
marc.bonsels
marco.buchholz
martin.gruner
oliver.rotiges
patrick.brischler
root@localhost
udo.bretz

NAME

Carlos Garcia
Carlos Rodriguez
Dennis Schmelter
Dominik Klein
Jan Steinweg
Jens Pleifer
Manuel Hecht
Mare Bonsels
Marco Buchholz
Martin Gruner
Oliver Rottges
Patrick Brischler
Admin OTRS
Udo Bretz

EMAIL
carlos.garcia@mycompany...
carlos.rodriguez@mycomp...
dennis.schmelter@mycomp...
dominik.klein@mycompany...
jan.steinweg@mycompany.com
jens.pfeifer@mycompany.com
manuel.hecht@mycompany.com
mare bonsels@mycompany.com
marco.buchholz@mycompan...
martin.gruner@mycompany...
oliver.rottges@mycompan...
patrick.brischler@mycom...
root@localhost
udo.bretz@mycompany.com

LAST LOGIN

VALIDITY

11/26/201512:10 valid

valid
valid
valid
valid
valid
valid
valid
valid
valid
valid
valid

11/26/2015 11:58 valid

valid

CHANGED

11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25

CREATED

11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25
11/25/2015 13:25

Ha)KMUTE Ha KHomky "J[obaBuTb areHTa", BBEAUTE BCE

HeobxoauMble OaHHbIE N HAXXMUTE KHOMKY OTI'IpaBVITb, KOTOpPaA HaxoanTcAa B HU>XXHENn
H4aCTW 3KpaHa, KaK 3TO NOoKa3aHO Ha HWXXenpmneeneHHOM PmcyHKe.

Figure 4.3. lobaBneHme HOBOro areHTta

Agent Management

Actions

‘ Go to overview

Hint

Agents will be needed to handle tickets

Attention: Don't forget to add a new agent to

groups and/or roles!

Add Agent

* Firstname:

* Lastname:

* Username:

* Email:

Mr.
Carlos
Garcia

carlos.garcia

Will be auto-generated if left empty

carlos.garcia@mycompany.com

wvalid

English (United States)

Language

o

start: 12 B 1 B 205 B&
End:| 12 [ 12 B 2015 EJEA

OTRS Business Solution™

Enter your shared secret to enable two factor

authentication

Mocne Toro, Kak HoBas y4YeTHasa 3aNuCb areHTa Co34aHa, ero Hy)KHO caenaTb YJ1EHOM
OOHOW NN HECKOJILKUX FPYM UNun posier. 3a AOMOJIHNTENIbHON NH(OopMaumnen o rpynnax
n ponsx obpawanTtecs K pasaeny pynnbl  Ponv gaHHOM rnasbl.

1.2.2. Npynnbl

Every agent's account should belong to at least one group or role. In a brand new instal-
lation, there are three pre-defined groups available, as shown in Table 4-1.

Table 4.1. MNpeponpepesieHHble rpynbl,

AO0CTYMHbLI

(TONbKO 4TO) ycTaHOBNEHHOU cucteMbl OTRS

ONA HOBOM

Mpynna

OnucaHue

admin

JonyckaeTcs
aAMUHNCTPaATUBHLIX 3a4a4 B CMCTEME.

Ons

BbIMOJIHEHWUA
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F'pynna OnucaHue

oTYeThbl KomMneTeHTHble ans reHepauumu
CTaTUCTUKM W JoCcTyna K  MOAYJIO
ctatuctmkm OTRS.

users AreHTbl OOJIKHbI BXOAUTb B 3Ty rpynny
C npaBaMu Ansl YTeHMs W 3anucu. Torpaa
OHW CMOryT MOJyYUTb [HOOCTYM KO BCEM
PYHKUMSAM cucTeMbl 06paboTKn 3a8BOK.

Note

B HoBom ycTtaHoBke OTRS, rpynna users W3HayYalbHO nNycTa. AreHT
'root@localhost’' no ymonyaHuto andeTca 4iaeHoMm rpynn admin un stats.

You can access the group management page (see figure below) by clicking the Groups
link in the admin area.

Figure 4.4. Ynpasnenue Npynnamm

Group Management

Actions List
o Add group NAME COMMENT VALIDITY CHANGED CREATED
admin Group of all administrators. wvalid 11/18/2015 13:25 11/18/201513:25
- stats Group for statistics access. wvalid 11/19/2015 13:25 11/19/2015 13:25
Lo users Group for default access. wvalid 11/19/2015 13:25 11/19/2015 13:25

Note

Kak B ciiyyae c areHTamu, rpynna B OTRS Mo)xeT 6bITb TONIbKO AeaKTUBUPOBaHa,
HO He yphaneHa. [deakTuBaUWUs OCYLIECTBAAETCA MyTeM YCTaHOBKM dnara
[encTBUTENbHbLIA B 3HAYEeHNE HE AEUNCTBUTEJ/IbHbIN WIWN HE ANEeNCTBUTEJIbHbIV-
BPEMEHHO.

To add an agent to a group, or to change the agents who belong to a group, you can use
the link Agents <-> Groups from the Admin page (see figure below).

Figure 4.5. Agent <-> group management

Manage Agent-Group Relations

Actions Overview
#Add agent AGENTS GROUPS
Eaean carlos.garcia (Carlos Garcia) admin
carlos.rodriguez (Carlos Rodriguez) stats
dennis.schmelter (Dennis Schmelter) users
Filter for Agents dominik.klein (Dominik Klein)
jan.steinweg (Jan Steinweg)
jens.pfeifer (Jens Pleifer)
manuel.hecht (Manuel Hecht)
Filter for Groups marc.bonsels (Marc Bonsels)

marco.buchholz (Marco Buchholz)
martin.gruner (Martin Gruner)
oliverrottges (Oliver Rottges)
patrici.brischler (Patrick Brischler)
udo.bretz (Udo Bretz)

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).
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Figure 4.6. Change the groups an agent belongs to

Manage Agent-Group Relations

Actions Change Group Relations for Agent Dominik Klein (dominik.klein)
4 Go to overview GROUP CHAT_OBSERVER CHAT_PARTICIPANT CHAT_OWNER RO MOVE_INTO
admin
Filter Sinty
users

Submit  or Cancel

Reference
ro

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

Permissions to move tickets into this group/queue.
create

Permissions to create tickets in this group/queue.
note

Permissions to add notes to tickets in this group/queue.
owner

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

Permissions to change the ticket priority in this group/queue.

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

CREATE NOTE OWNER

Figure 4.7. Change the agents that belong to a specific group

Manage Agent-Group Relations

Actions Change Agent Relations for Group users

4 Go to ovenview CHAT_OBSERVER CHAT_PARTICIPANT CHAT_OWNER RO MOVE_INTO CREATE

AGENT

carlos.garcia (Carlos
Garcia)

carios rodriguez (Carios
Rodriguez)
dennis.schmelter

Filter

(Dennis Schmelter)
dominik.kiein {Dominik
Klein)

jan.steinweg {Jan
Steinweg)

jens.pfeifer (Jens Peifer)
manuel.hecht (Manuel
Hecht)

marc.bonsels (Marc
Bonsels)
marco.buchholz (Marco
Buchhoiz)
martin.gruner (Martin
Grunen)

oliver.rottges (Oliver
Rottges)
patrick.brischler (Patrick
Brischler)
root@localhost (Admin
OTRS)

udo.bretz (Udo Bretz)

Submit or Cancel

NOTE OWNER PRIORITY AW

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 4-2.

Table 4.2. Rights associated with OTRS groups

MpaBa OnucaHue

chat_observer

Agents may take part silently in a chat
(available in OTRS Business Solution™).

chat_participant

Agents may normally participate in a chat
(available in OTRS Business Solution™).

chat owner Agents have full rights for a chat and can ac-
cept chat requests (available in OTRS Busi-
ness Solution™).

ro MpaBa "TONbKO [ONa 4YTeHMa" 3adBOK,

3anucen n oyepenen 3Ton rpynmneol.
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MpaBa OnucaHue

move into MpaBa A/ nepeMeLleHns 3asBOK Wan
3anucen Mexay ovepensMm UM Ans
obnacTu, NnpuHagnexawien rpynne.

create MpaBa o119 CO34aHUA 3a89BOK WAWN 3anucen
B o4yepensix uav obnacTtu rpynnel.

owner I'IpaBa ana nNaMmeHeHma BJlafesibla 3adBOK
nnun 3anmcen B o4dependax npnHaanexalmnx
3TOW rpynne.

priority MpaBa 01 N3MeHeHNs NpnopmuTeTa 3a8BOK
nnu 3anucen B o4vepenn wunm obnacTu,
npuHagnexallen aTon rpynne.

rw MoNHbIA JOCTYN K 3asiBKaM UK 3anucsaM B
oyvepeaun nnam obnacTun, NnpuHagnexawemn K
3TOW rpynne.

Note

Mo ymonyaHuto, 0O630p Ouyepepen/QueueView oTobpa>kaeT  TOJIbLKO
3a8BKM B o04Yepensix, B KOTOpbIX areHT wWMeeT npaBa rw, T.e
0OCTYyn K 3asBKaM, C KOTOpbIMAW OH posixkeH paboTtaTtb. Ecnm  Bbl
XOTUTE W3MEHUTb 3TOT MNOPSAAOK, Bbl MOXETe YCTaHOBUTb MapaMeTp
Ticket::Frontend::AgentTicketQueue###ViewAllPossibleTickets B 3HauyeHune Ja.

He BCce focTynHble NpaBa oTobparkatoTCA MO YMOSYAHMIO. TN [OMNOJHUTENbHbIE NpaBa
MOryT 6bITb A06aBNEHbI.

Table 4.3. JonosHUTeNbHbIE FrPpynnbl Npas

MpaBa OnucaHue

oT4eThl lMpepocTtaBnseT [oCcTyn K  CTpaHuue
OTYeTOoB.

MepeHanpaBnTb NMpaBo nepeHanpasuTb/bounce no4YTOBOE

coobuleHne (ccbika  nepeHanpaBUTb/
bounce B ticketZoom).

Co3naTb MpaBo CoOCTaB/IEHMsI OTBETA Ha 3asiBKY.

KJNEHT MpaBo N3MEHUTb KJIMEHTa AJ151 3TON 3aABKU

MNepecnaTb MpaBo nepecbinate  coobuweHus (¢
NMOMOLLIbIO KHOMKWK MepecnaTb).

B OXKMAAHWN MpaBo MepeBecTn 3asBKY B OXKUOaHUE.

TenepoH MpaBo pobaBuTb coOep>KaHMe 3BOHKA
KJIMeHTa K 3asBke. B Buge coobieHus/
3aMeTKMU.

OTBETCTBEHHbIN MpaBO MW3MEHUTb OTBETCTBEHHOrO 3a
3asBKY.

Note

9Tn npaBa MoryT 6bITb A0BaBNEHbI N3MEHEHMEM MapameTpa System::Permission

1.2.3. Ponmu

Ponn sIBNSOTCA MOLHLIM CPEACTBOM AJ1S MPOCTOro 1 6bICTPOro ynpaBsieHUs npaBaMu
[OCTyNna MHOXXeCTBa areHToB. OHM 0CO6eHHO Nnosie3Hbl AJ15 60/IbLUNX U CJIOXKHBLIX CUCTEM
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noanep>XXkKu, ¢ 60MbLIMM KOJIMYECTBOM areHTOoB, Fpynn u odyepenei. B npuBeneHHOM
HUXXe npuMepe 0b6bACHAETCS Kak U KOr4a OHM MOTyT MCMOJIb30BaThCS.

[JaBanTe npencrtaBuM, 4YTO Yy Hac eCTb CUCTEMA, B KOTOPOW 3aperncrtpupoBaHHo 100
areHToB, 90 M3 HUX MMEKT [OCTYN TONBLKO K o4yepeaun "nopaepxkka', B KOTOpOWN
XPaHATCA BCe 3arnpocbl 0 nogaep>xke. Oyepenb "nopaep)xka" cooepXUT HECKOJIbKO
non ovepepen. OcTanbHble 10 areHTOB MMEKT NpaBa [OCTyNa KO BCEM o4vepensm,
CyLLecTByOWMM B cuctemMe. 3T 10 areHToB paboTaloT C 3asBKaMu, NpocMaTpuBatoT
"raw"-o4yepenb N NnepemMewatoT crnam-coobuieHns B ovepenb "junk”.

B oOVMH OeHb KOMMaHWS OTKpPbIBAaeT HOBbIM OTAEN A9 NpoJdaku ToBapoB. 3anpoc/
MPUHSATME 3aKas3a, NOATBEPXAEeHWe, cH4eTa U T.A. A0JIKHbl ObiTb 0b6paboTaHbl, ©
HEeKOTOpble M3 areHTOB KOMMaHuUWU AOJ/DKHbI AesnaTb 3To mcnosb3dysa OTRS. PasHbIM
areHTaM HY>XHO NMpenocTaBnUTb OOCTYM K o4epensm, KoTopble NaaHnpyeTcs co3naThb.

[MOCKONIbKY U3MeHeHUs Bpy4YHYl0 MpaB OOCTyna A1 pa3HbiX areHToB 3aMMeT MHOro
BpemMeHn, ToO And ornpeneseHna pas3JindHbiX ypOBHeI7I AOO0CTyMNna MO>XHO CO340aTb POJIN.
3aTemMm, areHThl MOryT 6bITb fOBaBNAEHbI K 04HOW NN HECKOIbKNM ponAam, TakKUM 06pa30M
nx rnpasa 6y,£l,yT M3MeHeHbl aBToMaTu4ecku. Ecnm 6y,u,eT CO34aHa HOBad y4eTHad 3anncb
areHTa, ee TakXXe MO>XHO C IerkocTbio A06aBUTb K 0OHON NN HECKOJIbKUM ponsam.

Note

Ponn pencTBMTeNbHO MONE3HbI KOorga Mbl WMeeM [esi0 CO  CJIOXKHO
CTPYKTYPUPOBAHHBIMW  KOMMAaHUSAMU U YNpaBAseM CAOXHbIMU CUCTEMaMU
OTRS. Tem He MeHee cnegyeT ObiTb aKKypaTHbIM C 3TM MeXaHWU3MOM.
NepeMellnBaHMe Ha3HaAYeHUS areHToB B rpPynnbl Ha3Ha4YeHWEM areHTam
ponienn MOXEeT MPMBECTU K MEepeyc/IOKHEHHOW CXeMe, yNnpaB/sTb KOTOPOW,
noaaep>XuBaTb aKTyaslbHOM U MPOCTO NMoHMMaTb ByaeT 3aTpyaHuUTENbHO. Ecnn
Bbl >KenaeTe NCMN0JIb30BaTb TOJIbKO POJSIN U OTK/OYUTb HACTPOMKY AreHTbl <-
> [pynnbl B NaHrenn agMuUHUCTpaTopa, MOXHO cAenaTb 3TO B MapamMeTpe
Frontend::Module###AdminUserGroup B SysConfig. byabTe akKypaTHbl, BO
n3bexxaHve yganeHuns y>xe caesaHHbIX Ha3Ha4YeHU areHToB B rpynnbi!

You can access the role management section (see figure below) by clicking the Roles link
on the Admin page.

Figure 4.8. YnpasneHue Ponamm

Role Management
Actions List

+] Add role NAME COMMENT VALIDITY CHANGED CREATED
Development valid 12/03/2015 19:34 12/03/2015 19:34
IT Supervisor Supervisor of the IT De... valid 12/03/2015 18:42 12/03/2015 18:42
Service Desk valid 12/03/2015 19:34 12/03/2015 19:34

Note

Kak B cJlydae C areHToM u rpynnaMmu, oAHa)kKAabl CO3[aHHble pPoOJaU MOryT
ObITb A€aKTUBMPOBAHLI, HO He yAaneHbl. YToObl OTKIOYNTb, YCTAHOBUTE OMUUIO
JencTtBuTeNbHbLIAN B 3HAaYEHNE HE AENCTBUTEJ/IbHbIN WIW HE ANEeNCTBUTEIbHbIVI-
BpPEeMEHHO.

An overview of all roles in the system is displayed. To edit a role's settings, click on the
role's name. In a fresh new OTRS installation, there are no roles defined by default. To
register one, click on the "Add role" button, provide the needed data and submit it (see
figure below).
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Figure 4.9. lobaBneHne HOBOM ponmn

Role Management

Actions Add Role
4 Go fo overview # Name: [T Supervisor
valid
Hint

Supervisor of the IT Department

Submit  or Cancel

To get an overview of all roles and agents in the system, click on the link Roles <-> Agents
on the Admin page. You can also use filters to find a specific element. If you want to
change the roles associated with an agent, just click on the agent's name (see figure
below). To change the agents associated with a role, click on the role you want to edit
(see figure below).

Figure 4.10. Change the roles associated with an agent

Manage Role-Agent Relations

Actions Change Role Relations for Agent Jan Steinweg (jan.steinweg)
“ Go to overview ROLE ACTIVE
Development
Filter IT Supervisor

Service Desk

Submit  or Cancel

Figure 4.11. Change the agents associated with a specific role

Manage Role-Agent Relations
Actions Change Agent Relations for Role Development

4 Ga to overview AGENT ACTVE
carlos.garcia (Carlos Garcia)

Filter carlos.rodriguez (Carlos Rodriguez)
dennis.schmelter (Dennis Schmelter)
dominik. kiein (Dominik Klein)
jan.steinweg (Jan Steinweg)
jens.pfeifer (Jens Pfeifer)
manuel.hecht (Manuel Hecht)
mare.bonsels (Marc Bonsels)
marco.buchholz (Marco Buchholz)
martin.gruner (Martin Gruner)
oliver.rotiges (Oliver Rottges)
patrick.brischler (Patrick Brischler)

udo.bretz (Udo Bretz)

oo OOOO0D

Submit  or Cancel

YT106bI NONTY4NTb CMMCOK BCEX PONEN N FPYNMN CUCTEMBI, NEepengnTe No ccobinke Ponn <->
Mpynnbl Ha MNaHenn YnpasneHus. Ha sKkpaHe nosiBUTCA CTpaHuUa, NpuBeeHHas HUKe Ha
PucyHke. 115 NONCKa KOHKPETHOrro 3/1eMeHTa Tak>Ke MOXXHO UCM0Jib30BaTb PUIbTPLI.

Figure 4.12. YnpasneHue cBa3aMmu Ponu-rpynnbi

Manage Role-Group Relations

Filter for Roles Overview
ROLES GROUPS
Development admin
IT Supervisor stats
Filter for Groups
Service Desk users

To define the different access rights for a role, click on the name of a role or a group (see
below the Figures 4.13 and 4.14, respectively).
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Figure 4.13. A3MeHUTb CBA3M rpynnbl AN8 POJiun

Role-Group Relati
Actions Change Group Relations for Role Service Desk
B Go to overview GROUP CHAT_OBSERVER CHAT_PARTICIPANT CHAT_OWNER RO MOVE_INTO CREATE NOTE OWNER PRIORITY
admin
Filter stats
users

Submit | or Cancel

Hint

Reference

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

move_into
Permissions to move tickets into this group/queue.

create
Permissions to create tickets in this group/queue.

note

Permissions to add notes to tickets in this group/queue.
owner

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

Permissions to change the ticket priority in this group/queue.

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

Figure 4.14. N3MeHMUTb CBAA3M POJZIM ANA rpynnbl

Manage Role-Group Relations

Actions Change Role Relations for Group stats
1 Go to overview ROLE CHAT_OBSERVER CHAT_PARTICIPANT CHAT_OWNER RO MOVE_INTO CREATE NOTE OWNER PRIORITY
Development
Fiter IT Supervisor

Service Desk

Submit | or Cancel

Hint

Reference

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

move_into

Permissions to move tickets into this group/queus.
create

Permissions to create tickets in this group/queue.

note

Permissions to add notes to tickets in this group/queue.
owner

Permissions to change the owner of tickets in this group/gueue.
priority

Permissions to change the ticket priority in this group/queue.

w
Full read and write access to the tickets in this group/gueue.

1.3. KnueHTbl n N'pynnbl KnueHTOB

1.3.1. KnueHTtbl

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.
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Figure 4.15. Ynpasneuusa KnueHtammu

Customer User Management

Actions List

|E| USERNAME NAME EMAIL CUSTOMERID LAST LOGIN VALIDITY
cards like ** are allowed han.solo Mr. Han Solo han.solo@testcustomer.com SwWwvil valid
kylo.ren Mr. Kylo Ren kylo.ren@testoustomer.com SWVII valid
[+] Add customer user uke.skywalker Mr. Luke Sk Ik luke.sky jstomer.com sSWvil valid

poe.dameron Mr. Poe Dameron poe.dameron@testcustomer.com SWVII valid
Database Backend

Hint

Customer user are needed to have a customer
history and to login via customer panel.

Ha>kaB Ha MMsA KAMeHTa, MO 3aperucTPMpOBaHHBLIM KJMEHTaM MOXHO MPOU3BOAUTb
MOWCK, PefaKTUpPoBaTb UX AaHHble. TakKe eCTb BO3MOXHOCTb U3MEHUTb KJMEHTCKUN
back-end, 3a 6onee nogpobHon wnHhpopmauven obpaliantecb K rnaBe BHeELWHMKE
XpaHUIuLa AaHHbIX.

To create a new customer account, click on the "Add customer" button (see figure below).
Some of the fields are mandatory, i.e., they have to contain values, so if you leave one
of those empty, it will be highlighted in red.

Figure 4.16. lobaBneHue KnueHTa

Customer User Management
Actions Add Customer User
4 Go to overview Mr.
“« Back to search results * Firstname: Han
+ Lastname: Solo

Hint
* Username: han.solo

Customer user are needed to have a customer
history and to login via customer panel.

# Email: han.solo@testcustomer.com

% CustormerlD:  SWVIl han solo@testcustomer.com

* Valig:  valid

English (United States)

KAneHT MOXXeT NoNy4YnuTb AOCTYMN K CUCTEME NyTeM BBOAa JIornHa n napons. CustomeriD
HY>XEH A8 ngeHTunKaunum KaneHTa n ero 3asaBoK. NMoCKONbKY aapecc 3J1eKTPOHHON
MoYThbl ABASAETCH YHUKaAJIbHbIM, €ro MOXHO WCMO0JIb30BaTb B KayeCTBE YHWUKaJIbHOro
naoeTHTugukaTopa (ID).

Note

Kak 1 B c/ly4yae c areHTtamu, rpynnamMmm n poasiMmn, CACTeMa He No3BoNSAET yAansaTb
KJINEHTOB, @ TOJNIbKO AE€aKTUBNPOBATb UX, YCTAHOBMB ONuunio [eCTBUTENbHbIN B
3Ha4YeHne HeAeNCTBUTE/IbHbIVI NN HEAENCTBUTESIbHbIVI-BPEMEHHO.

1.3.2. N'pynnbl KnueHTtoB

KnneHTbl Takxe MoryT 6bITb fo6aBneHbl B rpynmny, 4To MOXXeT ObiTb NMNoJie3HO, eC/In Bbl
X0TUTe 00befeHNTb HECKOJIBKUX KJTMEHTOB TOW XKe KOMMNaHUK 19 A0CTyNa K O4HON
HeCcKoJIbKUM o4yepensm. CHavyana co3ganTe rpynny, B KOTOPY ByayT BXOOUTb KJIMEHTHI,
Ons 3Toro nepenauTe Mo ccbiike Moaynb YnpaBneHus Mpynnamu . 3aTtem nobaBbTe
oyepean n BbibepnTe HOBYIO rpynny AJs 3TUX odepenen.

69



OTRS

Real Services

Cnepywowmm waroMm byneT BkJOYEHME MOALEPXKKWM Fpynn KJANEHTOB . DTO MOXXHO
coenatb wucnonb3sya napametp CustomerGroupSupport B SysConfig/YnpaBneHun
KoHdurypaumamu. cnonb3sysa napametp CustomerGroupAlwaysGroups, MOXXHO yKa3aTb
rpynnbl N0 yMOJYaHWIO, K KOTOpbIM byaeT npuHagfieXxaTb HOBbIA K/AMEHT, TaKuM
obpas3oM Kaxgasa HoBas y4eTHas 3anncb byneTt nobaBnaTbCa B 3TW rpynmnbl.

Through the link "Customers <-> Groups" you can manage which customer shall belong
to the different groups (see figure below).

Figure 4.17. YnpasneHue cBaszsamu Knuent-pynna

Manage Customer-Group Relations
Actions Search Results:

@ CUSTOMERS (4) GROUPS
ds like " are allowed! Mr. Han Solo <han.soloBtestcustomer.coms» (SWVI] admin

Mr. Kylo Ren <kylo.ren@testoustomer.comz (SWVII) stats
Ll SRS Mr. Luke Siywalker <luke.skywalker@testoustomer.coms SWVI)

Mr. Poe Dameron <poe.dameron@testcustomer.com: (SWVII)

Customer Default Groups:

GROUPS

Filter for Groups users

No changes can be made to these groups.

To define the different groups a customer should be part of and vice versa, click on the

corresponding customer username or group (see below the Figures 4.18 and 4.19, respec-
tively).

Figure 4.18. N3ameHeHue cBA3u Mexay l'pynnou u NMonb3oBaTenem

Manage Customer-Group Relations

Actions Change Group Relations for Customer Mr. Kylo Ren (kylo.ren)
“« Go to ovarview GROUP RO AW
= Edit Customer Default Groups admin
stats

@ automatically

Submit  or Cancel

Customer Default Groups:

Filter for Groups
GROUPS

users
No changes can be made to these groups
Hint

Reference
Select i

ler:group permissions.

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

pern S ir

available for the cu:

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

Figure 4.19. N3MeHeHue cBA3u Mexay Knuentom u Npynnow

Manage Customer-Group Relations

Actions Change Customer Relations for Group stats
Ll Go to overview CUSTOMER (&) RO AW
E‘ Mr. Han Sclo <han.solo@testcustomer.com> (SWVII)

Mr. Kylo Ren <kylo.ren@testcustomer.com= (SWVII)
Mr. Luke Skywalker <luke.skywalker@testcustomer.com: (SWVII

Mr. Poe Dameron <poe.dameron@testcustomer.coms (SWVII

Submit  or Cancel

Reference

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

Full read and write access to the tickets in this group/queue.
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1.4. Ouepenm

Clicking on the link "Queues" of the Admin page, you can manage the queues of your
system (see figure below). In a new OTRS installation there are 4 default queues: Raw,
Junk, Misc and Postmaster. All incoming messages will be stored in the "Raw" queue if no
filter rules are defined. The "Junk" queue can be used to store spam messages.

Figure 4.20. YnpaBneHusa odyepensaMmm

Manage Queues

Actions List

Add queue NAME GROUP COMMENT VALIDITY CHANGED CREATED
Junk users All junk tickets. valid 11/19/2015 13:25 11/18/2015 13:25
Misc users All misc tickets. valid 11/19/2015 13:25 11/18/2015 13:25
Postmaster users Postrmaster queue. valid 11/19/2015 13:25 11/18/2015 13:25
Raw users All default incoming ti... walid 11/19/2015 13:25 11/19/2015 13:25

Here you can add queues (see figure below) and modify them. You can specify the group
that should use the queue. You can also set the queue as a sub-queue of an existing queue.

Figure 4.21. lobaBneHue HOBOM ouyepeam

Manage Queues
Actions Add Queue

“ Go to overview * Name: Support

* Group:  admin

1220

* Follow up Option:  possible

Ona odepenn MOXXHO onpenennTb Bpems paBﬁﬂOKI/IDOBKVI - eCJZin areHT 3861'IOKI/IpOBaJ'I
3a4BKY W He 3aKpblsl e€e A0 Wucrte4deHumda BpeMeHU 6)'IOKI/IpOBKI/I, 3asdBKa 6yp,eT
aBTOMaTU4eCKN pa36n0K|/|pOBaHa N 0OCTYyrMHa ANnA APpYyrmnx areHTos.

ECTb Tpu TnnNa HaCTpoOEK 3CKanaunm BpeEMeEHN, KOTopble MOryT BbITb CBSAI3aHbl Ha YPOBHE
oyepepen:

Sckanauusna - Bpems NepBoro OTKJ/IMKa
* [locne co3gaHna 3asBKKU, eCi NCTEeKaeT OroBopeHHoe BpeMs b6e3 Kakon-nnbo ceasu

C KJMEHTOM KaK MO 3JIEKTPOHHOW MoYTe TaK M no TenedoHy, - 3asBka byaeT
3CKanMpoBaHa.

dckanauusa - Bpemsa obHoBneHus

e Ecnm Kakoi-HMbylb KAMEHT MPUC/aN OTBET Ha 3asBKY MO 3JIEKTPOHHOW no4yTe uau
N3MEHWN ee Yyepe3 MoJb30BaTeNbCKUI NopTas, Bpemsa 3ckanauum bynet obHyneHo.
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Ecnv 0o ncTevyeHus BpeMeHU OXUAAHUS KOHTAKTa C KJAMEHTOM Hebblslo, 3asBKa
3CKaNmpyeTcs.

Sckanauua - Bpems pewueHus
* Ec/in 0o ncrtevyeHns oroBoOpeHOro BpeEMeHM 3asBKa He 3aKpbiTa - OHa 3CKasimpyeTcs.

Ncnonb3ya onuuto 'Ticket lock after a follow-up', Mo)xxHO onpepennTb byaneT nn 3asBKa
yCTaHOBJIEHa B 3HayeHue '3abnokupoBaHa' 0fg cTaporo Bhafenbla, ecnm oHa bbina
3aKpblTa a MOTOM OTKpbITa 3aHOBO. Takoe MoBefeHne rapaHTUpyeT, 4TO nocsenytoLias
3asBKa byneTt obpabaTbiBaTbCA areHTOM, KOTOpbIA paboTan C 3TOM 3as8BKON paHee.

MapamMeTpoM CUCTEMHbIN agpec onpenensaeTca agpecc 3/1eKTPOHHOW MOYTbl, KOTOPbIN
byneT Mcnonb30BaTbCA OIS UCXOASALMX 3a9BOK 3TOW oyepenu. Takxe, AN OTBETOB
MO 3JIEKTPOHHOW MO4YTe, eCTb BO3MOXHOCTb aCCOLMMPOBATL/CBA3aTb o4epeam C
npuBeTCTBMAMK U noanucaMn. 3a bonee noapobHom MHGpOpMaumen nepenanTe no
CCblJIKe afpeca 3/eKTPOHHON MNOoYTbl , MPMBETCTBUA U MOAMUCK .

Note

Kak B cnyyae C areHTamu, rpynnamm M KJAWEHTamun, odepegnm He MoryT ObiTb
yhaneHbl, @ TOIbKO OTKJIIOYEHbl, MyTeM YCTaHOBKW onuuun "OencrteutenbHaa" B
3HaYeHNe HeaeNCTBUTEIbHasaA W HEAENCTBUNTE/IbHasA-BPEMEHHO.

1.5. NMNpuBeTcTBua, NMNoanucu, Bno>xeHusa m
LLIaONOHDLI

1.5.1. NpuBeTCcBTUA

A salutation is a text module for a template. Salutations can be linked to one or more
queues, as described in the section about queues. A salutation is used only if a ticket from
a queue the salutation is linked to, is answered. To manage the different salutations of
your system, use the "Salutations" link of the admin area (see figure below).

Figure 4.22. YnpasneHusa npuBeTCTBUAMMU

Salutation Management
Actions List

[+] Add salutation NAME COMMENT VALIDITY CHANGED CREATED
system standard salutation (en) Standard Salutation. valid 11/19/2015 13:25 11/19/2015 13:25

lMocne yCcTaHOBKU B CUCTEME eCTb OOHO NpeaonpenesieHHoe npmeeTcTeume: "system stan-
dard salutation (en)".

YT106blI CO3AaTb HOBOE MPUBETCTBME, HAaXXMUTE Ha KHonky "[NobaBuTb npuBeTcTBME",
BBeOAMNTE HeobXxoaAnMble AaHHble N HaXXKMUTe KHoMKy "OTnpaBuTb" (CM. PUCYHOK HUXXE)
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Figure 4.23. lobaBneHmne HOBOIro NPMBETCTBUA

Salutation Management
Actions Add Salutation

L] Go to overview * MName: Salutation example

BIUS == EEEEE =@ - Q

Format - Font - sze - A-B-T, Source ) 90 | 2%
Hello <QTRS_CUSTOMER_DATA _UserFirstnames,

We are working on your ticket <QTRS_TICKET_TicketNumber>

* Validity:  valid

Submit  or Cance

B npmnBEeTCTBUAX MOXHO MNCMNOJZIb30BaTb NepeMeHHbIE. Korpa Bbl 0OTBeYyaeTe Ha 3a4BKY,
nMeHa rnepemMeHHbIX 6y,EI,yT 3aMeHeHbl Ha UX 3Ha4YeHnA.

Pasnn4yHble mepemMeHHble, KOTOpble MOXHO WCMNOoJIb30BaTb B OTBETax MNpuBefdeHbl B
HVU>XXHEN 4acTu 3KpaHa npueeTCcTBUA. ECAn Bbl ncnonb3syeTe, HaNnpuMmep, NepeMeHHYIo
<OTRS_LAST NAME> To B 0TBEeT ByAeT BKAOYEHa (haMMANSA OTNPABUTENS 3a9BKM.

Note

Kak n B cny4ae ¢ gpyrmMm cywHocTtaMmu cmctembl OTRS, NpuBETCTBUA HE MOXXHO
yhanaTb, TOJIbKO JeaKTUBNUPOBATb NX, YCTAHOBMB NapaMeTp LencTBUTENbHbIN B
3HaYeHne He JeVICTBUTE/bHbIV NN HE AENCTBUTEbHbIVI-BPEMEHHO.

1.5.2. Mopnucwm

Another text module for a template 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 template 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).

Figure 4.24. YnpasneHue noanucamMm

Signature Management
Actions List

a Add signature NAME COMMENT VALIDITY CHANGED CREATED
system standard signature (gn} Standard Signature. wvalid 11/18/2015 13:25 11/18/2015 13:25

B HoBOW, TONbKO YycCTaHoBseHHoOW cucteMe OTRS ecTb oAHa npeaycTaHOBJ/IEHHAs
noanuce: "system standard signature (en)".

YT106blI CO34aTb HOBYIO MOAMUCH, HaXXMUTe KHoMnky "Ho6aBnTb moanuncek", BBEOANTE BCE
HeobXxoAnMble AaHHbIE N HAXKMUTE KHOMKY "OTnpaBuTb" (CM. PUCYHOK HUXE).
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Figure 4.25. lobaBneHme HOBOM NOANUCH

Signature Management
Actions Add Signature

Ll Go to overview # Name: Signature example

- Q

BIUS == EEE=EE = =
Format - Font - Size - A- [ I, [0 sSource €} 99 | Z3

It is our pleasure to serve you.

Receive kind greetings,
<QTRS_RESPONSIBLE Userfirstname> <QIRS RESPONSIBLE_UserLastname>

* Validity:  valid
Submit  or Cance

Hint

Kak v npuBeTCTBUA, MOAMUCU TakKXe MOryT cofep)xaTb AUHAMUYECKUN KOHTEHT,
HanpuMmep, UMA U GaMUINIO areHTa, KOTOPbIM OTBeYaeT Ha 3asaBKy, a Takxe
MOryT WCMOJIb30BaTbCA MepeMeHHble A1 3aMeHbl TeKCTa MOAMUCU KakAoW 3asBKW.
lMepeMeHHble, KOTOopble MOXHO WCMOJIb30BaTb UWNUTE B HUXXHEN 4acTuU CTpaHuubl C
noanncaMn. Ecnm Bol, K npumepy, BkatodaeTe nepemeHHyto <OTRS LAST NAME> To oHa
byneT 3amMeHeHa haMUINEN areHTa, KOTOPbIA OTBEYAET Ha 3asiBKY.

Note

Kak n B cnyyae C NMpuBETCTBUAMMU, MOAMNUCK HEe MOryT ObiTb yAaneHbl, TONbKO
[eaKTUBUPOBaHbI NyTeM YCTaHOBKU NapamMmeTpa JencTBUTENbHbIN B 3Ha4YeHUs He
HAeViCTBUTEJIbHbIVI NN HE AeNCTBUTE/IbHbIVI-BPEMEHHO.

1.5.3. Bno>xxeHus

Mpun >XenaHmnm K OTBETY MOXHO [06aBUTb OAHO WM HECKOJIbKO BJOXeHun. Ecnn
oTBeT BblbpaH, BNOXeHUa ByayT npukpenneHbl K coobweHuto. Mpu HeobxopmmocTw,
HenoCcpenCTBEHHO Trepen OTMPaBKOM OTBETa KJWEHTY, areHT MOXXeT yhaluTb
B/IOXKEHWS.

Through the "Attachment" link of the Admin page, you can load the attachments into the
database of the system (see figure below).

Figure 4.26. YnpaBseHue BJIOOKEHUAMM

Attachment Management

Actions List

Add attachment NAME FILENAME COMMENT VALIDITY GHANGED CREATED DELETE
Sample One marjpg walid 12/03/2015 18:59 12/03/2015 18:59
Sample Two download.jpg valid 12/03/2015 18:59 12/03/2015 18:59

YT06bl CO30aTb HOBOE BJIOXKEHME, HAXXMUTe KHOMKY "[Nob6aBUTb BJIOXKEHME", BBEAUTE
BCIO HEOBXOAMMYO MHPOPMALMIO N HAaXKMUTE KHOMKY "OTnpaBuTb" (CM. PUCYHOK HUXe).
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Figure 4.27. lobaBneHne HOBOIro BJ&IO>KEHUSA

Attachment Management

Actions Add Attachment

4 Go to overview # Name;  Testl

* Attachment: = Browse.. No file selected.
* Validity: ~ valid

Just an example

Submit  or Gancel

If an attachment is stored it can be linked to one or more templates. Click on the "Attach-
ment <-> Templates" link of the Admin page (see figure below).

Figure 4.28. CBaA3aTb BJIOXXEeHUA C WabnoHamu.

Manage Templates <-> Attachments Relations

Filter for Templates Overview

TEMPLATES ATTACHMENTS
Answer - A new answer Sample One (marjpg )

Answer - empty answer Sample Twe ( download.jpg )
Filter for Attachments

Answer - test answer
Create - Create one
Forward - Forward one
Note - Note one

To associate different attachments with a specific template and vice versa, click on the

corresponding template name or attachment (see below the Figures 4.29 and 4.30, re-
spectively).

Figure 4.29. N3aMmeHunTb CBA3b BnoxxeHusn c LLlabnoHom

Manage Templates <-> Attachments Relations

Actions Change Attachment Relations for Template Answer - empty answer
4 Go to overview ATTACHMENT ACTIVE
Sample One (marjpg )
Filter Sample Two ( download.jpg )

Submit  or Cancel

Figure 4.30. N3ameHuTb cBA3b LLlabnoHa ¢ Bno>xxeHuem

<=> At R
Actions Change Template Relations for Attachment Sample Two
4 Go to averview EETTATE ACTIVE
Answ A new answer
Filter Ans: empty answer

Al

Create - Create one

test answer

Forward - Forward one
Note - Note one

Submit | or Cancel

1.5.4. LL1IaGnoHbI

Ona yckopeHus pabotbl B OTRS M cTaHOapTM30BaTb BWA OTBETOB, MOXHO 3adaThb

wabnoHbl. WabnoH MoxeT OblITb CBfA3aH C OAHOW WM HECKOJNIbKUMW o4vepensimm u
HaobopoT.

CyllecTByeT HECKOJIbKO pPa3/iIMyHbIX BMAOB LWab/MIOHOB, KOTOpble MOryT ObITb

MCMosb30BaHbl B pa3anyHblix MecTax B OTRS v B pa3nunyHbiX uenax. Huxe npueeneH
CMMCOK JOCTYMHbIX TUMOB Wab/IOHOB:
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* OTBeT: byaeT UCMonb30BaTbCSA B Ka4eCcTBe OTBETa Ha 3asBKY

* Co3paTtb: byaeT ncnonb3oBaTbCA B Ka4yecTBe TenedoHHOM 3aaBku nam Email 3aasku
* MepecnaTb: Nicnonb3yeTca 015 NEPeCchbIKN COOBLLEHNA KOMY-TO OPYrOMYy

* TenedoHHbIN 3BOHOK: [N perncTtpaunm BXoaswmx n NCXo4saLWLmnx 3BOHKOB areHToM

Ncnonb3oBaTh WabnoHbl 0OTBETOB MOXXHO ABYMS crocobamu: npm nogpobHOM NpocMoTpe
3asBKM B MeHI0 coobLueHuin/3ameTok, nnm 6onee 6bicTpbiM - € 3KpaHa O630pa cTaTycoB
MM 3a9BOK B hopmaTe npeanpocMmoTpa/Large. Bo BHOBb ycTaHoBAeHHON OTRS, wabnoH
(oTBeTa) "nmycTom oTBEeT" 3a4aH AS19 BCEX o4Yepenen.

As soon as Forward templates are added and assigned to queues, the "Forward" button
in ticket zoom (that normally leads to a empty text forward screen) will change into a
selection control, the selection is filled with the added Forward templates, by choosing
one of the templates, the forward screen will be shown prefilled with the template text
and attachments (similar to the reply selection box with the Answer templates).

Co3paHue wabnoHoB Tuna Create/HoBas u PhoneCall/3BOHOK KanMeHTa nNpmMBOAUT K
oTobpaxxeHns nonsa Bbibopa "Text Template/TekcT wabnoHa" Ha COOTBETCTBYOLLIMX
dKpaHax, Bblbop wabnoHa M3 cCnNMCKa MNpuBeAeT K 3anoJIHeHUO nosen "TekcT" wu
"Bno)xeHune" (ecnm oHn focTynHbl B WwabnoHe). OTMeTnM, 410 ntobblie paHee coenaHHble
n3MeHeHna B nose "TekCcT" wunum ana BAoXeHus, byayT nepekpbiTbl AaHHbIMKA U3
wabnoHa.

Clicking the "Templates" link on the Admin page brings you to the Template management
screen (see figure below).

Figure 4.31. YnpaBneHue wabnoHamm

Manage Templates

Actions List

+) Add template TYPE NAME ATTACHMENTS COMMENT VALIDITY CHANGED CREATED DELETE
wvalid 12/03/2015 18:54 12/03/2015 18:54
wvalid 11/19/2015 13:25 11/19/2015 13:25
wvalid 11/19/2015 13:25 1119/2015 13:25
wvalid 12/03/2015 19:00 12/03/2015 19:00
wvalid 12/03/2015 19:01 12/03/2015 19:01
walid 12/03/2015 19:01 12/03/2015 19:01

Answer Anew answer

Answer empty answer
Filter

Answer test answer

Create Create one

Forward Forward one

o mMmoo oo

Note Note one
Hint

Attention: Don't forget to add new templates to
queues,

To create a new template, click on the "Add template" button, provide the required data
(make sure to select the appropriate template type) and submit it (see figure below).
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Figure 4.32. Adding a template

Manage Templates

Actions Add Template
4 Go to overview « Type:  Answer
* Name: A new answer
Hint
BIUS == EE=E=E = = & Q
B Format - Font - size - A-B- T, [ source Q M|
Attention: Don't forget to add new templates to

queues.

The text for this answer . . .

* Validity:  valid

Submit  or Cancel

To add/remove templates to one or more queues, click on the "Templates <-> Queues"

link on the Admin page (see figure below). You can also use filters to get information
regarding a specific entity.

Figure 4.33. Template-Queue relations management

Manage Template-Queue Relations

Filter for Templates Overview
TEMPLATES QUEUES
Answer - A new answer Junk
) Answer - empty answer Misc
Filter for Queues
Answer - test answer Postmaster
Create - Create one Raw

Forward - Forward one
Note - Note one

YT1006bI onpeanennTb pa3inyHble wabnoHbl gna odyepean wu Ha060p0T, Ha>XMuUTe

Ha cooTBeTCTBYOWMA wWabnoH wunum o4vepedb (CM. Huxe PucyHkm 5.32 un 5.33,
COOTBETCTBEHHO).

Figure 4.34. NameHnTb cBA3b Ouyepenu c LLlabnoHom

Manage Template-Queue Relations

Actions Change Queue Relations for Template Answer - empty answer
4 Go to overview e ACTIVE
Junk
Filter Misc L]
Postmaster
Raw ]

Submit  or Cancel

Figure 4.35. N3MeHunTb CcBA3b LLIaGnoHa c Oyepepbio

Te Queue Relati
Actions Change Template Relations for Queue Junk
‘. Go to averview T ACTIVE
Answer - A new answer
Filter Answer - empty answer

Answer - test answer
Create - Create one
Forward - Forward ane

Note - Note one

Submit | or Cancel
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Mpu Bbibope wabnoHa, AononHUTENbHaa MHGOPMauusa Ao/HKHa ObiTb gobaBneHa K
TEeKCTYy WwabsioHa, B 3aBUCMMOCTW OT €ro Tuna:

Labnonbl Tna PhoneCall/3BoHoK knneHTa n Create/HoBass He 0o6aBAsAlOT HUKAKUX
OOMOJIHUTENBbHbIX AaHHbIX K TEKCTY wWabnoHa, B To BpeMa Kak gns Tuna New Email
Ticket/HoBas noyToBas 3asdBka gobaenserca nognucb, CBA3aHHasa C O4epenblo K Teny
OKOHYaTeNIbHOro Tena nNucbMa (ana otTobparkeHns NMoANnUCU OTKPbIBAETCSH OTAEJbHbIN
dhpenm).

B TekcT wabnoHa oTBeTa TakK)Xe BKJIOYaeTCs npuneBeTCcTBMe, CBA3aHHOE C Oo4epeabio
3a8BKU, 3aTeM, TeKCT wabnoHa, nocne Hero, LI,I/ITVIpyeMbII7I TEeKCT 3adaBKW, U, HaKoHel,
noannceb, CBA3aHHaA C o4epeablo.

LWabnoHbl Tuna Forward/MepecnaTb aHanorm4yHbl WabsoHaM OTBETOB, HO B HUX He
BKJ1lOMaeTCAa NpMBeTCTBUE.

1.6. ABTOOTBEThbI

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).

Figure 4.36. Auto response management

Auto Response Management
Actions List

Add auto response NAME TYPE COMMENT VALIDITY CHANGED CREATED
default follow-up (after a ticket follow-up has been )
— auto follow up wvalid 11/19/2015 13:25 11/19/2015 13:25
added)

default reject (after follow-up and rejected of a
auto reject valid 11/19/2015 13:25 11/19/201513:25
closed ticket)

default r t/new ticket created (after closed

auto reply/new ticket wvalid 11/19/2015 13:25 11/19/2015 13:25
ew ticket creation)

default reply (after new ticket has been created) auto reply valid 11/18/2015 13:25 11/19/2015 13:25

To create an automatic response, click on the button "Add auto response", provide the
needed data and submit it (see figure below).
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Figure 4.37. Adding an auto response

Auto Response Management
Actions

4 Go to overview

B I US =

Format  ~  Font - size - A-D@ I,

+ Name: Autoresponse One

* Subject:  Your ticket is being processed

Hello <OTRS_CUSTOMER_REALNAME>:

This is an automatic response for let you know your request is being processed.
You will have news in the next 24 hours.

Thank you!

Your QTRS Team

* Type:  auto follow up

* Auto response from:  otrs@localhest

* Validity:  valid

Submit or Cancel

Kak u B ciy4ae C MoANMCAMU 1 NPUBETCTBUAMU, TEMA U TEKCT aBTO OTBETA MOXXET ObITb
creHepupoBaHa C NMOMOLLbIO NepeMeHHbIX. Ecnu, HanpuMep, B TEKCT/TEN0 aBTO OTBETA
BCTaBUTb NepemMeHHytlo <OTRS_CUSTOMER_EMAIL[5]> , To nepBblie 5 CTPOK TekCTa 13
nMcbMa KNueHTy ByayT BCTaB/ieHbl B aBTO OTBeT. bosiee noapobHyo MHGpopMaLumio o
OOMNYCTUMbIX MEPEMEHHLIX, KOTOPbLIE MOXHO WCMOJIb30BaTb MOXHO HaWTW B HWKHEN
4acCTu 3KpaHa, Kak 3TO Moka3aHo Ha PucyHke.

For every automatic answer, you can specify the event that should trigger it. The system
events that are available after a default installation are described in the Table 4-4.

Table 4.4. Events for auto responses

Ha3BaHue OnucaHue

auto reply Co3pgaHue 3asBKM B onpeneeHHOomn
o4yepegu.

auto reply/new ticket OTKpbITUE  yXe  3aKpbIToun 3aaBKu,

HanpuMep ecnau

KNINeHT OoTBe4YaeT Ha

ornpeneneHHyto 3asBKy.

auto follow up

Mprem BXxooALNX 3a9BOK.

auto reject

ABTOMaTU4YeCKUI

OTKa3 oT 3adaBKWU,

cAeslaHHHbIN CUCTEMON.

auto remove

YnanerHune
CNCTEMON.

3a5BKO,

3aBepLUeHHbIX

Note

Kak u B cnyvae c apyrumm cywHocTaMmn OTRS, ABTO OTBETbI TaKXXe He MOryT BbiTb
yOaneHbl, TOJIbKO A€aKTUBNPOBaHbI MyTEM YCTAaHOBKWM onunn LencTBnUTEbHbIN B
3HaYeHNA HE AENCTBUTETIbHbIVI UNN HE AEVCTBUTE/IbHbLIN-BPEMEHHO.
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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.

Figure 4.38. Queue <-> auto response relations management

Manage Queue-Auto Response Relations

Filter for Queues Overview
QUEUES AUTO RESPONSES
Junk default follow-up (after a ticket follow-up has been added) (auto follow up)
Misc default reject (after follow-up and rejected of a closed ticket) (auto reject)
Filter for Auto Responses ) .
Postmaster default reject/new ticket created (after closed follow-up with new ticket creation) (auto reply/new ticket)
Raw default reply (after new ticket has been created) (auto reply)
Support

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.

Figure 4.39. Change auto response relations for a queue

Manage Queue-Auto Response Relations

Filter for Queues

Overview
QUEUES AUTO RESPONSES
Junk default follow-up (after a ticket follow-up has been added) (auto follow up)
Misc default reject (after follow-up and rejected of a closed ticket) (auto reject)
Filter for Auto Responses ) .
Postmaster default reject/new tickst created (after closed follow-up with new tickst creation) (auto reply/new ticket)
Raw

default reply (after new ticket has been created) (auto reply)

1.7. System Email Addresses

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 installa-
tions 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).

Figure 4.40. System email addresses management

System Email Addresses Management

Actions List
(+] Add system address EMAIL ADDRESS DISPLAY NAME QUEUE VALIDITY CHANGED CREATED
otrs@localhost OTRS Systemn Postmaster walid 11/18/2015 13:25 11/19/2015 13:25
Hi postmaster@mycompany.com Postmaster Junk wvalid 01/03/2016 19:16 01/03/2016 19:16
L support@mycompany.com Support Team Junk wvalid 01/03/2016 19:15 01/03/2016 19:15

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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Figure 4.41. Adding a system email address

System Email Addresses Management

Actions Add System Email Address
‘ Go to ovarview * Email address:  support@mycompany.com
# Display name:  Support
Hint

The display name and email address will be shown on mail you send

* Queue:  Junk

* Validity: | valid

Submit or Cancel

Note

Kak n ppyrue cywHoctn OTRS, emenn agpeca He MOryT O6biTb yOaneHbl,
TOJ/IbKO OEeaKTUBUPOBaHbI, YCTAHOBUB Oonuuio OencTBUTE/IbHbLIA B 3HAYEHNE He
AENCTBUTEJIbHbIVI NN HE AENCTBUTE/IbHbIV-BPEMEHHO.

1.8. YBegoMsieHuUsa no 3asiBKaM

OTRS allows ticket notifications to be sent to agents and customers, based on the occur-
rence of certain events. Agents can customize their ticket notification settings via the
preferences link.

Through the "Ticket Notifications" link on the Admin page, you can manage the ticket

notifications of your system (see figure below). OTRS comes with a set of predefined
notifications that cover a wide range of use cases.

Figure 4.42. Ticket notification management

Ticket Notification Management

Actions List
4] Add notification NAME COMMENT VALIDITY CHANGED CREATED EXPORT COoPY DELETE
. —— Ticket create notification valid 11/19/2015 13:25 11/19/2015 13:25
= LD Ticket escalation notification valid 11/19/2015 1325 11/19/2015 1325
Ticket escalation waming
Conf o rt ification valid 11/19/2015 13:25 11/19/2015 13:25
onfiguration Impor notificatio
Ticket follow-up notification
(ocked) valid 11/19/2015 13:25 11/19/2015 13:25
{locke
Ticket follow-up notification
(unlocked) valid 11/19/2015 13:25 11/19/2015 13:25
(unloeke:
Ticket lock timeout
Browse... No file selected. ification valid 11/18/2015 13:25 11/18/2015 13:25
notificati
Overwrite existing notifications? Ticket new note notification valid 11/19/2015 13:25 11/19/2015 13:25
Tiekiet owner update lid 11/18/2015 13:25 11/18/2015 13:25
& import Notification configuration notification val g g
Ticket pending reminder
. valid 11/19/2015 13:25 11/19/2015 13:25
notification (locke
Ticket pending reminder
notification (unlocked) valid 11/19/2015 13:25 11/19/2015 13:25
notification (unlocke:
Ticket queue update
o valid 11/19/2015 13:25 11/19/2015 13:25
notification
Ticket responsible update
notification valid 11/19/2015 13:25 11/19/2015 13:25
notificati
Ticket service update
valid 11/18/2015 13:25 11/18/2015 13:25

netification

You can customize many aspects of the notifications. Click on the notification you want
to change, and its content will be loaded for editing (see figure below).
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Figure 4.43. Customizing a notification

Edit Notification

« Name: | Ticket create notification

You will receive a notification each time a new ticket is create

This message will be shown on the agent preferences screen as a tooltip for this nofification.
valid
» Events
b Ticket Filter
p Article Filter {Only for ArticleCreate and ArticleSend event)
» Recipients
» Notification Methods

w Notification Text

w English (United States)

* Subject: | Ticket Created: <OTRS TIGKET Titlex

* Text:

Format - Font - Size - - - Source 1|!

Hi <OTRS_NOTIFICATION_RECIPIENT _UserFirstnames,

ticket [<OTRS_CONFIG_TicketHook><OTRS_TICKET _TicketNumber>] has been created in queue
<OTRS_TICKET_Queue>.

<OTRS_CUSTOMER_REALNAME> wrote:
<OTRS_CUSTOMER _Body[30]>

You can edit the basic data of this notification such as name and comment, and control
if the agents may choose to receive this notification (per transport method). For every
language, a subject and body can be added/edited to configure what will actually be sent
as the notification content.

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.

You can choose which events should trigger this notification, and limit it to tickets which
match certain criteria (ticket and/or article filter). This makes it possible to create different
notifications for different queues, priorities or other criteria that might be relevant for
your system.

The recipients of the notification can be configured according to different criteria (groups,
roles, individual agents etc.). All configured recipients will receive the notification.

Figure 4.44. Customizing a notification's recipients

w Recipients

All agents subscribed to the ticket s gueue and 1 more..

Also send if the user is currently out of office.

Notify user just once per day about a single ticket using a selected transport.
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Additionally, you can specify if the notification should be sent to agents who are out of of-
fice, and limit the sending to once per day and ticket (e. g. pending reminder notification).

Notifications can be sent with different notification methods. The "Email" notification
method is available in OTRS Free, with OTRS Business Solution™ you also get the pos-
sibility to store and view the notifications in the database (so that no email client is need-
ed to use OTRS) as well as to send them via SMS (e. g. for very important notifications).

Figure 4.45. Customizing notification methods

* Notification Methods

These are the possible methods that can be used to send this notification to each of the recipients. Please select at least one method below.

Email

This is the default value for assigned recipient agents who didn't make a choice for this notification in their preferences yet. If the box is
enabled, the notification will be sent to such agents.

email-notification-ext

An article will be created if the notification is sent to the customer or an additional email address.

Default

Use this template to generate the complete email (only for HTML amails).

PGP and SMIME not enabled.

Skip notification delivery

Skip notification delivery

Web View

This is the default value for assigned recipient agents who didn't make a choice for this notification in their preferences yet. If the box is
enabled, the notification will be sent to such agents.

SMS (Short Message Service)

This is the default value for assigned recipient agents who didn't make a choice for this notification in their preferences yet. If the box is
enabled, the notification will be sent to such agents.

1.9. S/MIME

OTRS MoxxeT obpabaTbiBaTb 3alindpoBaHHble coobuweHns S/MIME n noanwucbiBaTb
ncxogswime nucbMa. [ns UCNOA30BaHUA 3TOW BO3MOXHOCTU HeobxoAuMO BHavane
aKTUBMPOBATb €e U U3MeHUTb pag napameTpoB B SysConfig/KoHpurypaunm CNCTEMBI.

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.
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Figure 4.46. S/MIME management

S/MIME Management:

Actions Results

[ +] Add certificate TYPE SUBJECT HASH FINGERPRINT CREATE EXPIRES DELETE

No data found.
[ +] Add private key

Filter for certificates

1.10. PGP

OTRS MoxxeT obpabaTbiBaTb Kato4nm PGP, 4To mo3BonseT wwudpoBaTbh/aewndpoBaTh
M nognucbiBaTb ncxoaawme coobuieHus. MNMepeld MCNOb30BaHNEM 3TOW BO3MOXKHOCTMU
HeobX04NMO aKTUBMPOBATb €€ N U3MEHUTbL HEKOTOPbIE MNapaMeTpbl KOHpUrypaumum B
SysConfig.

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.

Figure 4.47. PGP management

PGP Management

Actions Result
a TYPE STATUS IDENTIFIER BIT KEY FINGERPRINT CREATED EXPIRES DELETE
No data found.
Add PGP key
Hint

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).

Figure 4.48. State management

State Management
Actions List
[+] Add state NAME TYPE COMMENT VALIDITY CHANGED GREATED
closed successful closed Ticket is closed ... valid 11/19/2015 13:25 11/19/2015 13:25
3 closed unsuccessful closed Ticket is closed ... valid 11/19/2015 13:25 11/19/2015 13:25
AL merged menged State for merged ... valid 11/18/2015 13:25 11/19/2015 13:25
s i new new New ticket create... valid 11/18/2015 13:25 11/19/2015 13:25
open open QOpen tickets. valid 11/19/2015 13:25 11/19/2015 13:25
pending auto close+ pending auto Ticket is pending... valid 11/19/2015 13:25 11/19/2015 13:25
pending auto close- pending auto Ticket is pending... valid 11/19/2015 13:25 11/19/2015 13:25
pending reminder pending reminder Ticket is pending... valid 11/18/2015 13:25 11/19/2015 13:25
removed removed Customer removed ... valid 11/18/2015 13:25 11/18/2015 13:25

Mocne ycTaHOBKM B cucteme bynyT cnegyrolie npeayCcTaHOBIEHHbIE COCTOSHUS:
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* 3aKpblTa yCnewHo
* 3aKpblTa HeyCrnewHo

* obbegeHeHHble

* HOBas

* OTKpbITas

* O)XKMAaHWe aBTO 3aKpbiTue+
* O)XMAaHWe aBTO 3aKpbiTue-
* O)XXWOaHWe HanoMUHaHne

* yaaJieHHas

Ka>xgoe cocTossHne CBA3aHO C TUMOM, KOTOprI7I HY>XHO YKa3aTb KOIrga Cco3aeTcAa HoBOe
cocTosHue. Mo YMO/IHaHUIO €CTb TaKne TUnbl COCTOSAHUN:

* 3aKpbiTas
* 0bbegeHeHHble

* HOBas

* OTKpbITas

* 0O)KWAaHue aBTo

e OXKWUAaHue HanoMuHaHue

* yhaneHHas

1.12. SysConfig

Ccbinka SysConfig - yKa3blBaeT Ha MeCcT,0 rpe xpaHutcs 6OONbLWMHCTBO
KOH(UrypaunmoHHbele napametpoB OTRS.

The SysConfig link on the Admin page loads the graphical interface for system configu-
ration (see figure below). You can upload your own configuration files for the system, as
well as backup all your current settings into a file. AlImost 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. It is also
possible to perform a full-text search through all of the configuration parameters.
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Figure 4.49. Npacpmyeckun mHtepdenc Ana HaCTPOUKU CUCTEMbI
(SysConfig)

SysConfig
Actions Result

E SUBGROUP ELEMENTS GROUP
Navigate by searching in 1574 settings Core

8

Framework

Core::Cache Framework
Framework (463)

vigate by selecting config groups

Core::CustomerCompany Framework

Core::Customerlser Framework
Core::Fetchmait
Core::LinkObject
Core::lLog
Core:MIME-Viewer
Core:MirrorDB
Core::0TRSBusiness
Core::PDF

L Export settings Framework
Framework

X Import settings Framework
Framework
Framework

Framework

Framework
Core::Package Framework
Core::Performancelog Framework
Core::ReferenceData Framework
Core::S0AP

Core::Sendmail

Framework
Framswork

™ o

Framework

Core::Session
Core::SpellChecker
Core::Stats

Framework
Framework

=

Framework
Framework
Framework

L I O T T e T T - I S R ST

Framework

R

Bonee nogpobHo rpacdmnyeckmin nHTepdenc ons HaCTPONKM CUCTEMbI pacCMaTpuUBaeTCA
B rnaBe "HacTponka cucteMsbl Yyepes Beb-nHTepdenc" .

1.13. Using Mail Accounts

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.

Figure 4.50. YnpaBneHue no4ToBbIMU ALLUKAMMU

Mail Account Management

Actions List

4] Add mail account HOST/USERNAME TYPE GCOMMENT VALIDITY GHANGED CREATED DELETE RUN NOW!
No data found.

Hint

3a 6onee nogpobHom nHopmaLmen obpawantecsb K pasaesny MNoyToBble akkayHTbI Post-
Master.

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).
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Figure 4.51. PostMaster filter management

PostMaster Filter Management
Actions List

NAME = DELETE
Mo data found.

[ +] Add filter

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.g. 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 4-5 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.

Table 4.5. ®yHKuUM pa3nnyHbiXx X-OTRS-3arono0BKoB

HasBaHue

BO3MO>XHbIEe 3HAYeHUA:

OnucaHue

X-OTRS-Priority:

1 o4eHb HU3KUN, 2 HU3KUI, 3
HOPMaJibHbIN, 4 BbICOKUN, 5
OY€eHb BbICOKOW

YcTaHaBnMBaeT npuopuTeT
3aABKW.

X-OTRS-Queue:

Ha3BaHue
cucrteme.

ovepenu B

YcTaHaBAMBaEeT o4yepenb, U3
KOTOpPOM 3asBKa [O0JIKHa
ObITb pacnpepeneHa. Ecam
yCTaHOBJIEHbI X-OTRS-
3aroJIoBKn, BCe OCTaJjlbHble
npasuna dunbTpauun,
MbiTatowmnecs
pacnpenennTb
onpeaeneHHoOm oyepegu
nrHopupytoTca. Ecnm  Bbl
ncnosib3yete nogoyepenu,
yKa3blBanTe nx Kak
"Parent::Sub".

3as8BKy B

X-OTRS-Lock:

6,10KMpoBaTh,
pa3bsiokmpoBaTb

YcTaHaBMBaeT COCTOsAHUE
610KNpoBaHNSA 3a5BKN.

X-OTRS-Ignore:

Yes nnn True

Ecnn 3TOT X-OTRS
3aroJlIoBoK yCTaHOBJIEH
B "Yes", Bxoaswune
coobueHuns oyoyT

MONIHOCTbIO UFHOPUPOBATCS
M HUKOrga He rnonaayT B
CUCTEMY.

X-OTRS-State:

HOBasd, OTKPbITas, 3aKpbITas
yCrneLiHo, 3aKpbiTas
HeycneLlHo, ...

YcTaHaBAuMBaeT crefyoulee
COCTOAHMNE 3aABKN.
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Ha3BaHue

Bo3MO)XXHbIe 3HaYeHuUSA:

OnucaHue

X-OTRS-State-PendingTime:

Hanpumep 2010-11-20

00:00:00

3ajaeT BpeMs OXUOaHUSA
Onsa  3a8BKM  (Bbl TakXXe
DOJIKHbI YCTaHOBUTb
COCTOSIHME OXUNaaHuns,
ncnonb3ya  X-OTRS-State).
Mo>xHO 3agaTb abconoTHOEe
3HayeHue Tuna "2010-11-20
00:00:00" nnn
OTHOCUTENIbHYIO naTy,
OCHOBAHHYIO Ha BpEMEHMU
MoCcTynseHns nMcbMa.
NWcnonb3synte dopmaTt "+
$Number $Unit", roe $Unit
OOJKHO 6bITb 'S’ (CeKyHabl),
'm' (MuUHYTBI), ‘'h' (4achbl)
mwin 'd" (aHW). Tonbko
ofHa eguHuua n3MepeHus
MoXXeT ObITb 3ajaHa.
Mpumepsbl MpaBWJIbHOIO
BBoma: "+50s" (0oTNoXuTb
Ha 50 cekyng), "+30m" (30
MUHYT), "+12d" (12 gHen).
3HayeHme Tuna "+1d 12h"
HepgonycTMMo. [na Takoro
c/ly4as npaBusibHbiM byneTt
"+36h".

X-OTRS-Type:

no yMOJTHaHUIO (B
3aBMCUMOCTN OT HACTPOEK)

YcTaHaBAMBaeT TUMN 3asiBKU
(ecnn aKTUBUPOBaAHO
Ticket::Type).

X-OTRS-Service:

(B 3aBUCUMOCTMU
HacCTpoeK)

oT

YKa3blBaeT cepBuUC ang
3a9Bku (ecnu Ticket::Service
BKJItOYEH). Ecnu Bbl )xenaete
3a4aTb NoncepBuUC cepBuca,
OH yKa3blBaeTcs B popmaTe
"Parent::Sub".

X-OTRS-SLA:

(B 3aBNCUMOCTMU
HaCTpoeK)

oT

YcTtaHaBnamBaeTr SLA ans
3asBKU (€C/Inm aKTUBUpPOBaHa
noaoaepxka Ticket::Service).

X-OTRS-CustomerUser:

CustomerUser

YcTaHaBanBaeT
KJINEHTCKOro noJib3oBaTtens
0N 3a8BKMW.

X-OTRS-CustomerNo:

CustomerNo

YcTaHaBnBaeT ID
noJib30BaTeNsa ANs 3as9BKU.

X-OTRS-SenderType:

areHT, cuncrteMa, KJIMeHT

YcTaHaBnBaeT
oTnpasnTensa 3asaBKU.

T™7n

X-OTRS-ArticleType:

email-external, email-inter-
nal, email-notification-ext,
email-notification-int,
phone, fax, sms,
quest, note-internal,
external, note-report

webre-
note-

YcTaHaBAMBaeT TUM CTaTby
OJ19 BXOOSLLMX 3aABOK.
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HasBaHue Bo3MOXXHbIe 3HA4YeHus: OnucaHue

X-OTRS- B 3aBUCNMOCTU oT|CoxpaHsaeT

DynamicField-<Dynamic- KOHuUrypaumm OOMNOJIHNTESIbHY0

FieldName>: OnHamMnyecknx Monen|nHgpopmaumnio 419 3a89BKU B

(TekcT: Notebook, [HOaTta:|anHammyeckoMm none <Dy-
2010-11-20 00:00:00, |namicFieldName>.
Konunyectso: 1)

X-OTRS-Loop: NcTuHa Ecnn 3TOT X-OTRS
3aroJIoBOK YCTaHOBJIEH, TO
oTnpaBuTento coobuieHne
HeLOCTaBMSAETCSA HU OOHOro
aBTOMATMYECKOro oOTBeTa
(3aWKMTa OT 3aUbIKJINBAHUSA).

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 rules (in this case evaluation of
the remaining filters is canceled).

Figure 4.52. Add a PostMaster filter

PostMaster Filter Management
Actions Add PostMaster Filter
4 Go to overview % Name: Filter One

* Stop after match:  No

¥ Filter Condition (AND Condition]

Check email header: From Negate: Look for value:
"@somebody.com
Check email header: Negate: Look for value:

Check email header: Negate: Look for value:

Check email header: Negate: Look for value:

Example 4.1. CopTupoBaHue cnaMma B onpepnesieHHylo ouepenb

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
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.

EcTb OOMOSIHUTE/IbHbIE MOLYN, KOTOPbIE MOXXHO WUCMOJIb30BaTh A1 6osiee nogpobHoM
GUNbTPaLUN BXOOALWMX COOOLLEeHMA. DT Moayan OyayT nonesHbl ANns 6onblunx u
CJIOXKHbIX CUCTEM.
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1.15. Executing Automated Jobs with the
GenericAgent

GenericAgent siBnseTCcs MHCTPYMEHTOM [J11 aBTOMATUYECKOro BbIMOJIHEHMS 3adad.
GenericAgent, HanpuMep, MOXXeT 3aKpbiBaTb WM NepeMellaTb 3asiBKU, OTMPaBATb
yBeOOMJIEHUS OJ1S1 3CKAJIMPOBaHHbIX 3asiBOK U T.0.

Click the link "GenericAgent" on the Admin page (see figure below). A table with all auto-
mated jobs in the system is displayed. These jobs can then be edited, run manually or
removed entirely.

Figure 4.53. Cnucok 3apaHuu ansa GenericAgent

Generic Agent
Actions List

Add job NAME LAST RUN VALIDITY DELETE RUN NOW!
Job One valid Delete Run this task
Job Three valid Delete Run this task
Job Two valid Delete Run this task

Haxxmute "LobaBnTb 3agane” onsa co3gaHne HOBOWM 3aaa4qn. B nepByto oyepenb yKaXkmTe
MMSA. 3aTeM, Bbl MOXKETe yKasaTb KaK OHa AO0JIXKHa BbINOJIHATbLCA: aBTOMaTU4YeCKN B
duKcmpoBaHHOe BpeMs (Kak cronjob, 3ToT pexxum byaeT onepmnpoBaTb BCEMU 3asiBKaMu,
HaWOEeHHbLIMX C NOMOLLbIO PUNbTPa 3adaBOK) Uan 6a3npysAacbk Ha cobbiTuaX (Cpasy nocne
N3MeHeHNs OTAENIbHOWM 3as8BKMW, eCI OHa yOoBneTBopaeT hunbTpy). MoMHUTE, 4TO ecnn
Bbl BPYYHYIO 3anycKaeTe 3ajaHne, 0CHOBaHHOe Ha cobbiTuK, C 3KpaHa o630pa 3agaHun,
oHo byaeT onepupoBaTb BCEMU 3a8BKaMM npoLieawmmMmm QuabTp.

Figure 4.54. Co3paHue 3apaHun ansa GenericAgent

Generic Agent
Actions Job Settings

“ Go to overview * Job name: Job Four

Yes

* Automatic execution (multiple tickets)

SCHEDULE MINUTES SCHEDULE HOURS SCHEDULE DAYS

w Event based execution (single ticket)

Ticket [ EscalationResponseTimeNotifyBefore | = 2]

To add a new event select the event object and event name and click on the

Ons Kaxnoro 3agaHus HeobxoAuMo 3agaTbh UILTP 3asBOK, Hanpumep, oTbupaTb
TO/IbKO 3asiBKW B onpepesieHHon ovyepeaun. YTobbl 3agaHne BbIMOJHANOCH ANS 3a9BKU
OHa [10J)KHa YO0B/IETBOPSATbL BCEM KPUTEPUAM puibTpa.

Finally, the ticket can be modified by setting various ticket fields like a new queue or state.
It is possible to attach a note to the ticket(s) or run a customized module. You also have
the option to delete the ticket(s) from the database. This can be useful to purge outdated
or invalid data from the system.
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Warning

Ecnn Bbl Bblﬁpaﬂl/l PYHKLUNIO yOoaneHus, Bce Bbl6paHHbIe 3aABKN N BJIOXKEHNA K
HM 6y,El,yT yAaneHbl U3 6a3bl gaHHbIX 6€3 BO3MOXXHOCTW BOCCTaHOBEHNS!

Mocnie pegakTpoBaHus 3agaHusi, OTRS BepHeT Bac Ha 3KpaH 0630pa 3aAaHnin. 34ech Bbl
MO>XKeTe 3aMyCTUTb ero Bpy4YHyto. EC/iv Bbl 3anyCTWaM 3aaHne, To BHaYasie Bbl NoJlyqynTe
CMUCOK 3as1BOK, KOTopble ByayT obpaboTaHbl 3agaHMeM nocsie cTapTa. ITOT CNUCOK
NMOMOXXET BaM MPOBEPUTb, YTO PUALTPbI BbISIM 3a4aHbl MPaBUILHO. B 3TOT MOMEHT elle
HUKAKMUX OEeNCTBUI C 3asiBKaMu He BbIMOJIHANOCL. OHO HayHeT paboTy ToJsIbKO nocne
NoATBEPXKAEHNA BaMU NPOA0IKeHNA paboThbl.

1.16. Administrative Messages

OTRS administrators can send messages to specific users or groups. The "Admin Notifi-
cation" link on the Admin page opens the screen where the agents and groups that should
be notified can be selected (see figure below).

Figure 4.55. Admin notification screen

Admin Notification

Hint

Create Administrative Message

* From:

* Subject:

* Body:

admin@mycompany.com

marc.bonsels martin.gruner . and 1 more...

o

Service Desk

A complete subject for notification

B I US =:= E==s==

Format - Font -  Siza -  A-

Text example . . .

Send

“«+Q

Source () %9 24

2
I~
B il

MOo>XHO yKa3aTb OTMpaBUTENS, TEMY WU TEKCT yBeAOMJIeHUs. TakXe MOXHO BblbpaTb
areHTOoB, FPynnbl U POAN, KOTOPbLIE OOJIKHbI MONYYNTb coobLieHMe.

1.17. YnpaBneHue ceaHCcaMM

You can see all logged in users and their session details by clicking the "Session Manage-
ment" link in the admin area (see figure below).

Figure 4.56. YnpaBneHue ceaHcaMm

Session Management
Actions

All sessions

Agent sessions.
Customer sessions
Unique agents
Unique customers

® Kill all sessions

Y

List

SESSION
3sydOngpwHQLUxad083rVeTrmBC1wPf8
jzBgJiquUNbDBI50CaGHANOtsMETeASFn

TYPE
Agent
Customer

USER KILL
Carlos Garcia
Han Solo

Kill this session

Kill this session
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Some statistics about all active sessions are displayed, e.g. how many agents and cus-
tomer 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).

Figure 4.57. MNoapobHocTn ceaHca/ceccumn

Session Management

Actions Detail View for SessionID : 3sydOngpwHQLUxa4083rVeTrmBGC1wPfB - Carlos Garcia
4 Go to overview KEY VALUE
AdminDynamicFieldsOverviewPageShown 25
© Kil this session ChangeTime 2015-11-25 13:25:36
CreateTime 2015-11-25 13:25:36
ExternalChannels ]
{&quot;Natification-3-Email&quot;:0,8quot;Ne 1-Email&quot;:0, ;Notification-
NotificationTransport 4-Email&quot;:0,&quot; Notification-8-Emaildquot; .0, &quot;Notification-13-Email&quot;:0,&quot; Notification-
2-Email&quot;:0}
OutOfOfficeEndDay 12
OutOfOfficeEndMonth 12
OutOfOfficeEnd Year 2015
OutOfOfficeStartDay 11
OutOfOfficeStartMonth 12
OutOfOfficeStartYear 2015
SessionlD 3sydOngpwHQLUxa4083rVcTrmBC1wPf8
UserChallengseToken AK1P2yUGJdCMXetMeSFIZomdzCqjRRfh
UserEmail carlos.garcia@mycompany.com
UserFirstname Carlos
UserFullname Carlos Garcia
UserlD 2
UserlsGroupRofadmin] Yes
UserlsGroupRo[stats] Yes
UserlsGroupRo[users] Yes
UserlsGroup[admin] Yes
UserlsGrounlstats] Yes

1.18. O6cny>XXxuBaHme CUCTEMbI

Pazgen KoHdwurypauum "O6cCny>XuBaHMEe CUCTEMbI" OaeT BO3MOXHOCTb YMpaBaATb
04HMM unn 6osiee NeprmogaMmm TEXHUHECKOr o 06CyKNBaHUS CUCTEMbI. B TeyeHne aToro
nepuona, areHTbl U KJANEHTbl HE MOryT MOAKJII0YUTBLCA K CUCTeMe (3@ UCKIII0YEHMEM
areHTOoB, BKJIIOYEHHbIX B rpynny "admin"). Y>)xe nogkato4YeHHbIe Mob30BaTENAN MoayyaT
yBegoMaeHmne o texobcnyxuBaHum (40 M N B TedeHue nepuopa TexobcayxuBaHus).
AOMUHUCTPATOPbl UMEIT BO3MOXHOCTb 3aKpblTb CeaHCbl MOAKJ/IIOYEHHbIX areHToB
N KJIVEeHTOB, BCE 3TO B paMKax MOArOTOBKW, 4TOObl MMETb BO3MOXHOCTb BHOCUTb
N3MeHeHnsa B cuctemy (Hanpumep, obHoBIeHNE CUCTeMbI) B "6e3onacHoM" cpege.

Figure 4.58. The system maintenance overview screen with some
scheduled periods

System Maintenance Management

Actions List
[J  Schedule New System Maintenance START DATE STOP DATE COMMENT VALIDITY DELETE
2015-12-03 19:57:00 2015-12-03 22:57:00 ‘A comment about this maintenance period wvalid
Hint

The Start Date and the Stop Date are required fields, and the only rule for this combination
is that Start Date can not be a date after the Stop Date.
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Figure 4.59. The system maintenance edit screen

Edit System Maintenance
Actions w Edit System Maintenance information

“ Go to overview 2 oafosge- v B sz B
12 By oa B 2o P - 22 B s B

* Comment: A comment about this maintenance period

We apologize for the inconveniences, the
system will be ready soon.

A notification message for customer.

* Validity:  valid

Save | or Cancel

+ Manage Sessions

2
1
1
Agent Sessions
SESSION TYPE USER KILL
3sydOngpwHQLUxa4083VeTrmBC 1wPf8 Agent Carlos Garcia Kill this session
Customer Sessions
SESSION TYPE USER KILL
1zBgJiquUNbB950CaGHANOtsMETeASFn Customer Han Solo Kill this session

@  Kill all Sessions, except for your own

lMocne BBO4A HOBOroO nepuoga 06CJ'IY)KI/IBaHI/IFI, 0To6pa>KaeTcs1 o63op n I'IO,D,pO6HOCTI/I (0)
TEKYLLUNX aKTUBHbIX C€aHCaX, UCMOJ1b3yA KOTOprI?I, AOMUHNCTPATOP MOXKET 3aKpPbITb 3TN
CeaHcChbl (MCKIOYasa aKTMBHbIE), €cn 3To Heobxoammo.

1.19. CUCTEeMHbLIN XYypHan

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).

Figure 4.60. CuCTeMHbIN XXypHan

System Log
Hint Recent Log Entries
Here you will find log information about your TIME PRIORITY | FACILITY MESSAGE
sy Use module
Tue Dec 2 02:00:12 . ) ) .
o Hide this message T notice OTRS-otrs.GenericAgent pl-2664  (Kerr n::Gen: \gent:: Tri dvancedEscalationStartEvents) for
Ticket (201411122664000012/3).
Tue Dec 2 02:00:11 . ‘Added scheduler job ‘EscalationHistory’ by escalation event
notice OTRS-otrs.GenericAgent pl-2664
2014 ‘EscalationBreached 2" for ticket '2'!
Tue Dec 2 02:00:11
2014 notice OTRS-CGI-3051 CustomerUser: 'bruce.banner’ changed password successfully!
Tue Dec 2 02:00:11 . Use module (Kerr n::GenericAgent: TriggerEscalationStartEvents) for
notice OTRS-otrs.GenericAgent.pl-1092
2014 Ticket (109200664/880).

KaXxgasa CTpokKa B >XXYypHaJsie COOEepPXUT: BpeMs, NPUOPUTET, KOMMOHEHT CUCTEMbl "
HernocpenCTBeHHO CaMy 3alnuch.

Note

CnCTeMHbIN XYpHan [oCcTyneH yepe3 Beb-nHTepdenc Tonbko Ha Linux / Unix
cucTemax.
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1.20. SQL Queries via the SQL Box

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.

Figure 4.61. SQL-3anpochsbl

SQL Box
Hint Options

« SQL: SELECT * FROM

40

HTML

Run Query

1.21. MeHep)Xep nakeToB

Using the "Package Manager" link on the Admin page, you can install and manage pack-
ages that extend the functionality of OTRS (see figure below). See the Additional applica-
tions section for a discussion on the extensions that are available from the OTRS repos-
itories.

Figure 4.62. MeHepn >xep nakeToB

Package Manager

Actions Online Repository

Browse... Na file selected. NAME VERSION VENDOR DESCRIPTION ACTION

2 Install Package FAQ 502 OTRS AG The FAQ/knowledge base. Install
Fred 327 OTRS AG A tool to support the developer by his development. Install
OTRSCloneDB 5.0.1 OTRS AG The OTRS CloneDB package. Install

OTRS Free Features OTRSCodePolicy 108 OTRS AG OTRS code quality checks. Install

(1] Update repository information OTRSMasterSlave 5.0.1 OTRS AG Includes *Ticket Master/Slave" feature. Install
Survey 5.0.1 OTRS AG A customer survey tool. Install
SystemMonitoring 5.0.1 OTRS AG Basic mail interface to System Monitoring Suites. Al... Install
TimeAccounting 5.0.1 OTRS AG A Time Registration Moadule. Install

Local Repository

NAME VERSION VENDOR DESCRIPTION STATUS ACTION
Mo data found.

Features for OTRS Business Solution™ customers only — sales@otrs.com

With OTRS Business Solution™, you can benefit from the following optional features. Please make contact with sales@otrs.com if you need more information.

NAME DESCRIPTION

Advanced Editor Makes it possible to use response templates with less resources

Custom Contact Fields Makes it possible to store customer contact data directly in the ticket

Customer Interface Link Object Shows linked tickets and FAQ article in the OTRS Customer Portal.

Ticket Workflow ITSM Define Ticket Workflows especially for working processes in your IT Service Management
Sarvire Matanariss Assinnment nf tirket funes tn ticket eenires

MeHep)xep MakeToB MoO3BOJIAET MPOCMOTPETb MakeThbl pacwmpeHus OTRS BMecTe C
HOMepaMun UX BEPCUi, yCTAHOBJIEHHbIE Ha CepBepe B AaHHbLIN MOMEHT.

MakeTbl MOXHO YCTaHOBWUTb M3 yAaJIeHHOro XOCTa, A4N19 3Toro, B pa3sfene OH1auiH
Peno3uTtopuii Hy>XHO BbIBpaTb PENO3UTOPUIA U HaXKaTb KHOMKY OOHOBUTbL MHGOPMaLNIO
n3 perioautopus. Bce pocTynHble NakeTbl ByayT oTobparkeHbl B COOTBETCTBYHOLLEN
Tabnnue. B npaBol YacTu CTpaHULbl OTOOparkaloTcAa [OCTYyNHble MNakeTbl. YTo6bI
YCTaHOBUTb MaKeT, HaXKMUTEe Ha CCbIIKY YcTaHoBuTh. Nocne yCcTaHOBKM nakeT byneT
oTobpaxkaTbca B pa3fene Local Repository.

Ona o6HOBNEHUSI YCTAHOBNEHHbLIX MAKETOB MOXHO BOCMOJIb30BATbCS CMWUCKOM
OOCTYMHbIX MAaKeTOB W3 OH-JlaH peno3nTopus. B KosnoHke "mencreme" ons Ka<aoro
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N3 MakeToB, KOTOpPbIN MMeeT 6osiee BLICOKYID BEPCMIO, YeM YCTaHOBJIEHHasa cenyac,
Ha>XMUTe KHonKy O6HOBUTL. NMPOCTO HAaXXMNTE Ha KHOMKY "OB6HOBUTBL", 1 HOBbIN MakeT
byneT obHOBEH.

B HekoToOpbIX cny4Yasx, Hanpumep, kKorpga Bawa OTRS-cmctemMa He nogkJoYeHa K
WHTepHeTy, MOXXHO YCTaHOBUTb MakeTbl, KOTOpble 6blM 3apaHee 3arpy>XeHbl Ha
JNIoOKanbHbIN AUCK. HaxmuTe KHomMkKy O630p Ha 6okoBon naHenn n Bbibepute. opm-
hann Ha XXecTKoM aucke. Haxxmute OTKpbITH , @ 3aTeM YcTaHoBUTHL rakeT. lNocne
yCTaHOBKM NnakeT oTobparkaeTcs B pa3sfene Jloka/ibHbii Perio3utopun. NMpoaenante Te
e AeNCcTBUSA Ans Toro 4tobbl 06HOBUTL Y>)Ke YCTaHOBJIEHHbIN NaKeT.

B ocobbix chny4asx, MOXHO HacTpouTb MeHegxep [lakeToB, HanpuMmep, ANA
NCNOJIb30BaHUA NPOKCU-CEepBEpPA, UK JIOKaNbHOro peno3utopus. Nepenaa no ccbljke
Framework:Core::Package, MOXHO yBMAETb Ha MWMEOLWMECs BapuaHTbl B pa3sfene
KoHgpurypaumsa cuctemsl/SysConfig.

1.22. 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).

Figure 4.63. N'pachmuyeckuu nutepcgenc gpna Bed-cepsBmucos

Genericlnterface Web Service Management - Overview

You are here: Web Services

Actions Web Service List

[+] Add web service NAME DESCRIPTION REMOTE SYSTEM PROVIDER TRANSPORT REQUESTER TRANSPORT VALIDITY
Webservice one = = = = valid
Webservice two = s = = valid

Bonee noapobHo rpadmyecknMn UMHTepEnC Onsa  HacTpomku  Beb-cepBMCOB
paccmaTpuBaeTcs B rnaBe "HacTpolika Beb-cepBucoB 4yepes Beb-uHTepdenc" .

1.23. AuHaMmuyeckue lNonsa

Pazgen [uHamMmyeckme nons MO3BONAET CO34aBaTb, HacTpaumBaTb W YMpPaBAAaTb
MoJs1Ib30BaTENLCKUMU MOMSMUN AN 3a89BOK N COOBLLEHNIN/3aMETOK (CM. PUCYHOK HUXKE).

Figure 4.64. The dynamic fields overview screen with some
dynamic fields

Dynamic Fields Management - Overview

Actions Dynamic Fields List

1-20f2
NAME LABEL ORDER TYPE OBJECT VALIDITY DELETE
ProcessManagementProcessiD Pracess 1 ProcessID Ticket valid
ProcessManagementActivitylD Activity 2 ActivitylD Ticket valid

Ticket

Add new field for object: Ticket

Article

Hint

Bonee nogpobHO onucaHne HaAaCTPOMKM OMHAMUYECKUX MOJIEN COOEPXUTCS B pasaene
"HacTponka OuHammnyeckux rnosen".
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Kaxkgblh TN [MHaMW4YeCKOro Mojas MMEeeT CBOM HaCTPOWMKU M COOTBETCTBEHHO CBOU
CobCTBEHHbIE 3KPaHbl HACTPOWNKMN.

Note

Mpu HacTpolike B MaHenn ALMUHUCTPUPOBAHMNSA, ANHAMUYECKME MO MOFYT ObIThb
NPUBSi3aHbl TOJIBKO K 3asiBKaM UM 3aMeTKaM/COO06LEeHNAM MO YMOHAHWIO, HO NX
NCMONb30BaHNE TakXXe MOXKET OblTb PAaCNpPOCTPAHEHO U Ha Apyrue 06beKTbl.

2. HacTtpouka Cucrembl
2.1. KondurypauuoHHbie ¢pannbl OTRS

Bce KoHdurypauuoHHole annbl OTRS xpaHaTca B aupektopum Kernel wn ee
nopovpektopmax. HeT HeobxoAMMOCTU W3MeHATb pApyrue dannbl kpome Ker-
nel/Config.pm, NOTOMY 4YTO OCTanbHble hannbl ByayT n3MeHeHbl, nocse obHoBNEHUA
cucTtemsl. NpoCcTo CKONUPYNTEe KOHQUrypaLWOHHbIe NapamMeTpbl U3 Apyrux ¢anaos B
Kernel/Config.pm n namMeHuTe MX B COOTBETCTBUM C BaWMMK NoTpebHOCTAMU. DTOT
hann HUKorga He byaeT 3aTPOHYT BO BpeMa 0OHOB/IEHUS, Tak YTO HAaCTPOWKUN, KOTopble
Bbl MPOU3BENM BPY4YHYIO BylyT COXpaHeHsI.

B katanore Kernel/Config/Files ecTb HekoTopble Apyrue ddanabl, KoOTopble
rnepenatrTCcs, Korga 3anyckaeTcs cTpaHuua Bxopa B OTRS. Ecnu ycTaHOBEHbI
LOMNONHUTENbHbIE MPUAOXKeHNs, Takne Kak FAQ (HABO) nan MeHegxep Painsos, To UX
KOH(UrypaumoHHble aribl TakXXe MOryT OblTb HaNAEThl N0 YKa3aHHOMY NyTU.

Ecnn Beb-mHTepcenc OTRS poctyneH - Bce .xml-painbl M3 agupektopunm Ker-
nel/Config/Files aHanm3nmpyloTca B andaBUTHOM MOpPSAAKe, 3aTeM MOArpyXXakoTcs
HaCTPOVKWN rNaBHOro ()perMBOpPKa W [OMNOJIHUTEJNIbHbIX MNpuioXxeHuin. 3aTtem, byayTt
npUMeHeHbl HacTporku B AByx (annax Kernel/Config/Files/ZZZAAuto.pm un Ker-
nel/Config/Files/ZZZAuto.pm u Kernel/Config/Files/ZZZProcessManagement.pm
(ecnm oH cyuwecTByeT). 3TK hansibl UCMNOMB3YIOTCA rpadunvecknum Beb-nHTepdencom
KOH(UrypaLum CUCTEMbI U HAKOT A He A0JIXKHbI pefakTUpPoBaTbhCA BPY4YHYIO. [ocneaHuM
npumeHseTca ¢dann Kernel/Config.pm, KOTOpbIN COAEPXUT WHAUBUAYASIbHbIE
HacTpPoOVKW © MnapaMeTpbl KOHQUrypauun, U3MeHAeMble BPY4YHYyl. YTeHune
KOH(UIYPLUUOHHBLIX (pasioB B TakoM MOpAAKe rapaHTUpyeT, 4TO cneuuduyeckme
napamMeTpbl Bawen KoHPUrypauum dyayT ncrnosib30BaHbl CUCTEMON.

2.2. Configuring the System Through the Web
Interface

Since OTRS 2.0, nearly all configuration parameters of the central framework or addition-
al 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).
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Figure 4.65. N'pacdpnuyecknn uurepcdenc ona HaCTPOUKU CUCTEMbI
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Mockonbky B HacTosuwee BpemMa B OTRS wumeetca 6onbwe 600 napameTpos
KOH(Urypauum, ecTb HEeCKOJIbKO pa3/inyHbix cnocoboB 6bICTporo poctyna K
cneunpurnyeckmm HacTponkaM. MIcnosib3ys NOJIHOTEKCTOBLIN MONCK MOXKHO MPOCMOTPETh
BCE KOH(UrypauWoHHble MapaMeTpbl Ha MpeaMeT COoBMafeHUs C onpenesieHHbIM
KJ104EBbIM CNOBOM. [TOTHOTEKCTOBLIA MONCK ULLLET COBMAAEHUA HE TOJIbKO B Ha3BaHUAX
KOH(UIYypPaLMWOHHbIX MAapaMeTPOB, HO TakKXXe U B NX OMUCAHMAX. DTO NO3BOJSET HalTK
TOT WM UHHOW 3NIEMEHT Oa)kKe B TOM C/ly4Yae eC/in ero HasBaHne HeEU3BeCHO.

Kpome 3TOoro, BCce napameTpbl KOHpUrypaunm oTCOPTUPOBAHbLI MO OCHOBHbLIM rpynnam
n noagrpynnamMm. [naBHasa rpynna npeactaBnsetr cobor npuio)XeHme CoocCcToslme
n3 noarpynn "Framework" pnsa rnasHoro OTRS-thpenmsopka, "Ticket" pnsa cuctemsl
06paboTku 3a4B0oK, "FAQ" - 4Ns cMCTeMbl OTBETOB 1 BOMNPOCOB U Tak ganee. Moarpynnsbl
MOryT ObiTb OOCTYMHbl €Can nMpuaoxeHne BbibupaeTca M3 cnucka rpynn "Beibopop
rpynn" KHonka Ha)aTa.

Kaxabln napamMeTp KOHpUrypauum MoxeT ObiTb "Bkato4deH" wunm "Bblkao4deH" ¢
noMmouiblo dnaxka. Ecnm napameTtp "BbikatodeH" (dna)xkok He BblibpaH) cuctema
6yneT nrHopmpoBaTb 3TOT MapaMeTp WM UCMOJIb30BaTb HACTPOWMKMK MO YMOJIHAHUIO.
Tak>xe, BOCMOJIb30BaBLWNb KHOMKOW "BOCCTAaHOBUTL" MOXXHO MEPEKJYUTCA Mexay
N3MEHEHHbIM 3Ha4YeHMEeM KOH(MpUrypaumMoHHOro mMapaMeTpa W €ro 3Ha4dYeHMem no
YyMOJIHaHUIO.

ECnn HYy>XXHO COXpaHUTb BCE WU3MeHeHWs, BHeCEHHble B KOH(MUrypauuto CUCTEMBI,
Hanpumep, A1 ObICTPOA HACTPOMKW HOBOW YCTAHOBKM, MOXHO BOCMOJIb30BaTbCSA
KHOMKOM "DKCMOPTMPOBaTb HacCTpomkn", KoTopasd co3dact .pm-ann. Y1obwl
BOCCTa@HOBMb CBOM COBCTBEHHbIE HACTPOWMKMK, HaXMUTe KHOMKy "MMnopTmpoBaTb
HacTponkun" n BoibepunTe .pm-hain C HACTPONKAMKN CO3AaHHLIMU paHee.

Note

N3 3a coobparkeHnn 6e€30nacHOCTK, MapaMeTpbl KOHPUrypaumum coeanHeHuns ¢
6a30i gaHbIX He MoryT 6bITb n3MeHeHbl B SysConfig. IX HY>XHO yCTaHOBJIEHbI
Bpy4Hyto B harne Kernel/Config.pm.

3. Backing Up the System

B 5Ton rnaBe onncbiBaeTCH pe3epBHOE KOMNMPOBaHME N BOCCTaHoBIeHMEe AaHHbIX OTRS.
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3.1. Pe3epBHOEe KONUpoBaHue

EcTb ABa TMNa AaHHbIX AN pe3epBHOro KONMPOBaHUSA: haibl MPUN0XKEHUS (Hanpumep,
annbl B /opt/otrs) n gaHHble, xpaHswmecs B 6a3e AaHHbIX.

Ons ynpouweHns co3gHns pe3epBHbIX KOMUN, cueHapun scripts/backup.pl BkaoyeH B
Kaxkayto nHctanaumio OTRS. OH No3BONSET CO34aBaTb PE3EPBHYIO KOMMIO BCEX BaXKHbIX
OaHHbIX (cM. CueHapun HUXe).

linux:/opt/otrs# cd scripts/

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

backup.pl - backup script

Copyright (C) 2001-2014 OTRS AG, http://otrs.com/

usage: backup.pl -d /data backup dir/ [-c gzip|bzip2] [-r 30] [-t fullbackup|nofullbackup|
dbonly]

linux:/opt/otrs/scripts#

CueHapui: [Tosly4eHe noMoLLm 0 MexaHnu3Me pe3epBHOro KornnposaHuns OTRS.

ﬂﬂﬂCOBAaHMﬂpeBepBHOMKOHMMBHHOHHMTGKOMaHﬂy,HpMBeﬂeHHyK)BCHeHapMMHMMEZ

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:Co3aHue pe3epBHOV KOMUU.

Bce paHHble xpaHAaTca B Aupektopuun /backup/2010-09-07 14-28/ (cm. CueHapuin
Huxe). Kpome Toro gaHHble COXpaHeHsbl B hanie ¢ pacumpeHuem .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: poBepka harizioB pe3epBHOV KOMUU.

3.2. BoccTaHOBJIeHMe

Ons BOCCTaHOBNIEHNS PE3epPBHON KOMUW, COXPaAaHEHHbIE OaHHbIE NPUNOXKEHNA LOJIKHbI
ObITb 3anucaHbl 06paTHO B KaTaJsior YCTaHOBKW, Hampumep /opt/otrs. ba3a maHHbIX
Tak>XXe [0o/1)KHa 6blTb BOCCTAaHOBJIEHA.

CueHapun scripts/restore.pl (cMm. CueHapuii HMXKeE), KOTOPBLIA ynpowiaeT npouecc
BOCCTaHOBJIEHNS U MOCTaBASeTCA C Kakaon install-eepcuen OTRS. Moanep>xkmeatoTcs
CYBA MySQL n PostgreSQL.

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

restore.pl - restore script

Copyright (C) 2001-2014 OTRS AG, http://otrs.com/
usage: restore.pl -b /data backup/<TIME>/ -d /opt/otrs/
linux:/opt/otrs/scripts#

CUEHapMﬁ:nOﬂyHEHMeCnpaBKM()MeXaHMﬂWEBOCCTaHOBﬂeHMﬁ

[aHHble, KOTOpPbIE XPaHATCA B Anpektopunm /backup/2010-09-07 14-28/, moryT 6biTb
BOCCTa@HOBJIEHbI C MOMOLLbIO KOMaHAbI, NpBEAEHHON B NpnBeaeHHOM Huxe CueHapum
npwu ycnosun 41o OTRS ycTaHoBneH B /opt/otrs.
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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: BocctaHoBneHue gaHHbix OTRS.

4. HacTPOUKM 3J1IeKTPOHHOM NMOYUThI

4.1. Sending/Receiving Emails

4.1.1. Sending Emails

4.1.1.1. Via Sendmail (Default)

OTRS can send out emails via Sendmail, Postfix, Qmail or Exim. The default configuration
is to use Sendmail and should work out-of-the-box.

You can configure the sendmail settings via the graphical configuration frontend
(Framework: :Core: :Sendmail)

4.1.1.2. Via SMTP Server or Smarthost

OTRS Mo)XeT mocblnaTb NUCbMa 4Yepe3 SMTP (Simple Mail Transfer Protocol / RFC 821)
nnu Secure SMTP.

The SMTP server settings can be configured via the SysConfig
(Framework: :Core: :Sendmail). If you don't see SMTPS available as an option, the re-
quired Perl modules are missing. In that case, please refer to "Installation of Perl modules
required for OTRS" for instructions.

4.1.2. Receiving Emails

4.1.2.1. Mail Accounts Configured via the OTRS GUI
OTRS is able to receive emails from POP3, POP3S, IMAP and IMAPS mail accounts.
Configure your mail accounts via the "PostMaster Mail Accounts" link on the Admin page.

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.
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Figure 4.66. lobaBneHme y4yeTHOM 3annUcu 31€KTPOHHOW MOYThI
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Actions Add Mail Account
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# Username: marco.buchholz
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# Host:  mail.mycompany.com

INBOX

* Trusted:  No
* Dispatching:  Dispatching by email To: field.

* Validity:  valid

Submit  or Cance!

Ecnu ona onuun "Trusted" BoibpaHo 3HaveHne "Oa", OyayT oLeHUBaTLCA U BbINOJIHATCA
nobble X-OTRS-3aronioBkM, nNpucoefnHeHHble K BxoasuieMy coobuieHuto. MocKonbky
X-OTRS-3aro/IoBOK MOXXET BbIMOJIHATbL HEKOoTOopble AeWCTBUS B cuctemMe obpaboTku
3a5BOK, TO A1 M3BECHbIX OoTnpaBuTenen onumio Trusted HYy>XHO yCTaHOBUTb TOJIbLKO B
3Ha4veHune a. X-OTRS-3aronoBku ucnosibsytocsa B OTRS mopynem cpunbTpaunm . bonee
noapobHo X-OTRS 3arosloBKM paccMaTpuBaloTCAa B 3Ton Tabauue. Jliobble co3gaHHble U
BbINOJIHEHHbIE NpaBuia GUabTPaL N HeE3aBUCMMbI OT NapaMeTpoB HAacTpokK Trusted.

MOXXHO KOHTPOJIMPOBaTb pacnpeneneHneM BXOAAWUX COOBLEHNA, eCcm  OHM
OOJDKHblI COPTUPOBATLCA MO o4yepensMm wam cogepxummomy nonsa "Komy". Ecnu gns
OncneTyepmsauymm BbibpaHa onuuns "Ancnetyepursaums no BeibpaHHOW ovepean”, To BCe
BXoAsLwme coobueHuns byoyT oTCOPTMPOBaHbI B YKa3aHHOM odyepenun. B TakoMm cny4ae
afdpec, C KOTOPOro oTApaBMAM coobLLEHNE He yYnTbIBaeTCcA. Ecnm onsg aucnetyepmnsaymm
BbibpaHa onuwvs "OucneTtyepulaums nmcem no nonto Komy", cuctema gna BXOASALLMX
nncem npoeepseT, CBA3aHa JiM 3Ta o4yepelb C afpeCcoM 31IeKTPOHHOW NoYThl B none Komy.
Mepenga no ccolnke YnpasneHme E-mail-agpecamu B MNaHenn AQMUHUCTPUPOBAHUA,
MO>XHO CBS3aTb OMpeaefneHHbIN aapec C odepenbto. Ecnm He HaNAEeHO HUKAKOW CBA3U
MeXxay agpecoM B rnose "Komy" To coobLieHne byneT cCoXxpaHsaTCca B CUCTEME B ovepeaun
"Raw" , kKoTopasd 3agaHa B PostmasterDefaultQueue no ymonyaHuUo nocsie yCTaHOBKU
CUCTEMBI.

All data for the mail accounts are saved in the OTRS database. The bin/otrs.Console.pl
Maint::PostMaster::MailAccountFetch command uses the settings in the database
and fetches the mail. You can execute it manually to check if all your mail settings are
working properly.

On a normal installation, the mail will be fetched every 10 minutes by the OTRS Daemon.

Note

Mpu nonyyvyeHnun no4tel OTRS ypansaet noyty ¢ POP nnn IMAP cepBepa. HeTy Takoun
onumun, KotTopasa 6bl N03BONAA XPaHUTL KoNuio coobLieHnsa Ha cepeepe. Ecnm Bhl
BCE )Ke XOTUTE 4TOObl TaKasi BOSMOXXHOCTb MPUCYTCTBOBAJ1a, CKOPEN BCEr0 HYXXHO
BOCMOJ1b30BaTbCA MpaBuiaMn nepeagpecaunm Ha No4ToBbIN cepsep. OpaTuTech
MnoXanyncra K AoKyMeHTaLuun No BawlemMy No4TOBOMY CepBepy.

4.1.2.2. Via Command Line Program and Procmail
(otrs.Console.pl Maint::PostMaster: :Read)

If you cannot use mail accounts to get the email into OTRS, the command line program
bin/otrs.Console.pl Maint::PostMaster: :Read might be a way around the problem.
It takes the mails via STDIN and pipes them directly into OTRS. That means email will be
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available in your OTRS system if the MDA (mail delivery agent, e.g. procmail) executes
this program.

To test bin/otrs.Console.pl Maint::PostMaster: :Read without an MDA, execute the
command of the following script.

linux:/opt/otrs# cd bin

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

linux:/opt/otrs/bin#

CueHapuii: TectupoBaHune PostMaster 6e3 MDA.

Ecnn cooblieHns 31eKTPOHHOM Mno4YThbl oTobpakalTcs B QueueView, 3HA4YUT Ballbl
HacTpolkun paboTaloT.

Example 4.2. Routing via Procmail Using otrs.Console.pl

In order to route mails in a specific queue using otrs.Console.pl use the following ex-
ample.

| $SYS HOME/bin/otrs.Console.pl Maint::PostMaster::Read --target-queue=QUEUENAME

When sorting to a subqueue, you must separate the parent and child queue with a ::

| $SYS HOME/bin/otrs.Console.pl Maint::PostMaster::Read --target-queue=QUEUENAME: : SUBQUEUE

Procmail - 3T0 o4eHb pacnoCcTpaHeHHbIN (hUNbTP 3NEKTPOHHOM NoYThl B cpefe Linux. OH
yCTaHaB/MBaeTCcs Ha BONbLUINMHCTBE cCUCTeM. Ecnn HeT, nepengnte No ccbinke procmail
homepage.

Onsa HacTponku procmail gna OTRS (TpebyeTca CKOHPUIYPUPOBAHHLIA TPAHCMOPTHbLIN
areHt MTA, Hanpumep sendmail, postfix, exim or qgmail), wncnonb3dynte dann
~otrs/.procmailrc.dist, ckonupynTte eroB .procmailrc a 3aTem gobaBbTe CTPOKU U3
HVXKEMNPUBELEHHOrO CLEHapus.

SYS_HOME=$HOME

PATH=/bin:/usr/bin:/usr/local/bin

Ho- -

# Pipe all email into the PostMaster process.

Ho- -

10

| $SYS HOME/bin/otrs.Console.pl Maint::PostMaster: :Read

CueHapwii: HacTtpovika procmail gns OTRS.

All email sent to the local OTRS user will be piped into bin/otrs.Console.pl
Maint::PostMaster: :Read and then shown in your QueueView.

4.1.2.3. Fetching emails via POP3 or IMAP and fetchmail for
otrs.Console.pl Maint::PostMaster: :Read

In order to get email from your mail server, via a POP3 or IMAP mailbox, to the OTRS
machine/local OTRS account and to procmail, use fetchmail.

Note

PaboTatowwmin n ckoHburypmpoBaHHbin SMTP Heobxoaum gna paboTtel OTRS.
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You can use the . fetchmailrc.dist inthe home directory of OTRS and copy itto . fetch-
mailrc. Modfiy/change it for your needs (see the Example below).

Example 4.3. . fetchmailrc

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

Don't forget to set the . fetchmailrc to 710 (chmod 710 .fetchmailrc)!

With the . fetchmailrc from the Example above, all email will be forwarded to the local
OTRS account, if the command fetchmail -a is executed. Set up a cronjob with this com-
mand if you want to fetch the mails regularly.

4.1.2.4. Filtering/Dispatching by OTRS/PostMaster Modules (for
More Complex Dispatching)

If you wuse the bin/otrs.Console.pl Maint::PostMaster::Read or bin/
otrs.Console.pl Maint::PostMaster::MailAccountFetch method, you can insert or
modify X-OTRS header entries with the PostMaster filter modules. With the X-OTRS head-
ers, the ticket system can execute some actions on incoming mails, sort them into a spe-
cific queue, change the priority or change the customer ID, for example. More information
about the X-OTRS headers are available in the section about adding mail accounts from
the OTRS Admin page.

EcTb HEKOTOpbIE NpeayCcTaHOBIEHHbIE MOAYIN (UNbTPALNK:

Note

Ha3BaHue 3apaHusa (Hanpumep $Self->{'PostMaster::PreFilterModule'}->{'Job-
Name'}) 0omKHO 6bITb YHUKaAbHbIM!

Kernel::System: :PostMaster::Filter: :Match is a default module to match on some
email header (e.g. From, To, Subject, ...). It can set new email headers (e.g. X-OTRS-Ignore:
yes or X-OTRS-Queue: spam) if a filter rule matches. The jobs of the Example below can
be inserted in Kernel/Config.pm

Example 4.4. Example jobs for the filter module
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',
i

+i
# Job Name: 2-Match
# (sort emails with From: sales@example.com and Subject: **QRDER**
# into queue 'Order')
$Self->{'PostMaster::PreFilterModule'}->{'2-Match'} = {
Module => 'Kernel::System::PostMaster::Filter::Match',
Match => {
To => 'sales@example.com',
Subject => '**QRDER**',
1
Set => {
'X-0TRS-Queue' => 'Order',
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}' \
};

Kernel::System: :PostMaster::Filter: :CMD is a default module to pipe the email into
an external command. The output is given to STDOUT and if the result is true, then set
new email header (e.g. X-OTRS-Ignore: yes or X-OTRS-Queue: spam). The Example below
can be used in Kernel/Config.pm

Example 4.5. Mpumep 3apaHua ana Moayna dQuabTpauuvm
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
1

Kernel::System::PostMaster::Filter: :ExternalTicketNumberRecognition is a de-
fault module that adds the possibility to parse external identifiers, in the email subject,
the body or both using regular expressions. It then stores this value in a defined dynamic
field. When an email comes in, OTRS will first search for an external identifier and when
it finds one, query OTRS on the pre-defined dynamic field. If it finds an existing ticket,
it will update this ticket, otherwise it will create a new ticket with the external reference
number in the separate field.

OTRS SysConfig already provide 4 different settings to setup different external ticket num-
bers. If more settings are needed they need to be added manually. The following example
can be used in Kernel/Config.pm to extend SysConfig settings.

Example 4.6. Example job for the filter module
Kernel: :System: :PostMaster: :Filter::ExternalTicketNumberRecognition

# Job Name: ExternalTicketNumberRecognition

# External Ticket Number Reconition, check for Incident-<number> in incoming mails
subject and

# body from the addeesses <sender>@externalticket.com, if number is found it will be
stored in

# the dynamic field 'ExternalNumber' (that need to be setup in the Admin Panel).

$Self->{'PostMaster::PreFilterModule'}->{'000-ExternalTicketNumberRecognition'} = {

'FromAddressRegExp' => '\\s*@externalticket.com',

"NumberRegExp' => 'Incident-(\\d.*)"',
'SearchInSubject!' = '1',
'SearchInBody' = '1',
'TicketStateTypes' => 'new;open'
'DynamicFieldName' => 'ExternalNumber',
'Module' =>
'Kernel: :System: :PostMaster::Filter::ExternalTicketNumberRecognition',
'Name' => 'Test External Ticket Number',
'SenderType' => 'system',

};

lNapameTpbl KOHpUrypaumm
* FromAddressRegExp

3T0 HacTporKa HeobsazaTenbHa. TONLKO NUCMa C 3adaHHbIM 3Ha4YeHmneM noas "From:"
6yayT pacCMOTpEHbI 3TUM hUAbTPOM. Bbl MOXXKeTe U3MEeHUTb 3TY HAaCTPOMKY Ha aapec
oTnpaBuTeNs Balwlen BHELIHEN CUCTEeMbl, UCMOJb3YEMON OS89 UCXOAsAWen mo4Thl. B
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cnydae, ecnv agpeca pasfinyHbl, Bbl MOXXETe OCTaBUTb 3TOT napaMeTp NyCcTbiM. Torga
OTRS He byneT npoBepsATb agpec oTnpaBuTens.

* NumberRegExp

3T0T napameTp obsa3aTeneH. OH COAEPXUT perynsipHoe Bblpa>keHue, KoTopoe
OTRS 6yneT ucnosb3oBaTbh ASI9 M3BJIEYEHMHA HOMEpaA 3asBKW U3 TeMbl U/unm Tena
nncbma. Beipa>keHne no ymondaHuio byneTt npoBepsiTb COOTBETCTBUE, Hanpumep, 'In-
cident-12354' n noMewaTb YacTb 3HAaYEHUA MeXOy CKobkamMun B AUHaMuU4eckoe none,
B JaHHOM chnyYae '12354".

* SearchlnSubject

Ecnn yctaHosneHo B '1', B mosie TeMa nmucbMa ByaeT ocywecTBAATLCA NMONCK HOMepa
3a4BKW.

* SearchinBody

Ecnn yctaHoBneHo B 'l', Monck HoMepa 3asBKU 6y,u,eT OCYyLLEeCTBNATLCA B TEKCTE
nncbMa.

» TicketStateTypes

970 Heobs3aTeNbHbIN NapaMeTp. Ecnmn 3apaH, OTRS 6yoeT MCKaTb OTEPbLITbIE BHELLHNE
3a8BKW C 3a4aHHbLIMU TUMaMWU COCTOSAHUA. TUMbl COCTOAHMN B CNNCKE pa3aensTcs
TOYKOWM C 3ansaTON.

* DynamicField

Ob6sa3aTenbHbIN NapaMeTp. 3agaeT AMHaMNYECKoe NoJsie, UCNoNb3yemMoe A1 XPaHEHNS
BHELUHEro HoMepa 3asaBKM (MM MNOASA AO/HKHO CyLLEeCTBOBaTb B cucteme n ObiTb
0EeNCTBUTENbHbIM).

* SenderType

ITOT NapaMeTp 3a4aeT TUM OTNPaBUTENSA N UCMOJIb3YETCA NMPK Co3aaHuM coobuieHwnin/
3ameToK B OTRS.

KoHeYyHO, TakXe eCTb BO3MOXHOCTb pa3paboTkm cBoux cobcTBeHHbIX PostMas-
ter-mopoynen punbTpaumnn.

4.1.2.5. Troubleshooting Email Filtering

This section shows some common issues and things to consider when troubleshooting
Postmaster filters.

* The filters are worked in order of their alphabetically sorted filter names. The last filter
wins for a certain field to be set, when the criteria match twice.

» "Stop After Match" can prevent a second match.

» Make sure the regular expression is valid.

* Headers can be set as to control OTRS, but are not written in the mail itself.
* When matching one From, CC, TO, use EMAILADDRESS: <your@address>

* The Mailbox must be trusted.

* The match criteria are AND conditions.

*» Ticket properties can not be matched by the postmaster filter.
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4.2. Secure Email with PGP

OTRS emeeT BO3MOXHOCTb MNoOAMNUCbLIBaTb WAW WNGPOBaTh mcxogawme coobuieHns
Cc nomowbio PGP. Takxe, moryT 6biTb pacwunppoBaHbl BXoAdwMe 3allNgpPOBaHHbIE
coobweHunsa. WngposaHne n pgewndpoBaHme ocyuecTsaseTca ¢ nomowbio GPL-
MHCTpyMeHTa GnuPG. YT106bl ycTaHoBuTb GnuPG pna OTRS, Hy)XHO npoaenaTb
cnepywoowine oencTBus:

1. YcTaHoBKa GNuPG c NOMOLLbIO MEHEL>KEpa NakKeToB Ballen onepaunoHHON CUCTEMBI.

2. Hactponte GnuPG pgns ucnonb3oBaHusa ¢ OTRS. Ona GnuPG n npmBaTHOro KJt4a
HY>XHO CcO34aTb HeobxoauMble AUpPeKTopuUn. B KOMaHOHOM CTPOKN AN4 Nosb30oBaTesNs
‘otrs' HY>XHO BbIMOJIHUTb KOMaHAY N3 HUXXENPUBEOEHHOI 0 CLeHUpus.

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)
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
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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 I i 0 T B o B B o S
B e R A S o
o AR L AR L oo o SHRAEEP L L 0o 0o 00 000 000000060000 00006006000000000000000000000000000a
........................................................... Sttttt<ttttt. .

AAA

............. +++++
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, O6n, Om, Of, 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:~$

CueHapun: Hactpovika GnuPG.

KaK nokasaHo B HU>XXernpuBeneHHOM cLeHapuu, HaCTp0I7IKI/I no ymoJi4aHMo MoryTt ObITb
npmnMmeHeHbl Ond 60oNbLINHCTBA N3 HEOBXOAUMbBIX napamMeTpoB. paBUIbHO O0JIXKHbI
ObITb YKa3aHbl TOJIbKO MapoJib U 3Ha4YeHUA ONA Bilafdesiblia KJlo4a.

. Ha cTpaHuue c PGP-HacTponkamn PGP, PGP gomxeH 6biTb akTuBmpoBaH gna OTRS
(nepBasg onuus). Takxe HY>XHO 3a4aTb M NPOBEPUTbL NYTb K gpg-nporpamMmme.

Cneoywuwmm HY>XXHO W3MEHUTb KOHduUrypaunoHHbein napameTtp (PGP::Options).
Ncnonb3ya 3T KOH(UrypauWoOHHbIE HACTPOMKM MOXXHO onpenesinTb napaMeTpbl,
KoTopble ByAyT MCNOJIb30BaTbCs ANA KaXXAOro Bbi30Ba gpg Mnosib3oBaTenem 'otrs'.
KaTanor c kKoHdurypauvoHHbiMu danmnamm gna GnuPG sBAsSeTCsS O4eHb BaXKHbIM.
B npumepe ncnonb3yetca /opt/otrs/.gnupg. 3Ta aupekToups Oblfla co3faHa Ha
nepeoM Lare KoHgpurypauum PGP.

Mcnonb3ya cnepyowmin KoHpurypaunoHHoln napameTtp (PGP::Key::Password), MOXXHO
yKasaTb napbl gasa kaw4den ID 1 nx naponn Onas Co6CTBEHHbLIX 3aKPbITbIX KIOYeNn.
MoCKONbKY MapTHepbl N3BHE MULIYT 3aWndpoBaHHbIE COOBLLEHNS B CUCTEMY 3a8BOK
ncnonb3ysa Baw nybnmyHbin ko4, OTRS MoXxeT pacwungpoBaTb 3TN coobuweHus ¢
rnomolbto ID/naposen ykasaHbix 34€eChb.

Kak nonyy4nTb naeHTnhukaTop Bawero cobcTBEHHOrO 3aKpbIToro kato4va? ID Bawiero
COBCTBEHHOr0 3aKpbITOro MaeHTUGMKaTopa oTobparkaeTCcsi BO BpeMsi reHepauuu
(cm. Bblwe war 1). Takxxe ecTb BO3MOXHOCTb Mony4nTb ID, yka3aB KoMaHay W3
HUXenprBeLEeHHOro CLLleHapusa Bbi3BaHHYO 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
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address support@example.com) <support@example.com>
sub  20489/52B97069 2006-02-03

linux:~$

CueHapwii: NMonyyeHne ID Bawiero cobCTBEHHOro NPUBaTHOM O KJ04a.

NoeHTngukaTop (ID) 3aKpbITOro KJto4Ya MOXKHO HaNTW B CTPOKE, KOTOpasa HavynHaeTcs
c "sub". 3To wecTHaguaTepuyHoe npepncTaB/ieHWe CTPOKWU, AJIMHOMW B BOCEMb
CUMBOJ10B, HanpuMep "52B97069". Mapo/ib, KOTOPbLIN HY>KHO YKa3aTb 4J18 3TOro KJto4a
B cucteme 06paboTKM 3a89BOK TaKOM XKe KaK AaHHbIe MPpU reHepaunn Kiao4en.

Mocne TOro, Kak 3TW JaHHble 6biNM BBeAEHbl, HakMuTe KHonky "O6HoBUTBL"
4TObObI COXpPaHUTL HacTponkn. Tenepb OTRS roToB MpUHUMaTbL U paclLNgpPOBLIBATb
3awmndpoBaHHble coobLyeHns.

4. N HaKoHeL, HY>XHO MMMOPTUPOBATb OTKPLIThIN K/OY KJIMEHTA. DTO rapaHTUPYeT, YTo
3alndpoBaHHble coobuleHnss MOryT 6biTb OTMApPaB/ieHbl 3TOMY KAMeHTY. EcTb OBa
cnocoba MMMOPTUPOBATb OTKPLIThIN KJIHOY KJMEHTA.

MepBbin cnocob - yKa3aTb OTKPLITLIA KJIOY KJINEHTa B BeB-MHTepdelrice ynpaBneHms
KJINEHTAMMU.

BTopas BO3MOXXHOCTb 3aK/l04aeTCA B ONpeaesieHnn Kato4en nocpesCcTBOM HAaCTPONKN
PGP, kKoTopas goctynHa 4epe3 [laHenb AOMUMHUCTPUpPOBaHMA. B npaBon cTopoHe
3TON CTPaHULbl 0TOOBpa)kaloTCs BCE MMMNOPTUPOBAHHLIE OTKPLITbIE KJTOYU KJINEHTOB.
Mocne Toro kKak PGP akTuBuMpOBaH U CKOH(UrypupoBaH, 34eCb TaKXe OO0JIKeH
oTobparkaTcs Ball COBCTBEHHbIN OTKPbLITbIN KJ1OY. B 1€BOM YacTn CTpaHuLbl HACTPOeK
PGP MO>XXHO Npon3BOAUTb MOUCK MO KJO4YaM. TakXe, HOBbIM OTKPbITbIA K04 MOXXET
6bITb 3arpy>XeH B CUCTEMY U3 hanna.

@annbl C OTKPbITbIM KJIIOYEM, KOTOpble HY>XXHO uMnopTmpoBaTb B OTRS [OIKHbI
cooTBeTCTBOBaTb (hanam knw4yen GnuPGP. B 6onblunHCTBE CAy4YaeB, KJHOM
coxpaHseTcsa B ¢aunne kKak "ASCIl armored key". OTRS nossonseT paboTaTb C 3TUM
chopMaTOM.

4.3. Secure Email with S/ MIME

Ha nepBbin B3rnag, S/IMIME-lwundpoBaHune KaxxeTtca 6onee cnoxxHeiM 4yem PGP. Mpexae
Bcero ana OTRS HyxHo co3paTb LleHTp Ceptudunkaumm - Certification Authority (CA).
Mocnepyowme npouenypbl 0O4eHb MOXOXWU Ha Te, KOTopble Bbl BbIMOAHAAN Ana PGP:
HacTponTb OTRS, yCTaHOBUTb COBCTBEHHbIE CEPTUGUKATLI, MMMOPTMPOBATL Apyrme
OTKPbITblIE CepTUPMKaTbI, ecin Heobxoommo, n T. 4.

B 6onbwunHCTBE cny4YaeB HacTpouka S/MIME npowu3soauTca 3a npepenamu Beb-
nHTepdenca OTRS, 1 gonxKaHa ocyuwlecTBAaTCA B 060/104Ke onepauyMoHHON CUCTEMbI
C npaBamMu nonb3oBaTensa 'otrs'. MIME koHdurypauma nog Linux ocHoBaHa ya SSL
(OpenSSL). MoaTomy, CHa4Yana NpoBepbTe YCTAHOB/EH NIM B Ballen cUCTeMe MakeT
OpenSSL. OpenSSL-nakeT coaepXuT CKpUNT, KOTOopbI Ha3biBaeTca CA.pl, Ansa co3gaHmsa
cepTudukaTa, Bce Hanbonee BaXkKHble LIArn, HY>XHO npoaenaTtb UMEHHO C HuUM. Ons
yrnpoLlleHnsa npouenypbl y3HanuTe, rae B (hansioBon cucTtemMe HaxoAUTCH CLeHapui
CA.pl n BBeouTe NyTb K €ro MecTOMNOJIOXKEHUIO B NMepeMeHHYo nyTein o6004Kku (CM.
HV>XeNpUBELEHHbIN CLeHapun).

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
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otrs@linux:~> mkdir tmp; cd tmp
otrs@linux:~/tmp>

CueHapwii: Hactpovika S/MIME.

CueHapuii Bbille NOKa3bIBaeT, Y4TO Oblsla co34aHa HOBa BPEMEHHas ANpeKTopus ~/tmp,
B KOTOPOW XPaHATCS CreHepupoBaHHbIE CePTUDUKATHI.

Onsa cozpaHna cepTudmrkaTa, npogenante cnegylowme onepaumm B KOMaHOHOW CTpoKe
(npeanonoxxunm, 4To OTRS-agMUHNCTPATOP AOJIKEH Cco3aaTb SSL-cepTudunKaT C Lenblo
TecTnpoBaHua n obyyeHus. B cnydae, ecnm y Bac yxe ecTb SSL-ceptudmkaTt aons
WnpoBaHmA, NCNONb3YNTE ero N NponycTuTe cnegyowimne warun):

1. Co3paHne cobctBeHHoro LeHTpa CepTtudunkauymm (Certification Authority) nns
SSL. Bbl OO/MKHbI MOATBEPAMTL 3anpoC Ha CcobCcTBeHHbIN SSL-cepTudmkaTt (cm.
HUXenpuBeaeHHbIN cCueHapuni).

otrs@linux:~/tmp> CA.pl -newca
CA certificate filename (or enter to create)

Making CA certificate ...
Generating a 1024 bit RSA private key
s
...... ++++++
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) []: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
otrs@linux:~/tmp> ls -la demoCA/
total 8
-rw-r--r--
drwxr-xr-x

1 otrs otrs 1330 2006-01-08 17:54 cacert.pem
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: Co3aaHue LleHTpa CepTugukaumm (Certification Authority) nns SSL.

2. Co3paHume 3anpoca cepTudmkaTa (cM. CueHapunm HUXe).

otrs@linux:~/tmp> CA.pl -newreq
Generating a 1024 bit RSA private key
.......................................... ++++++
000 AP

riting 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
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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>

CueHapwii: Co3gaHue 3anpoca ceptngunkaaTta.

.Mopgnucek 3anpoca cepTudurkaTa. 3anpoc cepTudukatTa MoxeT ObiTb MOAMAUCAH, Y
TakmM obpasom cepTuduuMpoBaH BallMM COBCTBEHHBLIM LIEHTPOM cepTudmkaumn
(CA), 4yTo 6bonee npasgononobHoO, 4eM ncCnosb3oBaHME Apyrux, BHewHux CA (cMm.
HXKernpuUBeAEeHHbIN CLEeHapun).

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:f6:91:14:07:16:c8
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
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Signed certificate is in newcert.pem
otrs@linux:~/tmp>

CueHapwii: MNoanuck 3arpoca cepTugukaTa.

4. Co3paHune cBoero cobCcTBeHHOro cepTudukaTa, U BCe AaHHble cObupatoTcs C HUM,
nCcnonb3ysa 3anpoc ceptudukaTta (cm. CueHapuin HUXXe).

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>

CueHapuni: Co3fgaHue HOBOro ceptugurkaTa.

Tenepb 3TKW onepauun BbINOJIHEHbI, yCTaHoBKa S/MIME B OTRS posmkeHa 6biTb
3aBepLleHa.

dTa 4YacTb YCTAaHOBKMU ocyLecTBAsfeTca B NaHenn AQMUHUCTPUPOBaHUA, BbIBpaB CCbINIKY
"SMIME". B cny4ae, ecam B OTRS Hety nopaepxkm S/MIME, Macka yka3blBaeT
aAMUHNCTPATOPY YA0OHbIE CChINIKM YTOObI aKTUBMPOBaTb Noaaep>xKy S/MIME.

C nomowbto rpynnbl napametpoB SysConfig "Crypt::SMIME", Bbl MOXeTe Takxe
BKJIIOYNTb U HAaCTPOUTb 06LLYI0 Moaaep>xKy npoTokosios S/MIME.

30ecb MOXXHO aKTMBUpOBaTb nopnepxky S/MIME, onpenenntb nyTu LN KOMaHA
OpenSSL, u pupektopuu Ansa cepTudumkatoB. Pann KAoYen [OSDKEH XPaHUTCA
B AUpPEKTopuW, yKasaHHOW 3paecb. B npotuBHOM cnydae OpenSSL He 6yaeTr wux
NCMoJib30BaThb.

Cnepyowmm LLaromM, KOTOPbIN CnefyeT BbIMOJAHUTL - NePenTn No cCbinke HacTponka S/
MIME B lNMaHenn AOQMUHNCTPUPOBaAHNA. 30eCb MOXKHO MMMOPTUPOBaTb 3aKpPbITble KJHO4YY
OTRS-CMCTEMBbI U OTKPbITbIE KAOYX OPYrUx napTHepoB. BeeauTe nyb6nnM4HbIA KO,
KoTopbi 6b1n co3gaH u gobasneH B OTRS B Havasle 3TOro pasaena.

Mepengs nNo ccbiike WHCTPYMEHTbI agMUHUCTPUPOBAHUA  KJIMEHTOB  MOXXHO
MMMOPTUPOBaTL BCE OTKPbITbie S/MIME Knto4m napTHEPOB Mo 06LLEeHNIO.

5. Using External backends
5.1. Customer Data

OTRS paboTaeT C pa3nyHbIMKW aTpubyTamMn OaHHbIX KAWEHTOB, TaKUMU KakK UMS
nonb3oBaTens, agpec 3NeKTPOHHOW MNoYThbl, HOMep TenedoHa U T.4. DTKU aTpPUbYThHI
oTobpaxkatoTca B o0bemx GpoHTIHAAxX, AONs AreHToB U KnueHToB. OHUM Takxke
NCNOIb3YHTCA AN1A NPOBEPKN NOOJIMHHOCTU KJIMEHTOB.

[aHHble K/IMEeHTOB, KOTOpble WCMOJb3ylTcsa U oTobpaxatoTca B OTRS o4eHb erko
HacTpauBatoTcs. HecMoOTps Ha 3To ciefytowas nHopMaunus 6yneT Bcerna Heobxoanma
NS NPOBEPKM MOAJIMHHOCTY KINEHTA:

e Bxopn nosib3oBaTenen

* Apecc 3/IEKTPOHHOW MOYThI
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e |D KnneHta

WNcnonb3ynTe chnepyowmne napameTpbl SysConfig, ecnnm xenaete oTobpa3nTb

MHMOPMAaLMIO O KJTIMEHTE B UHTEpgence areHTa.

# 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;

CkpunT: NapameTpbl KOHpUrypaumm SysConfig.

5.2. Customer User Backend

Bbl MO)XeTe ncnosib3oBab ABa TWMNa XpaHUIULWa NHPopMaLUmn KaneHTos: ba3sy [aHHbIX
DB n LDAP. Echn y BacC yxe eCcTb Apyron 63k-eHA 018 XpaHEHWSA N0Jib30BaTebCKON
nHpopMaummn (Hanpumep SAP), TakXe eCTb BO3MOXHOCTb HanucaTb MOAYSb ANA

NCNOJIb30BaHUA 3TON PYHKLNN.

5.2.1. ba3a AaHHbIX (Mo ymMmonyaHumio)

The Example below shows the configuration of a DB customer backend, which uses cus-

tomer data stored in the OTRS database.

Example 4.7. HacTpoMKa KJIMEHTCKOro xpaHuauuwa 6a3bl AaHHbIX

(DB)

# CustomerUser (customer database backend and settings)
$Self->{CustomerUser} = {
Name => 'Database Datasource',
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

# 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,

1

# customer unique id

CustomerKey => 'login',

# customer #

CustomerID => 'customer id',

CustomerValid => 'valid id',

CustomerUserListFields => ['first name', 'last name', 'email'l],
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
CustomerUserExcludePrimaryCustomerID => 0,

# generate auto logins

AutoLoginCreation => 0,

AutoLoginCreationPrefix => 'auto',

# admin can change customer preferences

HFHEHFEHHEHF
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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, storage-type, http-
link, readonly, http-link-target

HFHEHEHEF

[ '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', '', 0 1,
[ '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 ],

[ '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, 6, 'var', '', 0 1],
[ '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],

1,
# default selections
Selections => {
UserTitle => {
‘Mr.' => 'Mr."',
‘Mrs.' => 'Mrs.',

Vo
};

ECAM HY)XHO HacTpOWUTb [AaHHble K/WEHTOB, W3MeHWTe 3arosioBKM CcTonbuoB wuau
nobaBbTe HoBble K Tabnuue customer_user 6a3bl faHHbIX OTRS. B KayecTBe npumepa
NCMNOJIb3yNTe HUXXEeNpUBEAEHHbIN CLLEHAPUIA, B KOTOPOM MOKa3aHO Kak AobaBuUTb HOBOE
rnosie A9 HoMepa KOMHaTbl.

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: flobasneHue nons "kKomHaTa" B Tabaunuy customer_user table.

Tenepb nobaBbTe HOBLIN cToNbel, B MAP-MacuB B Kernel/Config.pm, Kak 3To NoKa3aHo
B HM>KEMNnpuUBeaeHHOM CLEeHapun.,
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# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-link,
readonly

[...]
[ 'UserRoom', 'Room', 'room', 06, 1, 'var', '', 01,

CueHapwii: [JobaBneHune nons "KomHaTa" B ¢havin Kernel/Config.pm file.

Bcio 3Ty nHOPMaL MO 0 KJINEHTE MOXKHO TakXXe OTPelaKTUPOoBaTbh BOCMOJIb30BaBLUNCh
CCbIJIKOW KNMeHThI B UHTEepdence areHTa.

5.2.1.1. Customer with Multiple IDs (Company Tickets)

OOHOMY KJIMEHTY MO>XHO Ha3Ha4dnTb 6osiblue OLHOr0 KJAMEHTCKOro naeHTudumkaTopa
(Customer ID). 2To MOXXeT 6bITb N0JIE3HO, ECNN KNNEHTY HE06X0OMMO MONYYNTb OOCTYM K
3asiBKaM Apyrux KJNEHTOB, HanpmuMmep, pykoBoAMTe b XO4eT MOCMOTPETb 3a8BKM CBOUX
MOMOLLHUKOB. ECNN KJIMEHT MOXXET NOJIYYUTb AOCTYMN K 3asBKaM APYroro KJAneHTa, To
ncnonbsyetcs ocobeHHOCTb OTRS "3asBKM KOMMNaHUK". 3a9BKM KOMMAHUM MOryT ObITb
OOCTYNHbI Nepenasa no ccoljike "3aaskm KomnaHun" B KIIMEHTCKOW NaHeNn ynpasJsieHns.

Ona ncnonb3oBaHA 3asBOK KOMMaHWW, HOBbIA cTonbey c upoeHTudgukatopom (IDs),
KOTOpbIN Ao/KeH bbiTb OOCTYMeH ONA KAMEHTa, gosKeH bbiTb gobasneH B Tabnanuy
customer_user 6a3bl faHHbIX OTRS (cM. CueHapun HUXe).

linux:~# mysql -p

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 7-1log

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: [lobasneHue nonsa customer _ids B Tabaunuy customer_user.

Tenepb HOBbIN cToNbel, AomkeH 6bITb nobasneH B MAP-maccms B Kernel/Config. pm,
KaK 3TO NOKasaHo B HMXXenpuseneHHoMm CueHapuu.

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-link,
readonly

[...]
[ 'UserCustomerIDs', 'CustomerIDs', 'customer ids', 1, O,

var', '', 0],

CueHapuii: [lobasneHue nonsa UserCustomeriDs B Kernel/Config.pm

Tenepb, HOBbIN cTonbeu AN MynbTU-uaeHTUUKaTopa ( IDS) KAMEHTa MOXKHO
pelakTupoBaTb C TMOMOLLbID Beb-uHTepgeinca AreHTa, B pasfesne YyrnpaBJieHus
KJAMEeHTaMu.

To ensure that one customer can access the tickets of other customers, add the IDs of
these other users into the new field for the multiple customer IDs. Each ID has to be
separated by a semicolon (see Example below).
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Example 4.8. Using Company Tickets with a DB Backend

KnueHTobl A, b 1 L, co3gaHbl B Balen cncteme n A xo4eT MMeTb LOCTYN K 3asBKaM b u
Ll ncnone3ysa KINEHTCKY naHesnb. b n L, He 0oJ)KHbI MMeTb A0CTYMa K 3asBKaM OpYyrux
rnosib3oBaTesnen.

Onsa peanusaumm 3TOW CTPYKTypbl, u3MeHuTe Tabnuuy customer user v mMannuHr
(npeobpasosaHme) B Kernel/Config.pm Kak 3To noka3aHo Bbilwe. C noMoLbio MaHenn
AOMNHUCTPUPOBAHNA WIN WNCNONb3ySA CCbIIKY KnneHTbl B Beb-uHTepdence AreHTa
3arpysmTe HacTponku nosab3oBaTensa A. Ecam HacTpoinku oTobparkatoTcs, fobasbTe
3HadveHusa "b;U;" B none nona CustomerlDs.

5.2.2. LDAP

If you have an LDAP directory with your customer data, you can use it as the customer
backend with OTRS, as shown in Example below.

Example 4.9. Hactponka LDAP B KayecTBe KJIMEHTCKOro bs3k-eHpa

# CustomerUser
# (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)"
AlwaysFilter => '',
# if the charset of your ldap server is iso0-8859-1, use this:
# SourceCharset => 'iso-8859-1',

# Net::LDAP new params (if needed - for more info see perldoc Net::LDAP)
Params => {
port => 389,
timeout => 120,
async => 0,
version => 3,
|
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
CustomerUserExcludePrimaryCustomerID => 0,
# add an ldap filter for valid users (expert setting)
# CustomerUserValidFilter => '(!(description=locked))",
# administrator can't change customer preferences
AdminSetPreferences => 0,
# # cache time to live in sec. - cache any database queries
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# 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, 6, 'var', '', 0 1],
[ 'UserFirstname', 'Firstname', 'givenname', 1, 1, 'var', '', 01,
[ '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,

};

Ecnn gononHunTenbHble aTpubyThl KIneHTa xpaHaTca B LDAP-kaTanore, Hanpmumep, nMms
pykoBoauTensa, Homep MobunbHoro tenedoHa, A oTaAena, U ecam 3Ty nHhopmaLmio
HY>XHO oTo6pa3unTb B OTRS, npocTo pacwmnpbTe MAP-maccus B hanne Kernel/Config.pm
3anucaMm ans 3Tux aTpubyToB, Kak Moka3aHo B HUXXenpuBeaeHHOM CLieHapun.

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-link,
readonly

[...]
[ 'UserPhone', 'Phone’, 'telephonenumber', 1, 0, 'var', '', 0 1,

CueHapuni: [JobasaeHne HoBoro noss B ¢avin Kernel/Config.pm.
5.2.2.1. Customer with Multiple IDs (Company Tickets)

Mpu wncnonb3oBaHun LDAP-63K3HAQ KAWMEHTY MOXHO MPUCBOUTL 6osblle 0AHOro
kKnneHtckoro amaun (Customer ID). Ona mncnosb3oBaHUSA 3a8BOK KommaHuu, B LDAP-
OVPEKTOPUIO HY>XHO 000aBUTb HOBOE MoJsie, KOTOPOE COAEPXXUT LOCTYMHble areHTy
naoeHtndukaTopsl (IDS).

Ecnn B LDAP-kaTanore 661510 Cco3aiHO HOBOE MOJIE, ero TakXe HYy>XHO nobasuTb B MAP-
maccuB B Kernel/Config.pm, Kak 3TO MOKa3aHO B HU)XenpuBe4eHHOM CLeHapun.

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-link,
readonly

[oasl
[ 'UserCustomerIDs', 'CustomerIDs', 'customer ids', 1, 0, 'var', '', 0 1,

CueHapuii: NogcTtaHoBKa HOBbix riosievi B Kernel/Config.pm file.

KnueHTckue wnaeHTud@unkaTopbl (IDS) MOXHO pefakTupoBaTb Hanpsmyio B LDAP-
anpektTopun. OTRS MoXXeT TOIbKO c4nTaTb MHGopMauuio n3 LDAP, Ho He 3anucbiBaTh.

To ensure access by a customer to the tickets of other customers, add the customer IDs of
the customers whose tickets should be accessed to the new field in your LDAP directory.
Each ID has to be separated by a semicolon (see Example below).

Example 4.10. WUcnonb3oBaHue 3aaBOoK KomnaHum ¢ LDAP-
03K3HOO0M

KnueHTsbl A, b n L, co3aaHbl B Balwen cucteme n A xodeT MMeTb AOCTYN K 3asBkaM b u
Ll ncnonb3ys KAMEHTCKYI0 NaHenb. b v Ll He Ao/KHbI MMeTb A0CTYNa K 3asiBKaM Apyrux
noJib3oBaTesNen.

Onsa peanusayum 3TON YCTaHOBKU uUdMeHuTe LDAP-gunpekTopuio v MannuHr (map-
ping) B Kernel/Config.pm, Kak 3TO noka3aHo Bblilwe. 3aTeM gobasbTe B Bawen LDAP-
anpekTopun 3HaveHus "b;L;" B none gna CustomerlDs, gna knnenta "A".
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5.2.3. Using More than One Customer Backend with
OTRS

If you want to utilize more than one customer data source used with OTRS (e.g. an LDAP
and a database backend), the CustomerUser config parameter should be expanded with
a number, e.g. "CustomerUserl", "CustomerUser2" (see Example below).

Example 4.11. NUcnonb3oBaHue bonbwe yeMm oAHOro
NoJib30BaTeJIbCKOro XpaHuiauiwa paHHbix ¢ OTRS

B cnepyrouiem npnMmepe rnokasaHo rnpuMeHeHmne KoHpurypaunm kak ona LDAP Tak u gns
6a3bl faHHbIX KNneHTCcKoro 63ksHaa ¢ OTRS.

# 1. Customer user backend: DB
# (customer database backend and settings)
$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',

HFHEHEHFHF

I
# customer unique id
CustomerKey => 'login',
# customer #
CustomerID => 'customer id',
CustomerValid => 'valid id',
CustomerUserListFields => ['first name', 'last name', 'email'l],
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
CustomerUserExcludePrimaryCustomerID => 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, 6, 'var', '', 0 1],
[ 'UserFirstname', 'Firstname', 'first name', 1, 1, 'var', '', 01,
[ '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 ],
[ 'UserPhone', 'Phone', 'phone’, 1, 0, 'var', '', 01,
[ 'UserFax', 'Fax', 'fax', 1, 6, 'var', '', 0 1],
[ 'UserMobile', 'Mobile', 'mobile’, 1, 6, 'var', '', 0 1],
[ 'UserStreet', 'Street', 'street', 1, 6, 'var', '', 0 1],
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[ 'Userzip', 'Zip', 'zip', 1, 0, 'var', '
[ 'UserCity', 'City’', 'city', 1, 0, 'var', '
[ 'UserCountry', 'Country', ‘country’, 1, 06, 'var', '
[ 'UserComment', 'Comment', ‘comments’, 1, 0, 'var', '
[ 'validID', 'Valid', ‘valid id', 0, 1, 'int', "'

1,
# default selections
Selections => {
UserTitle => {
‘Mr.' => 'Mr."',
'Mrs.' => 'Mrs.',
i
I
+;

# 2. Customer user backend: LDAP
# (customer ldap backend and settings)
$Self->{CustomerUser2} = {
Name => 'LDAP Datasource',
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

UserDN => '',

UserPw => ,

'(objectclass=user)"

AlwaysFilter => '',

# if the charset of your ldap server is iso0-8859-1, use this:
# SourceCharset => 'iso0-8859-1',

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'l],
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!

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',

# in case you want to add always one filter to each ldap query, use
# this option. e. g. AlwaysFilter => '(mail=*)' or AlwaysFilter =>

[cNoNoNoNo]

# anonymous user does NOT have permission to read from the LDAP tree

# Net::LDAP new params (if needed - for more info see perldoc Net::LDAP)

# var, frontend, storage, shown (l=always,2=lite), required, storage-type, http-

[cloNoNoNo)
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[ '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 MHTErpvpoBaTb A0 10 pa3fn4HbIX MOJIb30BaTENbCKUX 63K-3HAO0B.
Ncnonb3ynte uHTepdeinc ynpasneHus kaneHtamm B OTRS, 4yTobbl nMpocMaTpuBaTb U
penakTUpoBaTb AaHHbLIE O HUX (MPU YCNOBUN HANINYMs NpaB OJia 3arnmciu).

5.2.4. Storing CustomerUser Data in Dynamic Fields

MHorga OblBaeT MOJIE3HBIM  TaKXe COXPaHWUTb  [aHHble KJWEHTa  3asiBKWU
HEenocpenCcTBEHHO B AMHAMUYECKUX MOJISX 3a8BKWU, A8 CO30aHUA HEKOTOPbIX OTYETOB
Nno 3TUM JaHHbIM. Hanpumep, Mo 3asBKaM KOMMaHWMW, KOrfha KJWEeHT B Te4vyeHue
OTYETHOro rnepuoga nepewen B APYryld KOMMAHUIO TOro e mnposangepa ycayr
TEXNoAAePXKU.

OHaMnyeckre noss 3aroJIHAITCA MPU CO34aHUUN 3asiBKU WIW KOrAa KJIMEHT 3asBKU
n3MeHsieTcs. 3HayYeHus nosienn 6epyTca U3 AaHHbIX KAMeHTa. 3To paboTaeT onsa Bcex
63KeHpoB, HO Hanbonee nosnesHo ans LDAP-6skeHOo0B.

Onsa BKJIlOYEHUA 3TON onuun OTRS, aKTUBMpPYMTE napameTp
"Ticket::EventModulePost## #930-DynamicFieldFromCustomerUser" "
"DynamicFieldFromCustomerUser::Mapping". MNocnegHuin napameTp cooepXuT

HaCTPOMKY, Kakue rona A[aHHbIX KAWEHTa [OOJIKHbl COXPAHATbCA B KaXAoM U3
OVHaMunyeckux nonen. Nons AoxHbl 66T 3apaHee Cco34aHbl B CUCTEME U BKJIIOYEHbI
B AgentTicketFreeText, Tak 4TOObl OHWM 6blNM AOCTYMNHbI ASS PYYHOro 3anosiHeHus.
OHM posmxHblI 6bITb HepocTynHbl AnA Beofa B AgentTicketPhone, AgentTicketEmail u
AgentTicketCustomer, Bo m3bexaHune nepekpbiTUS aBTOMaTUYECKUU YCTaHOBJIEHHbIX
3HaYeHUN.

5.3. Backends to Authenticate Agents and
Customers

OTRS npepanaraeT onuuio JNns rMpoBEPKUM MNOAJIMHHOCTM areHToB W KJIMEHTOB C
NCMOJIb30BAaHUEM PA3/INYHbIX XPaHUAULL AaHHbIX (65KeHO0B).
5.3.1. XpaHunuwa paHHbIX (03K-eHabl) ona
ayTeHTVICbI/IKaLI,MM AreHTtos

5.3.1.1. ba3za JaHHbiX (DB, no ymaonyaHuio)

The backend to authenticate agents which is used by default is the OTRS database. Agents
can be added and edited via the agent management interface in the Admin page (see
Example below).

Example 4.12. [poBepka nNOAJIMHHOCTM areHTOB nNyTeM
ucnonb3oBaHua bBba3bl [JaHHbIX (DB) B KadyecTBe XpaHuauuia
nHdopMaumm.

$Self->{'AuthModule'} = 'Kernel::System::Auth::DB"';
5.3.1.2. LDAP

If an LDAP directory has all your agent data stored, you can use the LDAP module to au-
thenticate your users in OTRS (see Example below). This module has only read access
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to the LDAP tree, which means that you cannot edit your user data via the agent man-
agement interface.

Example 4.13. NMpoBepka NOAJIMHHOCTHM areHToB npu
ucnosnb3oBaHuu LDAP B KauecTBe XpaHuUauLWia 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'} 'y

$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 => '(objectclass=user)'
$Self->{'AuthModule: :LDAP: :AlwaysFilter'} = '';

# 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.com

# $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,

s

[MapameTpbl KOHUrypauun npuBepeHHbIe B CLEeHapuu MnpuBeLEeHHOM HUXKe MOryT
ObITb NCMNONb30BaHbI 419 CUHXPOHM3ALMN NOSIb30BaTENbCKUX AaHHbIX U3 LDAP-kaTanora
B JIOKanbHy 6a3y faHHbix OTRS. 3TOo yMeHblLUaeT KOJMYeCTBO 3anpocoB K LDAP-
cepBepy UK yckopsaeT npoBepky nogiuHHocTu B OTRS. CuMHXpOHU3auUMA [aHHbIX
3aBeplleHa, Korga areHT ayTeHTUuumnpyeTcsa srnepsble. HecMoTpsa Ha TO, YTO OaHHbIe
MOFyT OblITb CUHXPOHU3MPOBaHHbI B JloKasnbHOMW 6a3e paHHbiXx OTRS, LDAP-kaTanor
ABNSAETCSA NOCNefHEN MHCTaHLUWEN AN NPOBEPKM MOSAJIMHHOCTU NOSb30BaTeNEN, TaKUM
obpa3oM nMonb3oBaTeNN, HE aKTUBHbLIE O/ AepeBa kKaTanoros LDAP He moryT nponTwu
ayTeHTudukaumio B OTRS, gake B TOM Cjiy4ae, KOrga fAaHHble O MNoJjib3oBaTesie yxKe
xpaHaTca B 6a3e pgaHHbix OTRS. [laHHble areHToB B LDAP-gnpekTopuun He MoryT ObiTb
oTpenakTMpOoBaHbl C NoMoLlbio Beb-nHTepdenca OTRS, Tak 4To ynpaBneHue AaHHbIMU
OOJIKHO OCYLLLeCTBIATCA HEeNnoCpeACTBEHHO B AepeBe KaTanoros LDAP.

# 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/"';
$Self->{"'AuthSyncModule: :LDAP: :BaseDN'} = 'dc=otrs, dc=org';
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$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;

CueHapuii: CUHXPOHU3aUWS MOJIb30BaTE/IbCKUX AaHHbIX 13 LDAP-anpekTopuns 6a3y
AaHHbIx OTRS.

Alternatively, you can use LDAP groups to determine group memberships or roles in OTRS.
For more information and examples, see Kernel/Config/Defaults.pm. Here is an exam-
ple for synchronizing from LDAP into OTRS groups.

# Attributes needed for group syncs

# (attribute name for group value key)
$Self->{'AuthSyncModule: :LDAP: :AccessAttr'} = 'memberUid';

# (select the attribute for type of group content UID/DN for full ldap name)
# $Self->{'AuthSyncModule: :LDAP::UserAttr'} = 'UID';

# $Self->{'AuthSyncModule: :LDAP::UserAttr'} = 'DN';

AuthSyncModule: :LDAP: :UserSyncGroupsDefinition
# (If "LDAP" was selected for AuthModule and you want to sync LDAP
# groups to otrs groups, define the following.)
$Self->{'AuthSyncModule: :LDAP: :UserSyncGroupsDefinition'} = {
# your ldap group
'cn=agent,o=o0trs' => {
# otrs group(s)
‘admin' => {
# permission

rw => 1,
ro => 1,
i
'faq' => {
rw => 0,
ro => 1,
I

}

’
n=agent2,o0=otrs' => {
‘users' => {
rw => 1,
ro => 1,

},
};

5.3.1.3. HTTPBasicAuth-aytentucpukaumsa gpna AreHToB
If you want to implement a "single sign on" solution for all your agents, you can use HTTP

basic authentication (for all your systems) and the HTTPBasicAuth module for OTRS (see
Example below).

Example 4.14. AyteHTucpmkauma ArentoB ¢ nomouibio HTTPBasic

& This is an example configuration for an apache ($ENV{REMOTE USER})
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# auth. backend. Use it if you want to have a singe login through
# apache http-basic-auth
$Self->{'AuthModule'} = 'Kernel::System::Auth::HTTPBasicAuth';

# 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

The configuration parameters shown in Example below can be used to authenticate
agents against a Radius server.

Example 4.15. AyteHTudukauusa (npoBepka MNOAJIMHHOCTH)
areHToB ¢ wucnonb3oBaHuem Radius-cepBepa B KaudecTBe
XpaHunuw,a uHpopMmauum

# 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. Authentication Backends for Customers

5.3.2.1. ba3a [laHHbix (Mo yMmonyaHuio)
The default user authentication backend for customers in OTRS is the OTRS database.

With this backend, all customer data can be edited via the web interface of OTRS (see
Example below).

Example 4.16. AyteHTudpmkauua Knuenrta B base [laHHbIX

# This is the auth. module against 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

If you have an LDAP directory with all your customer data, you can use the LDAP module
to authenticate your customers to OTRS (see Example below). Because this module has
only read-access to the LDAP backend, it is not possible to edit the customer data via the
OTRS web interface.

Example 4.17. AyteHTu¢dpukauuma noJsb3oBaTesiend C MNOMOLLbIO
LDAP-63k3HAa

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';
$Self->{'Customer: :AuthModule: :LDAP: :BaseDN'} = 'dc=example,dc=com';

121




OTRS

Real Services

$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 =>
$Self->{'Customer: :AuthModule: :LDAP: :AlwaysFilter'} = '"';

(objectclass=user)'

# 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.com
#$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 for Customers

If you want to implement a "single sign on" solution for all your customer users, you can
use HTTPBasic authentication (for all your systems) and use the HTTPBasicAuth module
with OTRS (no login is needed with OTRS any more). See Example below.

Example 4.18. AyteHTUduKauumsa KameHToB ¢ noMmowbio 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

The settings shown in Example below can be used to authenticate your customers against
a Radius server.

Example 4.19. AyTeHTU(UKALUA KJIMEHTOB C MCMNOJZIb30OBaHUEM
Radius

# This is a example configuration to auth. customer against a radius server
$Self->{'Customer::AuthModule'} = 'Kernel::System::Auth::Radius';
$Self->{'Customer: :AuthModule: :Radius::Host'} = 'radiushost';
$Self->{'Customer: :AuthModule: :Radius: :Password'} = 'radiussecret';
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5.4. Customizing the Customer Self-Registra-
tion

ECTb BO3MOXXHOCTb HACTPOWUTb CaMOCTOSITE/IbHYIO PErncTpaLuto HOBbIX KJINEHTOB,
[OCTYMHYO Yyepe3 naHenb customer.pl. MoXHoO n106aBMTb HOBbIE AOMOJHUTENbHbBIE WA
obsi3aTesNbHbIE MO, TaKMe KaK HOMEpP KOMHaTbl, apec Uan COCTOSHME.

B cnepytolieM npruMepe nokasaHo KakuM obpa3oM MOXXHO yKasaTb obsizaTesibHble Asis
3anosiIHeHUs1 nons B 6a3e AaHHbIX KJIMEHTOB, B AAHHOM Cjlyyae, A1 XpaHeHMs HoMepa
KJINEeHTa.

5.4.1. Customizing the Web Interface

Ona oTobpaxkeHus HOBOro nmnona Ans HoMepa KOMHaTbl B Beb-uHTepdence
nonb3osaTtens (customer.pl), Hy>XHO BHeCcTUW wu3MeHeHna B .dtl-chanin, KoOTOpbIN
oTBe4aeT 3a wWwabnoH 3Toro wuHTepdenca. OTpepakTupynTe Ganmn Kernel/Out-
put/HTML/Standard/CustomerLogin.dtl no6aBuB HOBble nons nocse cTpoku 80 (cMm.
HU>XeNnpuBeaeHHbIN cLueHapun).

[...]
<div class="NewLine">
<label for="Room">[% Translate("Room{CustomerUser}") | html %]</label>
<input title="[% Translate("Room Number") | html %]" name="Room" type="text"
id="UserRoom" maxlength="50" />
</div>

[...]

CueHapuii: OTobpakeHne HoBbIX roJevi B Beb-nHTepgelice.

5.4.2. Customer Mapping

Ha cnepytouwieMm aTane, Hy>XHO BHECTU U3MEHEHUS B MannuHr (mapping), paccwmnpus
€ro HOBbIM 3JIEMEHTOM - HOMEPOM KOMHaTbl. YT0bbl ybeauTca 4TO WU3MEHEHUA He
noTepsaTcs nocne obHoBEHNS, YCTaHOBUTE HacTpowkbl "CustomerUser" us cparina Ker -
nel/Config/Defaults.pm B cann Kernel/Config.pm. Tenepb nsmeHnte MAP-maccus,
n0obaBnB HOBOE MoJsie - HOMEP KOMHaTbl, Kak 3TO MOKa3aHO B HWXenpuBeLeHHOM
cueHapuu.

# 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

}

# customer unique id

CustomerKey => 'login',

# customer #

CustomerID => 'customer id',

CustomerValid => 'valid id',

CustomerUserListFields => ['first name', 'last name', 'email'l],

# CustomerUserListFields => ['login', 'first name', 'last name', 'customer id', 'email'l],
CustomerUserSearchFields => ['login', 'last name', 'customer id'],
CustomerUserSearchPrefix => '',

CustomerUserSearchSuffix => '*',
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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, 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', '', 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. Customizing the customer user Table in the OTRS
DB

MocnegHum Wwarom sBnsieTca nobaBneHMe HOBOro ctonbua C HOMEepPOM KOMHaTbl B
Tabnnuy customer_user 6a3bl gaHHbIX OTRS (CcM. HMXXKeNpUBEAEHHbIN cLueHapuii). B aTon
KoJIOHKe ByaeT XxpaHUTCSA MHoPMaLUs AN 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.
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);

124




OTRS

Real Services

Query OK, 3 rows affected (0.01 sec)
Records: 3 Duplicates: © Warnings: 0

mysql> quit
Bye
linux:~#

CueHapuii: [lobaBieHne HOBOV KOJIOHKM B Tabanyy 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.

6. HacTpoukm 3aaBoK

6.1. CocTOossHMA 3aABOK

6.1.1. NpeponpeneneHHble COCTOAHUSA

OTRS no3BonseT N3MeHATb NpegonpenesieHHblIe COCTOAHUS 3as9BOK U UX TUMbI, @ TakXe
no6aBnATbL HOBbIE. [JN1A COCTOSAHMSA BaXkHbl ABa aTpubyTa: nms (state-name) n Tun (state-

type).

MpepycTtaHoBneHHble cocTossHUA B OTRS: "3akpbITO ycrnewHo", "3aKpblTO Heyada4Ho",
"obbeneHeHo", "HoBasa", "oTKpbITan", "B OXKMOaHUM C aBTO3aKpbiTUEM+", "B OXKNOAHNN
C aBTO3aKpbITUEM-", "B OXXMNOaHUM C HarNnoMmnHaHnemM", "yaoaneHHasa".

6.1.1.1. HoBasn

3a8BKN HaxoOATCA B 3TOM COCTOSIHUM, KOrda OHM CO34alTCA Ha OCHOBE BXOAALLMX
COOBLLEHWNI 3/TEKTPOHHON MOYTHI.

6.1.1.2. OTKpbITasn

3TO COCTOSHME MO YMOJIHaHWUIO A1 3asBOK, KOTOpble MPUCBOEHbLI o4yepensMm wuaun
areHTam.

6.1.1.3. O>xupaHue ¢ HaNOMUHaAHUEM

Mocne TOro Kak BPEeMS OXWAAHUA WCTEKJIO, Brageniey 3asBkM OyneT nosyyaTb
HanoMWHaHMe Ha 3NeKTPOHHY Mo4Ty. Ecnn 3asiBka He 3akpbiTa, TO HaNoMMWHaHWE O
3asBKe bygeT oTrnpaB/ieHO BCEM areHTam B odepenun. HanomuHaHue o 3asiBKax bynetr
OTMNpaBJIeHO TOJbKO B paboyee BpeMs 1 ByneT NoOBTOPATCA KaXkable 24-4aca, NoKa areHT
HEe N3MEHWUT COCTOSIHME 3asBKU. Bpemsi, KOTopoe 3asiBKa NpoBefeT C TakKUM CTaTyCoM
6yneTt nobaBneHo K BpeMeHn 3cKanauunm.

6.1.1.4. OXxupaHuve aBTO-3aKpbiTHUe -

Ecnn BpeMsa oXXumAaaHuMs BbILWJIO, 3a8BKW C 3TUM CTaTycoM OyayT YCTaHOBAEHbI B
"3akpbiTble HeycnewHo". Bpems, npoBeneHHoe 3asiBKOW B 3TOM cTaTyce 6yaert
nobaBneHo K BpEMEHN 3CKaNaunn.

6.1.1.5. OxupaHuve aBTO-3aKpbiTUe+

Ecnun BbILLINO BPpEMS 0XKUAAHUS, 3a9BKW C 3TUM CTaTycoM ByayT YCTaHOBMEHbI B "3aKpPbITO
YcnewHo". Bpems, npoBeageHHoOe 3as8BKO B 3TOM cTaTyce byneT nobaBneHoO K BpeMeHu
3CKanayun.

6.1.1.6. ObbepeHeHHbIe

3TO cocToAHMNE 014 3aABOK, KOTOopble bbln 06befeHeHbl C APYrMMN 3asiBKaMU.
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6.1.1.7. 3akpbiTa YCnewHo

DTO0 KOHEYHOE COCTOsIHUE OJ19 3asiBOK, KOTOpble Obln peLleHbl ycnelwHo. B 3aBMcnmocTu
OT KOH(Mrypauum, y Bac byaeT unm He byneT BO3MOXHOCTM 3aHOBO OTKPbITb paHee
3aKpbITble 3asBKU.

6.1.1.8. 3akpbiTa Heypa4iHo

DTO KOHEYHOe COCTOosiHMe ANsi 3asABOK KoTopble HE 6biin ycnewHo pelleHbl. B
3aBUCMMOCTM OT KOHUrypaumm, y Bac bynet mam He OyneT BO3MOXHOCTWU 3aHOBO
OTKPbITb paHee 3aKpbITble 3aABKMU.

6.1.2. HacTpauBaeMbl COCTOSAHUA

Every state has a name (state-name) and a type (state-type). Click on the States link on
the Admin page and press the button "Add state" to create a new state. You can freely
choose the name of a new state. The state types can not be changed via the web inter-
face. The database has to be directly modified if you want to add new types or change
existing names. The default state types should typically not be modified as this can yield
unpredictable results. For instance, escalation calculations and the unlock feature are
based on specific state types.

Nmsa/Ha3BaHME yXe CyLLeCTBYIOLWEro COCTOAHNA MOXXeT OblTb M3MEHEHO WM HOBblE
cocTossHUA pgobaBneHbl Ha 3TOM 3KpaHe. Ecnn cocTosHme "new" 6biJ1I0 U3MeHeHO B Beb-
MHTepdence, 3TO COCTOAHME TaK>Ke A0JIXKHO ObiTb HacTpoeHo B Kernel/Config.pm nan
yepe3 SysConfig. [MapameTpbl 3agaHHbIE B CLIEHapUX NPUBEAEHHOM HUXXE OOJIKHbI ObITb
n3MeHeHbl, 4Tobbl ybennTtbcs B ToM, 4To OTRS paboTaeT C U3MEHEHHbLIM COCTOSHUEM
nnsa ébiBwero "new".

[...]

# PostmasterDefaultState

# (The default state of new tickets.) [default: new]
$Self->{PostmasterDefaultState} = 'new';

# CustomerDefaultState

# (default state of new customer tickets)
$Self->{CustomerDefaultState} = 'new';
[...]

CueHapuii: UsmeHeHne napameTpoB HacTpoliku B Kernel/Config.pm.

Ecnm HyXHO p[o6aBWTb HOBbLIAW TUM COCTOSIHUS, TO 3TO MOXHO caenaTtb C
MOMOLLbIO KJIMEHTCKON MporpamMMbl ynpaBsieHUs 6a3amMu OaHHbIX, U3MeHMB Tabauuy
ticket_state_type 6a3bl faHHbIX OTRS, Kak 3TO NMoka3aHo B HMXXernpueegeHHOM CLieHapumn

linux:~# mysql -p

Enter password:

Welcome to the MySQL monitor. Commands end with ; or \g.

Your MySQL connection id is 23 to server version: 5.0.16-Debian 1-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> insert into ticket state type (name,comments) values ('own', 'Own
state type');

Query OK, 1 row affected (0.00 sec)

mysql> quit
Bye
linux:~#
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Script: N3meHeHne 6a3bl gaHHbIX OTRS.

Ha maHHbIA MOMEHT MOXXHO MCMOJIb30BaTb HOBbIA TUM COCTOSHUSA, KOTOPbIA Bbl TOJIbKO
4YTO co3fanun. Kak TOJIbKO COCTOsiHME ByeT CBA3aHO C 3TMM HOBbIM TUMOM COCTOSIHUS,
TO 4T0bbl Y6eonTca 4To HOBOE COCTOSAHME UCMNOob3yeTCa U paboTaeT KOPEKTHO HY>XXHO
TakXe unsMeHuTb HacTpomkm OTRS. Wcnonb3ysa SysConfig BHecMTe un3MeHeHUs B
cnepyoLuine onuunu:

Ticket -> Frontend::Agent::Ticket::ViewPhoneNew > AgentTicketPhone# ##StateDefault
- 3ajaeT caepyioulee COCTOAHWE MO YMOJIHAHUIO OJ19 HOBbIX 3afBOK CO3[4aHHbIX Ha
OCHOBe Tene(poOHHOro 3BOHKa.

Ticket -> Frontend::Agent::Ticket::ViewPhoneNew > AgentTicketPhone## #StateType -
3ajaeT CNUCOK nocaeayLmnx A4OCTYMHbIX COCTOAHUN AJ1 HOBbIX 3a8BOK, CO34aHHbIX Ha
OCHOBe Tenle(pOHHOro 3BOHKa.

Ticket -> Frontend::Agent::Ticket::ViewEmailNew > AgentTicketEmail# # # StateDefault -
3ajlaeT cneayoliee CoCToAHME MO YMOYaHMWIO OJ19 HOBbIX 3a59BOK CO34aHHbIX Ha OCHOBE
COOBOLLEHNI 2/TEKTPOHHOM MOYTHI.

Ticket -> Frontend::Agent::Ticket::ViewEmailNew > AgentTicketEmail###StateType -
3ajaeT CMUCOK NOoC/IeayLWnX AOCTYMHbIX COCTOSHUIA A1 HOBbIX 3a9BOK CO34aHHbIX Ha
6ase coobuweHnin 3NeKTPOHHOW NOYThI.

Ticket -> Frontend::Agent::Ticket::ViewPhoneOutbound >
AgentTicketPhoneOutbound###State - 3agaeT 3Ha4YeHMe MO YMOJYaHUIO C/IeAYoLEero
COCTOSAAHNA 3aABKW MNpU perncTpaumm HOBbIX COObBLLIEeHUA B 3asBKe, MOJYYEHHbIX OT
KJZIMeHTa no TenedoHy.

Ticket -> Frontend::Agent::Ticket::ViewPhoneOutbound >
AgentTicketPhoneOutbound# # #StateType - 3agaeT OOCTYMNHbIe 3HAaYEHUSA C/IeAyoLWero
COCTOSAAHNA 3aABKW MpPU perncTpaumm HOBbIX COOBLLEHU B 3asBKe, MOJYYEHHbIX OT
KJIMeHTa no TenedoHy.

Ticket -> Frontend::Agent::Ticket::ViewMove > AgentTicketMove###State - 3apaet
cnepyoulee COCTOSSHUE MO YMOJTHaHUIO MPU NEPEMELLLEHNN 3aABKU B APYryl0 ovyepenb.

Ticket -> Frontend::Agent::Ticket::ViewMove > AgentTicketMove## #StateType - 3apaeT
CANCOK MOC/enyrLnX OOCTYMHbIX COCTOAHMA MpPU MNEpPEMELLEHNN 3asBKU B APYrylo
oyepenb.

Ticket -> Frontend::Agent::Ticket::ViewBounce > StateDefault - 3apaeT cnepytouiee
COCTOSIHWE 3as8BKW MO YMOJIHaHUIO MOCsie ee BO3BpaTa.

Ticket -> Frontend::Agent::Ticket::ViewBounce > StateType - 3amaeT cnegymwouime
OOCTYMHble COCTOSAHUSA 3asBKW MOCJie ee BO3BpaTa.

Ticket -> Frontend::Agent::Ticket::ViewBulk > StateDefault - ona ykasaHusa cnenytouiero
COCTOSIHUSA MO YMOJIHAHWIO NPU MAaCCOBOM AENCTBUMN.

Ticket -> Frontend::Agent::Ticket::ViewBulk > StateType - 3agaeT cnMCOK NocneayroLlmnx
OOCTYMHbIX COCTOSAHUI NPU MacCOBOM AeNCTBUN.

Ticket -> Frontend::Agent::Ticket::ViewClose > StateDefault - ON8 yKasaHusa
cnenyroulero COCTOSHUSA MO YMOJITHaHMIO MoCsie 3aKpbITUSA 3as8BKN.

Ticket -> Frontend::Agent::Ticket::ViewClose > StateType - 3afaeT Chnucok
nocsenyWwmx AOCTYMHbIX COCTOAHWUIA NMOC/E 3aKPbITUSA 3as9BKW.

Ticket -> Frontend::Agent::Ticket::ViewCompose > StateDefault - 3apaeT 3HayeHume no
YMOJTHaHUIO CNEOYIOLLErO COCTOAHNA 3a89BKUW Ha CTpaHULLe/aKpaHe co34aHuns coobleHmns
(oTBeTa) areHToM.

127



OTRS

Real Services

Ticket -> Frontend::Agent::Ticket::ViewCompose > StateType - 3apaeT cnucok
OOCTYMHBIX C/IeAyLNX COCTOSAHUI 3a9BKU Ha CTpaHuLe/aKpaHe co3faHusa coobuieHns
(oTBeTa) areHTOM.

Ticket -> Frontend::Agent::Ticket::ViewForward > StateDefault - Ong 3agaHungd
criefyoLLero CoOCTOAHUSA Nocsie NnepechbiyiKN 3as89BKU.

Ticket -> Frontend::Agent::Ticket::ViewForward > StateType - ansa 3agaHusa cnucka
OOCTYMHbIX C/IeAyLWNX COCTOAHNI oNnsa sKpaHa MepecnaTtb/Forward.

Ticket -> Frontend::Agent::Ticket::ViewForward > StateDefault - 3apaeTt cnepytouiee
COCTOSIHUE MO YMOYaHUIO MOoCie pefakTUpoBaHnsa CBOBOAHLIX MOJien 3asBKU

Ticket -> Frontend::Agent::Ticket::ViewForward > StateType - 3agaeT CNMUCOK OOCTYMHbIX
COCTOSAHWUI NOC/e pefaKTUpoBaHNA CBOBOAHLIX MOMEN 3as9BKU

Ticket -> Core::PostMaster > PostmasterDefaultState - 3apaeT cocTosiHME 3asBKW
CO34aHHON M3 3JIEKTPOHHOIr0 NUcbMa.

Ticket -> Core::PostMaster > PostmasterFollowUpState - 3apaeT cocTosiHME 3asBKU
rnocJsie NoslydeHns OTKJNKA KJINEHTa.

Ticket -> Core::PostMaster > PostmasterFollowUpStateClosed - 3apaeT cocTosiHue
3as1BOK NOCJIe NOoJIyHYeHNS OTKJINKA KJIMEHTA Ha Yy)XKe 3aKpbITyo 3asaBKY.

Ticket -> Core::Ticket > ViewableStateType - 3apaeT TunNbl COCTOSAHUN 3a8BOK, KOTOPLIE
oTobparkaloTcsa B pa3ndHbix ob3opax cuctemsl, Hanpumep, B Ob63ope ovepenen.

Ticket -> Core::Ticket > UnlockStateType - 3agaeT CMUCOK TUMOB COCTOSIHUIA AnNS
pa36/710KMPOBaAHHbLIX 3a5BOK.

Ticket -> Core::Ticket > PendingReminderStateType - 3apaeT TN COCTOSHUSA A1 3a5BOK
C HarMOMUHAHWEM.

Ticket -> Core::Ticket > PendingAutoStateType - 3agaeT Tun COCTOSAHWA AONA
OTJIOXKEHHbIX 3a4BOK.

Ticket -> Core::Ticket > StateAfterPending - 3agaeT TUN COCTOAHUSA ONS 3a8BOK C
aBTOOXWAAHNEM MNOCJIe UTEYEHUS CPOKA OXKUAAHUS.

6.2. Ticket Priorities

OTRS nocTaBsisfieTcs C NATLIO NMpenycTaHOBJIEHbIMU YPOBHAMU MPUOPUTETOB, KOTOPbIE
MOXXHO U3MEHUTb nepenas no ccolike "MproputeThl" Ha MaHenn AGMUHUCTPUPOBAHNS.
Mpwn co3pgaHnM HacTpanmBaeMoro CnmMcka NpMopuTEeTOB, NOXKalyncTa NOMHUTE, YTO OHMU
copTupytoTcsa B andaBnTHOM nopsiake. Takxe OTRS copTupyeT 3asBku B QueueView no
nx BHyTpeHHeMy HoMepy (ID).

Note

Kak n B ciy4yae c gpyrumm cywHoctamu OTRS, npuopuTeTbl He MOryTt
OblTb YyAaseHbl, a TOJIbKO [OeaKTUBUPOBAHbI MyTeM YCTaHOBKW MNapaMeTpa
HencTBUTENbHbLIN B 3HAaYEeHUE HEe AEeVCTBUTEJ/IbHbIN WIWN HE AeUCTBUTE/IbHbIV-
BPEMEHHO.

Important

Ecnun 6bin1 co34aH HOBbIN MPUOPUTET, UM Bbl1 N3MEHEH Y)XXe CYLLEeCTBYIOLWMIA, TO
MO>XHO TaK>Xe NMPOu3BECTN U3MEHEHNS HEKOTOPLIX NapameTpoB B SysConfig:
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* Ticket:Core::Postmaster::PostmasterDefaultPriority - 3ajaeT
npedyCTaHOBJIEHHbLIA  MpUOpPUTET  OJIa  BCEX  BXOAAWMX  COOOLLEeHni
3/IEKTPOHHOM MOYThI.

» Ticket:Frontend::Agent:Ticket::ViewPhoneNew:Priority - 3agaeT npunoputeT no
YMOJTHaHUIO AJ19 HOBbIX 3asBOK CO34aHHbIX Ha OCHOBe Tesnie(hOHHbIX 3BOHKOB.

* Ticket:Frontend::Agent:Ticket::ViewEmailNew:Priority - 3agaeT npuopuTteT no
YMOJIHaHWUIO Ha CTpaHuLe co3gaHnsa HoBor Email-3asBku B MHTepdence areHTa.

 Ticket:Frontend::Customer:Ticket::ViewNew:PriorityDefault - 3agaeT npnoputeTt
No YMOJIHaHUIO NpX CO34aHNN 3as9BKUN KJIMEHTOM B MHTEpdence KianeHTa.

6.3. OTBEeTCTBEHHOCTb 3a 3aABKYy &
HabnwopeHue 3a 3aaBKOM

Ha4vumHaa ¢ OTRS 2.1 u BbiWe, B AOMNOJIHEHME K BJafesbLy 3asBKN MOXHO onpenesnTb
OTBETCTBEHHOr0 3a Hee areHTa. KpoMe Toro, BCe MeponpusaTus, CBA3aHHbIE C 3aABKOW
MOryT MpoCMaTpuBaTbCA He TONbKO BJafesbLeM HO APYyruMu nwogbMu. 3TN LBe
BO3MO>XHOCTWN CUCTEMbI peasin3oBaHbl C NoMoLlbio pyHkunn TicketResponsible u Ticket-
Watcher n Tak)xe no3sonsoT paboTaTb B paMKax NEPaPXNYECKON CTPYKTYPbl KOMaHAbl.

6.3.1. OTBETCTBEHHOCTb 3a 3afABKY

The ticket responsibility feature facilitates the complete processing of a ticket by an agent
other than the ticket owner. Thus an agent who has locked a ticket can pass it on to another
agent, who is not the ticket owner, in order for the second to respond to a customer
request. After the request has been dealt with, the first agent can withdraw the ticket
responsibility from the second agent.

C nomouwbio napamMeTpoB KoHdpurypauuuTicket::Responsible, MoXXHO akTuBMpPOBaTbH
PYHKLNIO OTBETCTBEHHOCTM 3a 3asBKY. DTO NpmBeneT K MNOsABJEHUID B BEPXHEN YacTu
3KpaHa 3-X OA0MOJIHUTENIbHbIX NKOHOK/3HA4YKOB.

OTBETCTBEHHOCTb 3a 3asBKYy MOXeT ObiTb Ha3HayeHa Mnocse OTKpbITUA ee
COEPXKNUMOro, HaXKaB CCbiIKY "OTBETCTBEHHOCTbL", COOTBETCBYOLLENO MeHI0 B LLabnoHe
npocMoTpa noapobHON MHGPOPMaLUUM O 3asBKe areHTCcKoro Beb-mHTepdenca (cm.
HVXKenpuBeaeHHbIN CueHapuni).
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Figure 4.67. Changing the Responsibility of a ticket in its zoomed
view

Ticket#2015071510123456 — Welcome to OTRS!

w Ticket Information

Back | Print | Priority = People | Cemmunication» | Pending = Close = Miscellaneous » - Move- [
Oumer 172d18h
+ Article Overview - Responsible = =0 07/15/2015 03:30
NO. TYF Customer = FROM SUBJECT CREATED L) new
1 customer — email-external (= OTRS Feedback Welcome to OTRS! 07/15/2015 03:30 unlock
3 normal
w Article #1 - Welcome to OTRS! Created: 07/15/2015 03:30 Raw
Print | Split Bounce | Forward | - Reply - B
0
OTRS Feedback Admin OTRS
Your OTRS System Admin OTRS
Welcome to OTRS!
w Customer Information
none
Welcome to OTRS!
Thank you for installing OTRS, the werld’s most popular service management software # Linked Objects

available in 34 languages and used by 150,000 users worldwide.
none

You can find updates and patches for OTRS Free at
https://www.otrs .com/download-open-source-help-desk-software-otrs-free/.

Please be aware that we do not offer official vendor support for OTRS Free. In case of
questions, please use our:

- online documentation available at http://otrs.github.io/doc/
- mailing lists available at http://lists.otrs.org/
- webinars at https://www.otrs.com/category/webinar/

After clicking on "Responsible", a pop-up dialog to change the responsibility of that ticket
will open (see figure below). This dialog can also be used to send a message to the new
responsible agent.

Figure 4.68. Pop-up dialog to change a ticket's responsibility

Change Responsible of Ticket#2015071510123456 — Welcome to OTRS!

Cancel & close

¥ Ticket Settings

*Title:  Welcome to OTRS!

Carlos Garcia

> Add Article

& Submit

Ecnn akTmBMpoBaHa (yHKUMA OTBETCTBEHHOCTW 3a 3asBKy, To B wabnoHe
OTBETCTBEHHOCTb, areHTckoro Beb-nHTepgenca OTRS MOXXHO MPOCMOTPETb CMUCOK
BCEX 3a5BOK, 3@ KOTOpPble areHT HeceT OTBETCTBEHHOCTb.

6.3.2. NpocMmoTp 3aaBOK

Ha4uHas c OTRS 2.1 1 Bbilwe ¢ noMoLllbio pyHKkuMK TicketWatcher, BbibpaHHble areHThl,
TaKune Kak, HanpuMep, pykoBoAuUTENN MOryT NpoCcMaTpuBaTh ONpeaeeHHbIe 3asaBKK be3
nx obpaboTku.

OyHkuna TicketWatcher MoxeT 6bITb akTuUBMpOBaHa C MNOMOLLbID MapameTpa
Ticket::Watcher, nocne 4yero B naHen MHCTPYMEHTOB MOSABAATCS HOBbIE CCbIJIKN/MKOHKN.
Ncnonb3ya Ticket::WatcherGroup MOXXHO onpegennTb OOAHY WX HECKOJIbKO Fpynn
rnoJib30BaTeJIeEN C MpaBaMn NPOCMOTpPa/HabnloneHNS 3a8BOK.

In order to watch a ticket, go to its zoomed view and click on the "Subscribe" link in the
ticket activities menu (see figure below).
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Figure 4.69. Subscribing to watching a ticket in its zoomed view

Ticket#2015071510123456 — Welcome to OTRS!

Back | Print | Priority Peoplew GCommunication~ | Pending | Watch = Close | Miscellaneous= | - Move - |  Ticket Information
172d18h
~ Article Overview - 1 Articie(s) B=o s
NO. TYPE =  FROM SUBJECT CREATED ? new
1 customer — email-external (= OTRS Feedback Welcome to OTRS! 07/15/2015 03:30 unlock
3 normal
w Article #1 - Welcome to OTRS! Created: 07/15/2015 03:30 Raw
Print | Split | Bounce | Forward | | - Reply - | <]
0
OTRS Feedback Admin OTRS
Your OTRS Systam ST
Welcome to OTRS!

w Customer Information
none
Welcome to OTRS!

Thank you for installing OTRS, the world’s most popular service management software = Linked Objects
available in 34 languages and used by 150,000 users worldwide.
none

If you no longer want to watch a specific ticket, go to its zoomed view and click on the
"Unsubscribe" link in the ticket activities menu (see figure below).

Figure 4.70. Unsubscribing from watching a ticket in its zoomed
view

Ticket#2015071510123456 — Welcome to OTRS!

Back | Print | Priority People~ Gommunication= = Pending | Unwalch = Close | Miscellaneous~ |  -Move - [ ~ Ticket Information
172d18h
+ Article Overview - 1 Article(s) n =0 Q7/5/2015 03:30
NO. TYPE = FROM SUBJECT CREATED R new
1 custormer — email-external & OTRS Feedback Welcome to OTRS! 07/15/2015 03:30 unlock
3 normal
w Article #1 - Welcome to OTRS! Created: 07/15/2015 03:30 Raw
Print | Split | Bounce | Forward | | - Reply - B
0
OTRS Feedoack Admin OTRS
I Admin OTRS

Welcome to OTRS!
w Customer Information

none
Welcome to OTRS!
Thank you for installing OTRS, the world’s most popular service management software = Linked Objects
available in 34 languages and used by 150,000 users worldwide.

none

The list of all watched tickets can be accessed through the Watched view of the OTRS
agent interface (see figure below), as soon as the ticket watcher feature gets activated.

Figure 4.71. Watched tickets view

My Watched Tickets: All

m NewArticie©  Pending @  Reminder Reached 0 -]
-1of1 [Elim L
TICKET# AAGE FROM / SUBJECT STATE LOcK QUEUE OWNER CUSTOMERID
OTRS Feedback
2015071510123456 172d18h new unlock Raw Admin OTRS

Welcome to OTRS!

7. Date and Time Related Functions

7.1. HacTpounka nepuopa padbo4yero spemMeHm,
NPa3HUKOB U YaCOBbIX MNOSACOB

HekoTopble dyHKkunnm B OTRS, HanpuMmep, Kak 3CKajsaums W aBToOMaTU4yecKas
pa3610KMpPOBKa 3asBOK 3aBUCAT OT MNpPaBWIbHOW HACTPOMKK MapaMeTpa "paboyee
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Bpems", 4acoBbIX MOSCOB W MNpPa3fHUKOB. Bce 3TM HACTPOMKM MOXKHO oOnpenennTb
nepengs no ccoblike nHtepdgenc SysConfig B Framework > Core::Time. lMepengsa no
ccoinkeFramework > Core::Time::Calendarl 4epe3 Framework > Core::Time::Calendar9
MOXHO TaK)Xe yKasaTb pas3iMyHble, 3apaHee YyCTaHoBJieHHble "Habopbl paboyero
BpemMeHun", Npa3HMKOB W 4acCoBbIX MNOACOB. [lepenns Mo CCblIKe HACTPOMKU o4epenmu
MO>XXHO onpenennTb KaneHpapwu. 1719 3TOro Tak>Xxe MOXXHO UCnosib3oBaTb SLA. Hanpumep
MOX>XHO CO34aTb pa3nnyHble SLA-cxembl: 5 x 8 pabo4dmx 4acoB Ans9 CTaHOapTHOro SLA,
HO U BMecCcTe C TeM Co3haTb ApYyrom KaneHgapb: 7 x 24 - "3onotom SLA"; Takxe
MO>XHO MeTb OTAEe/NbHbIN KaNleHdapb An4a odepenn 'Support-USA', ¢ YacoBbIMU Mosicamum,
pasnumyarowmMnca ¢ odepepdblo 'Support-Japan'. B OTRS MoOXHO co3paBaTb Ao 99
passnyHbIX KaneHgapen.

7.1.1. Time zones

OTRS needs to know which time zone should be used to store date and time related data
in the database. You can set this in Framework > Core::Time::OTRSTimeZone. The default
is UTC and if you set up a new OTRS it is strongly recommended to leave it at this. If
you updated from an OTRS older than version 6, you must ensure that OTRSTimeZone is
being set to a time zone that matches your previous setup. Otherwise new data will be
stored with a different time zone than your existing data. Once you decided on a time
zone and data was stored (tickets, etc.), you shouldn't change the time zone anymore
because otherwise you would end up with data stored in different time zones.

You can set a default time zone for new agents and customer users via Framework >
Core::Time::UserDefaultTimeZone. This time zone will be used for all users that don't have
selected a time zone in their preferences.

7.1.2. Pabouyee BpemMa

Set up the working hours for your system in SysConfig Framework >
Core::Time:: TimeWorkingHours, or for your specific calendar in the calendar's configura-
tion. OTRS can handle a granularity of one hour. Checking the marks in the boxes 8, 9,
10 ... 17 corresponds with business hours of 8:00 AM - 6:00 PM.

3aaBku CKaJIMPYKTCAd, yBegoMJieHNa AONnd 3CKaJIMPOBaAHHbLIX N OXMNAakloWwnX 3aaBOK
OTNPaBNIAKTCA U 3ad9BKN pa36n0K|/|py+0Tc;| TOJIbKO B pa6oqee BpeM4.

7.1.3. Fixed Date Holidays

MpasHUKN, KOTOPbIE C KaXX[biM FrO0M He MPUXOAATCA Ha PUKCUPOBAHHLIN AeHb, Takue
Kak HoBbIn rog unu Yyetseptoe Mions mMoryT 6biTh yKasaHbl B OTNYyCKHblE AHWU, WX B
COOTBETCBTYIOLWEM pa3aesie KaneHaaps 1-9.

3as8BKN He BYAT 3CKanMpoBaTbCS, HU pa3bNoOKMPOBATLCSA B CPOKU, OMNpenesieHHble Kak
"CneuvanbHoO 3ape3epBuUpoOBaHHbIe gHN".

Note

Mo ymonyaHuto, OTRS paboTaeT no HemeLKNM BbIXO4HbIM.

7.1.4. Floating Holidays

Mpa3HuKK, Takne Kak lNacxa, KoTopble eXXeroLHO He UMeT PUKCUPOBAHHOW AaTbl MOTYT
6bITb YKa3aHbl B OTNyCKHble gHKU/One-Time .

3aaBkM He byayT sckanmpoBaTbCs U He ByayT pa3bnoknpoBaTbCs B NEPUOL BPEMEHMU
onpepnesieHHbIN Kak TimeVacationDaysOneTime.
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Note

OTRS noctasnsetca 6e3 egmHoro npegycraHoBaeHHoro One-Time-npasgHuKa.
DTO O3Ha4aeT, 4TO BO BpeMS HaCcTponku cucteMmbl OTRS, HY>KHO CaMOCTOATESIbHO
nobaBnTb NpasHUKK, Takne Kak Nacxa, leHb bnarogapeHus.

7.2. ABTOMaTnyeckue PasbnokmpoBkm

3abnoknpoBaHHbIE 3a9BKU MOTFYT BbITh pa3610KMPOBaHbLI CACTEMON aBTOMaTUYeCKN. ITa
onumsa MoXKeT BbITb MONEe3HON, ecin, HanpuMmep, areHT 3abN0KMPOBa 3a9BKU, KOTOPLIE
HY>XHO 06paboTaTb, HO He paboTan C HUMK MO onpefeneHHON NpuYnHe, HanpuMmep 6bin
B oTnycke. YTobbl ybeamtca B ToM, 4TO 3ab/0KMpOBaHHbLIE 3a8BKM He 6yayT 3abbiThl
n nx obpaboTaloT Apyrme areHTbl, aBToMaTudeckas pa3bnokmpoBka pasbnokumpyert
3abN10KMpPOBaHHbLIE 3a8BKU NPU UCTEYEeHUN ONpeneneHHOro BpeMeHu.

The amount of time before a ticket is unlocked can be specified in the queue settings for
every gqueue. The command bin/otrs.Console.pl Maint::Ticket::Unlock, which is
executed periodically as a cron job, performs the automated unlocking of tickets.

YBenoomsieHns o pasbioKMPOBaHHbLIX 3asiBKax OTCbIIAIOTCA TOJIbKO TeM areHTam,
KoTopble pobaBunm o4vepedb C pa3bNoKMpoBaHHbIMK 3asBKamMum B "Mown odepegun", u
aKTUBMPOBAMN B CBOMX HACTpPOMKax (PYHKLMIO yBeOOMJEHUA O pPa3bioKMpPOBaHHLIX
3asBOKax.

3aaBkn 6yayT 3ab610KMPOBaHbI B TOM C/lyYae, eC/in BbINOSHATCA CnefytoLume ycnoBus:

» [1ns o4epenmn B KOTOPOM XPaHUTCA 3asBKa onpenenaeTcs BpemMs pa3bio0KupoBKY .

» 3asBKe NPUCBOEH CTaTyC 3ab/1I0KNPOBaHa.

» 3asBKe MPUCBOEH CTATYC OTKpblaTas.

Ecnm areHT pobaBnseT B 3as8BKY HOBYH CTaTbl - TanMmep pa3biokumpoBku Oypert
cbpowieH. OH MOXeT 6biTb NOOLIM N3 CreayoWmMX TUMOB: BHELUHUY-email, TenegoH,
akc, cMC, UNN BHELLHeEe ripuMedaHue.

Kpome 3Toro, ecnm nocnegHss CcTaTbd B 3asdBKe CO3[aHa areHToM, U KIMEHT
nobasnseT ewe ogHy, b0 Yepes Beb-nHTepgenc 1mbo No 371eKTPOHHON NOYTe, Tanmep

pa3bnoKnpoBKK Takxxe ByaeTt cbpoLueH.

MocnegHee cobbiTne, kKoTopoe b6yneT cbpackiBaTb TanMep pa3bioKMPOBKKW, Koraa
3asiBKa nepenaeTcs APYroMy areHTy.

8. Customizing the PDF Output

B aTOM pa3gene NpmBoAUTCA HAaCTpPoOMKa onumnin gna akcnopTa AaHHbIX 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 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.
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9. OTyeThl

The OTRS statistics module holds features to track operational statistics and generates
custom reports associated with OTRS usage. The OTRS system uses the term "statistic"
generically to refer to a single report presenting various indicators.

Note

For OTRS Business Solution™ customers, there is also a reports generator avail-
able. Here "report" refers to a collection of several statistics in one PDF document
that can be easily configured and automatically generated and distributed. Please
find more details in the OTRS Business Solution™ manual.

Proper configuration of the OTRS statistics module is associated with a multitude of re-
quirements and considerations. These include the various OTRS modules to be evaluated,
user permission settings, indicators to be calculated and their complexity levels, ease of
configuration of the statistics module, speed and efficiency of calculations, and support
of a rich set of output variants.

Statistical elements, i.e. files which supplement the functionality of the statistics module
for specific requirements, can be integrated for calculating complex statistics.

9.1. Statistics Configuration and Usage

When signed on as an agent, the statistics module can be opened by selecting "Reports"
and then "Statistics" in the main menu.

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).

Figure 4.72. Overview of the standard statistics.

Statistics » Overview
Actions Statistics

a — 1-110f11
A STATH TILE OBJECT EXPORT DELETE RUN

< L= 10001 List of open tickets, sorted by time left until escalation deadline expires Ticketlist Run now
10002 List of open tickets, sorted by time left until response deadline expires Ticketlist Run now
10003 List of open tickets, sorted by time left until solution deadline expires Ticketlist Run now
10004 List of the most time-consuming tickets Ticketlist Run now
10005 List of tickets closed last month Ticketlist Run now
10008 List of tickets closed, sorted by response time. Ticketlist Run now
10007 List of tickets closed, sorted by solution time Ticketlist Run now
10008 List of tickets created last month Ticketlist Run now
10008 New Tickets TicketAccumulation Run now
10010 Changes of status in a monthly overview StateAction Run now
10011 Overview about all tickets in the system TicketAceumulation Run now

When the statistics module is installed, it comes preloaded with a few sample statistics
imported into the system. These are shown as a list on the overview page. If the overview
list extends to more than a single page, the agent can browse through the different pages.
The list of statistics can be sorted as desired, by clicking the desired column header in
the list. To generate a particular statistic, click on the statistic's "Run now" link.

9.1.2. Generation

The view user interface provides the stat's configuration settings (see figure below).
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Figure 4.73. Viewing a specific statistic.

Statistics » View Stat#10001 — List of open tickets, sorted by time left until escalation deadline expires

Actions Settings
‘. Go to overview Ticketlist
=4 Edit List of open tickets, sorted by time left until escalation deadline expires. NOTE: Please check the output and configuration of
the statistics carefully to make sure that it produces the results you expect. If necessary, change the configuration before
Statistic Information using the statistics in a production environment.
12/14/2015 09:32:45 L
test1450081960626627533 X-axis
test1450081960626627533
Number, Ticket#, Age, Title, Created, Changed, Close Time, Queue, State, Pricrity, Customer User, CustomerlD, Service...
12/14/2015 09:32:45
Y-axis
test1450061960626627533
test1450081960626627533 EscalationTimeWorkingTime
No ascending
No Filter
No new, open, pending aute close+, pending auto close-, pending reminder

B Runnow  or Cancel

No

valid

Configuration settings for a particular statistic can be set within the range of options in the
View screen. Either the statistic creator or any others with the appropriate permissions
can make the settings.

Pressing the "Start" button (at the bottom of the screen) is the last step to generate the
statistic.

9.1.3. HacTtpouka Cucremsol

Agents with write rights can edit an existing report configuration by calling up the edit
user interface of the statistics module. Alternately, they may create a new report.

There are four possible steps in the configuration of a statistic: the general specification
data, configuring the x-axis, y-axis and possible data filters for the reported data (or re-
strictions). Let's create a new statistic as an example by clicking the "Add" button in the
overview screen. Our goal will be to get an overview of how many tickets with very high
priority are in every queue (x-axis) and state (y-axis).

Figure 4.74. Adding a new statistic, first step.

Add New Statistic

Dynamic Matrix Dynamic List Static
Tabular reporting data Tabular reporting data Complex statistics that
where each cell contains a where each row contains cannot be configured and
singular data point (e. g. the data of one entity (e. g. a may return non-tabular
number of tickets). ticket). data.

At the beginning we have to select the type of statistic we want to add. Three types are
available:

Dynamic Matrix Statistics
This type of statistics will generate a matrix of computed values (e.g. new tickets per
day of month and queue). All value cells in the matrix have the same type (number,
average time, etc.). Values are computed from entities in the system (e.g. tickets).
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Some matrix statistics support a summation column and/or row (only useful for certain
data).

Dynamic List Statistics
This kind of statistic will generate a table where every line (not cell) represents an
entity in the system (e. g. a ticket). The columns in this row are usually configurable
(x-axis, see below) and contain the data of this object (e. g. ticket attributes). All value
cells in one column have the same type.

Static Statistics
This kind of statistic is not very much configurable and usually used for very special
and/or complex computations.

So let's select "Dynamic Matrix" for our example. Then the "General Specifications" con-
figuration will appear below the statistic type selection.

Figure 4.75. Adding a new statistic, second step.

General Specification

* Title:

# Description:

* Object type:  TicketAccumulation
* Permissions:  stats
You can select one or more groups to define access for different agents.
* Fesult formats:  CSW Excel Graph: Bar Chart and 3 more...
Mo
Generate an additional row containing sums for all data columns.
No
Generate an additional column containing sums for all data rows.
MNo
Stores statistics result data in a cache to be used In subsequent views with the same configuration

valid

If set to invalid end users can not generate the stat.
Create Statistic

Save or Cancel

After providing a title and description for the new statistic, we have to select the statistics
backend that we want to use. This is the actual backend module which is responsible to
collect and analyze the data for our statistic. In our case we'll select "TicketAccumulation”.

By configuring permission groups, we can facilitate a restriction of the groups (and there-
fore, agents) who can later view and generate the pre-configured statistics. Thus the var-
ious statistics can be allocated to the different departments and work groups who need
them. It is possible to allocate one statistic to various groups.

Example 4.20. Default statistics permission group

The "stats" group was selected. The report is viewable for all users having at least ro
rights for the "stats" group. This access is available by default.
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Example 4.21. Customized statistics permission group

A group named "sales" was selected. All users with ro rights for the "sales" group can see
the stat in the view mode and generate it. However, the report will not be available for
viewing by other users.

Additionally, possible output formats can be selected. Here we can just keep all output
formats and choose the one to use when actually generating the statistic. Let's save the
statistic now.

The next screen will indicate the next step with a highlighted button: we should configure

the x-axis. By clicking the button, a dialog will appear where we can select the element
to be used for the x-axis. In our case that will be the queue:

Figure 4.76. Configuring the x-axis of a statistic.

Configure X-Axis x

= Queue

# Do not allow changes to this element when the statistic is generated.

Save Cancel

We can optionally limit the queues to be shown by selecting some in the queue field. With
the checkbox we can control if the agent who generates the statistic can make changes
to the queue selection. We'll keep the defaults and press "Save".

Now we can configure the y-axis in the same way: select the state field.

Figure 4.77. Configuring the y-axis of a statistic.

Configure Y-Axis

B State

# Do not allow changes to this element when the statistic is generated.

Save Cancel

Here itis possible to select one element or two. In the first case, every value of the element
will be one element on the y-axis. If two elements are selected, their permutations will
be the elements on the value series. For example you could select "state" and "priority",
and the resulting elements will be "new - 1 very low", "new - 2 low", ... "open - 1 very low"
and so on. Let's just use the state and press "Save".

Now in the last step we could add data filters to only report tickets belonging to a certain
customer, with certain priorities and so on. We'll add a filter for very high priority tickets:
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Figure 4.78. Configuring the data filter of a statistic.

Configure Filter x

B Priority
5 very high

@ Do not allow changes to this element when the statistic is generated.

Save Cancel

Now press "Save" again. The configuration is finished.

You may already have noted that in the configuration dialog there is a preview area where
we can check the effect of our configuration settings.

Figure 4.79. Configuring the data filter of a statistic.

= Statistics Preview

Preview format: | Graph: Bar Chart | Graph: Line Chart | Graph: Stacked Area Chart Print

40 @ Grouped (O Stacked

40

30

I T
Y-axis Filter

20

10 ‘ ‘

: 11 : !
Junk Raw Posimaster Test

Note

MoxanyihcTta, obpaTuTe BHUMaHWE, YTO TNpeABapUTENbHbLIA  MPOCMOTP
NCnonb3yeT CayYaliHble AaHHble U HE YYUTbIBAeT OrpaHUYeHNs SaHHbIX.

The statistic is configured. By pressing the "Run now" button we can go to the View screen
where the desired output format can be selected and the statistic can be generated in
the different formats.

9.1.4. UmnopT

The Import user interface can be accessed by pressing the "Import" button on the
Overview screen. "rw" permissions for the statistics module are required.
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Figure 4.80. Statistics import
Import Statistic Configuration

Browse... HNo file selected.

Import or Cance

Facilitates the import of reports, and when combined with the export function of the mod-
ule, is a very handy functionality. Stats can be created and tested conveniently on test
systems, then imported into the production system.

9.2. Statistics System Administration

3TOT pasfen npenocrtasndeT MHopMaynilo 0 3agav4ax U PYHKUUSAX agMUHNCTPaTopa
OTRS, KoTOpbI paboTaeT c MoAysieM CTaTUCTUKN.

9.2.1. HacTpouku nosiHoMmou4uun, F'pynn u Ponen

The default configuration of the module registration gives all agents with "stats" group
permissions access to the statistics module.

[JoCcTyn B COOTBETCTBMU C pa3peLleHHbIMW HaCcTPOMKaMu:
* rw. Allows configuring statistics.
* ro. Permits generating pre-configured statistics.

OTRS-agMUHUCTPATOP CaMOCTOATENIbHO onpenensieT Korga areHTbl € npaBamMm gns
reHepauun npenBapuTesibHO HACTPOEHHbIX OTYETOB BbLIOENATCHA B ro-npaBa Ans
rpynnsl "cTaTUCTUKa", Wan ecnm nx COOTBETCTBYOLWME rpynnbl A4obaBnsoTcs B Moayb
pernctpauunn B SysConfig.

9.2.2. SysConfig Settings

The SysConfig groups Framework:Core::Stats and Framework:Frontend::Agent::Stats con-
tain 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.

9.2.3. Generating Statistics on the Command Line

Statistics can be generated on the command line with the command bin/
otrs.Console.pl Maint::Stats::Generate. As an example, see the command line call
in the following script.

shell> bin/otrs.Console.pl Maint::Stats::Generate --number 10004 --target-directory /tmp
Generating statistic number 10004...

Writing file /tmp/List of the most time-consuming tickets Created 2015-09-08 14-51.csv.
Done.

A report from the statistic configuration "Stat#10004" is generated and saved as a CSV
file in the /tmp directory.
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The generated report can also be sent as an e-mail. More information can be called up
with the command in the script below.

shell> bin/otrs.Console.pl Maint::Stats::Generate --help

It usually does not make sense to generate reports manually via the command line, as the
statistics module has a convenient graphical user interface. However, generating reports
manually does make sense when combined with a cron job.

Imagine the following scenario: On the first day of every month, the heads of department
want to receive a report for the past month. By combining a cron job and command line
call the reports can be sent to them automatically by e-mail.

10. AvHaMmumyeckue lNMons
10.1. BBepeHue

OuHamMuyeckmne nons - 3TO cneuuvanbHbin Bugnonem B OTRS, co3paBaeMbix O
palvpeHns nepeyvyHa MHopMaUUnM, XpPaHUMOW B 3asBke unn cooblieHnun/3ameTke.
3TN NONSA He ABAATCA PUKCUPOBAHHBLIMU B CUCTEME U OHU MOSABAAITCS MOJIbKO Ha
onpeaesieHHbIX 3KpaHaX, OHM MOryT BbITb 06513aTeNIbHbIMU UK HET, N UX NMpeacTaB/ieHne
Ha 3KpaHe 3aBUCUT OT Tuna noJsd, 3af4aHHOro npu ux cosgaHun. Hanpumep, Noaa MoryT
coep>XXaTb TEKCT, AaTbl, HA6OP N3 HECKOJIbKNX BbIOpPaHHbIX 3HAYEHUA U T.A4.

Dynamic fields are the evolution of TicketFreeText, TicketFreeKey, TicketFreeTime, Article-
FreeText 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.

Tenepb, C NOSBAEHMEM AMHAMUYECKUX MONEN, 3TN OFpPaHNYEHUS CHATbI, Bbl MOXeTe
co3paBaTb Ntoboe KONMMYECTBO AMHAMUYECKUX MNOJSIen O 3as89BOK U cooblieHun. WU,
KpoMe TOoro, nHTtepgenc anasa ynpaBieHUS UMK, FOTOB K pPacCLUMPEHUIO OajibHENLeEero
NCMNOJIb30BaHMA TaKUX MOJIEM He TOJNIbKO OJ19 3a89BOK W COOOLEHW, HO 1 APpYrux
06bEKTOB CUCTEMbI, HaNpumep, 418 ynpaBJeHNAa N3MEHEHUAMN U NP.

DTOT HOBbIA NMHTEPKHENC ONUCAHNSA U YNPaBAEHUS AMHAMNUYECKMMW NOJSISIMU, NCMOJb3YeT
MOAOYJIbHYIO CTPYKTYPY, B KOTOPOM KaXXAblA TUMN OWHAMUYECKUX MOJIEN MOXKET
paccMaTpuMBaTbCA KaK AOMOJIHUTENbHbLIA MOAY/b O NHTepdEeNCca. ITO 03HAYAET, YTO
BCE MHOXXECTBO AMHAMNYECKUNX MONEN MOXKET OblTb MPOCTO pacLUMPEHO A5 Ny6/NYHbIX
moaynen OTRS, OTRS Feature Add-ons, nonb3oBaTeNbCKUX pa3paboTok u np.

B 3TOM penuse 4OCTYNHbI Cnefytoume Tunbl AUHaMUYECKNX MONEN:
» Text (ogHa CcTpoOKa TeKkcTa)

» Textarea (HECKOJIbKO CTPOK TEKCTa)

Checkbox
* BbinagatoLWwmnin CNNCcoK (eAUHCTBEHHbIN BbIBOP, HECKOJIbKO 3HAYEHWI)
* Multiselect (MHO)XXeCTBEHHbIN BbIBOP, HECKOJILKO 3HA4YeHUN)

e Date

Date / Time
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10.2. HacTpouka Cucrtembl

Mo ymon4daHuio, nepeBoHa4vanbHO ycTaHoBNeHHasa cnctema OTRS He coaepXnUT HUKaKMUX
ONHaMnyecknx nonen. Ecam Bbl MNnaaHMpyeTe UX WCNOJAb30OBaHWE [J19 3a8BOK U
coobuweHunin/3ameToK, BaM HeobxoommMo ux co3paTbh. llocne yCTaHOBKU HEKOTOPbIX
OONOJIHNTENbHbLIX MakeToB, Hanpumep, ITSM, B cucteMe nosABATCA CTaHOapPTHbIE
OVHaMnyeckue nons, Heobxoammele ons nx paboTsol.

HacTpolika AnHamMun4yeckKnx nosien pasgeneHa Ha ABe YacTu. [na co3faHns HOBbIX UK
yrnpaBaeHnsa paHee Co34aHHbIMN NOAAMKU nepengnTe no ccoiike "duHammnyeckme nons”
B MNaHenn AgMuHncTpaTopa. g ynpaBneHnsa Nnoka3om, 06493aTeNbHOCTbIO MoKa3a namn
CKPbITMEM MOJSIEN Ha KOHKPETHbIX 3KpaHax MCNoJsib3ynTe HacTporku KoHdurypaumm
cuctembl/SysConfig onsa aTnx sKpaHoOB.

10.2.1. JobaBneHue AAuHaMmuuyeckoro NMonsa

Click on the "Admin" button located in the navigation bar, then click on the "Dynamic
Fields" link inside "Ticket Settings" box located in the lower center of the screen. The
dynamic fields overview will display as follows:

Figure 4.81. DkpaH o630pa AMHAMU4YECKMUX Nosen nycrt

Dynamic Fields Management - Overview

Actions Dynamic Fields List

Ticket 2of2
NAME LABEL ORDER TYPE OBUJECT VALIDITY DELETE
ProcessManagementProcessiD Process 1 ProcessID Ticket valid

ProcessManagementActivitylD Activity 2 ActivitylD Ticket valid

Article

ObpaTuTe BHMMaHME, 4YTO BWUA 3KPaHa W3MEHUTCHA nMpu AobaBneHUN ANHAMUYECKUX
rnonen. OH TakXXe MOXET y>XXe UMEeTb HECKOJIbKO MOJIEN, eCnn Bbl MpoBenn obHoBNEHME
co cTapbix Bepcuit OTRS, B KOTOPbIX ANHAMUYECKMNE MOJA eLle He NCNoJib30Banancb. OHKU
Tenepb 3aMeHNN NnoHATMe CeoboaHble/[ononHuTensHble nons/FreeText fields.

Pazpen "[ldehcTtBma" B N1eBOM YacTW 3KpaHa Mo3BoNseT BbiOpaTb [Ba BapuaHTa

obbekTa ona nons: Article/3ameTka un Ticket/3asaBka, Ka)kabln U3 KOTOPbIX MMeeT CBOW
cobCcTBEHHbIN Habop 3Ha4YeHUIN TUMOB MOJIEN B BbiMaAatoWwmMxX CrNCKax.

Note

YCTaHOBKa HEKOTOpPbIX AOMOAHUTENbHbIX NakeToB OTRS MoXXeT npuBecTn K
nobasneHuto Tnnos o6bLeKTOB B pasgene "Oencteuna".

O6buwas npoueaypa o8 co3faHns ANHAMUYECKOro Mnons:

Click on the desired dynamic field object dropdown in the Actions side bar.

* BblibepnTe B CNUCKE M Ha>KMUTE Ha TUMN ANHAMMUYECKOro MoJsisi, KOTOpoe Bbl XOTUTE
nobaBuTh.

* HacTpowka

* COXpaHnTb.
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Aunanor HacTPOMKU ANHAMUYECKMX TMOoJieli pasfeseH Ha [OBe 4YacTu, BEepXHSAs 4acTb
ABnsieTca obLien NS BCeX NMosiel, a HUXKHSAS HYaCcTb MOXKET pa3indyaTbCs B 3aBMCUMOCTHU
OT TUMa OMHAMWNYECKOro MnoJsis.

Ob6LLMe HAaCTPOMKN ANHAMUYECKOro MNoss:

» HazBaHue: ObsizaTeNbHOE MoOJie, YHUKANbHOE, TONIbKO OYyKBbl M YWCia B KavyecTBe
AOMYCTUMbIX CMMBOJIOB.

3TO BHYTpPEHHEE MMSA MNoAs, UCMOoNb3yeMoe, Hanpumep, On8 Nokas3a WN CKpbITUA
NoJsis Ha OTAOEesbHbIX 3KpaHax. Jlloboe U3MeHeHne NMeHN nonsa (He pekoMeHayeTcs)
notpebyeT py4yHOro n3ameHeHus B NapameTpax "SysConfig", koTopble ccbiNaldTCa Ha
3TO nose.

* MeTka: ObsA3aTesibHoOe.

3To uMA, nop KOTOpPbIM MoJse 6y,n,eT NMOKa3aHO Ha TeX 3KpaHaX, Ha KOTOpPbIX OHO
aKTuBHO. OHO MOXeT bbITb nepeBeneHoO Ha gpryme A3blkn.

Note

MepeBoa MeTKN O0JXKeH ObITb Aob6aBneH B halin NnepeBoaa BPYUHYHO.
* Mopsanok Monen: O6s3aTenbHO.

OnpenensieT OTHOCUTESNIbHbLIN NOPAAOK, B KOTOpOM noss 6yayT oTobparkaTbCs Ha
3KpaHe, MO YMONYaHWIO Kak[oe HOBOE roJie 3aHMMaeT MOoCNefHI MNo3uULKnto,
n3MeHeHWe 3TOoro napameTpa OyneT BAMATL Ha MNOpPSAOK OTObGpakeHUs Apyrux
ANHAMUNYECKMX NoNen.

* Cpok pencteus: O6s3aTeNbHbINA.

He pencremTenbHOe AMHaMUYecKoe rnose He byneT oTobpakaTbCs Ha /loboM 3KpaHe,
HEe3aBUCUMO OT TOr0 Kakoe 3HaYeHWe yCTaHOBJIEHO B KOHMUIypaLun.

e Tun nonga: Oba3aTenbHoe, TONILKO AJIA YTEHUS.
MNMoka3biBaeT TeKyLMin BbIOpaHHbIA TUMN NONS.
* Tun Ob6bekTa: ObsA3aTesibHbIN, TONIbKO A1 YTEeHUs.

OT1obparkaeT 06s1aCcTb 4ENCTBUA OIS MONS.

Note

Ons nnnocTpaumm Ka>kAoro KOHKPETHOro napamMeTpa HaCTpPOMKM B HalleMm
npuMmepe 6ynet nobaBneHoO Heckosbko nosen. Ccbinku Ha 3Tu nons GyayT
YyNOMMHaTbCA B NOC/EAYIOWNX pa3aenax.

For the following examples all the dynamic fields will be created for the Ticket
object. If you need to create a dynamic field for Article object, just choose the field
from the Article dropdown list.

Table 4.6. B cuctemy byayt pobasneHbl cnepyiowime nons:

HasBaHue MeTKa Type

Monel Moe lNMone 1 Text

Mone2 Moe lMone 2 Textarea/0NNHHBIN TEKCT
Mone3 Moe MNone 3 Checkbox
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Ha3BaHue MeTka Type

Mone4 Moe Mone 4 Dropdown

Mone5 Moe lNone 5 Multiselect
(MHO>XeCTBEHHbI BbIOOP)

Mone6 Moe lNMone 6 Date

Mone7 My Field 7 Date / Time

10.2.2. HacTtpouka AuHaMmunyeckoro lNMona tuna Text
OnHaMmnyeckme TeKCTOBbIE NOJA NCMOJb3YIOTCA AN XPaHEHUSA NPOCTON CTPOKM.
HacTpolnkun guHaMmu4eckoro nonsa Tuna Text:

* 3HavyeHue rno ymonyaHuto: HeobsizaTenbHoe.

9T0 3HadeHue, KoTopoe O6ymeT oTobpakaTbCAd MO YMOJYAHUIO Ha 3SKpaHax
penakTupoBaHus (Hanpumep, New Phone Ticket/HoBas TenedoHHasa 3aaBka nan Ticket
Compose/Co3aaTbh OTBET).

* [Moka3aTb cCbINKy: Heobsa3zaTenbHoe.

Ecnn ycTtaHoBneHo, TO 3HaveHue nons 6ynet npeobpa3oBaHO B KJMKabenbHyto
CCbINIKY, KoTopas byaeT oTobparkaTbCa Ha 3KpaHe.

Hanpumep, ecnu "MokKa3saTb CCbIKY" ycTaHoBNEHHO B "http://www.otrs.com", Ha)KaTue
Ha 3arMoJIHEHHOE 3HAaYeHne NpMBEAET K OTKPbITUIO BEB-CTpaHuubl OTRS.

Note

The use of [% Data.NameX | uri %] in the Set link value, where NameX is the
name of the field, will add the field value as part of the link reference.

Figure 4.82. OKHO KOH¢dUrypauum luHaMmuuyeckoro nonsa Text

Dynamic Fields - Ticket: Add Text Field
Actions General
“« Go back to overview « Name:  Fieldi i

Text

% Label: My field 1
. Ticket

# Field order: 3

Text Field Settings

default

WWW,olrs.com

Submit or Cancel

10.2.3. HacTtpouka iImHaMmnuyeckoro lNMonsa Textarea

OunHammnyeckoe none Textarea mMcnosb3yeTcsa ONA XPaHEHUd CTPOK, COCTOAWMUX W3
HECKOJIbKNX JINHUN.
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HacTpolnkun guHamunyeckoro nonsa Textarea:
» Konn4yecTtBo cTpok: HeobsazaTensHoe, Llenoe.

Ncnonb3yeTcsa ond onpenesieHnsa BbICOThl MOJA HA CTPaHNLE pedakKTUpoBaHUA.
* KonnyecTtBo ctonbuos: HeobszaTensHoe, Llenoe.

3TO0 3HaYeHMe NCNOoJIb3yeTCa 414 3a4aHNA LWNPUHbBI NONA MPU peaaKTUPOBaHNN.
* 3Ha4yeHne no ymosydaHuio: HeobsazaTenbHoe.

9T0 3Ha4veHue 6ypeT oTobpakaTbCAa MO yMOAYaHMIO (MoXXeT OblTb TEKCTOM,
COCTOSILLUM U3 HECKOJIBKMX CTPOK).

Figure 4.83. OkHO KoOHdurypauum iIuHamuyeckoro nosia Textarea

Dynamic Fields - Ticket: Change Textarea Field
Actions General

Il Go back to overview # Name: Field2 valid

Textarea

« Label: My field2
. . Ticket

« Field order: 4

Textarea Field Settings

Submit or Cancel

10.2.4. KoHdurypauusa OAumHamuyeckoro NMona Checkbox

OnHamunyeckoe none Checkbox ucnonesyetcsa onsa xpaHeHus 3HadveHun true nnu false,
n3obpa>keHo Kak BblbpaHHbIM NN He BbIBpaHHbIN haXKoK.

HacTtponkun guHamunydeckoro nona Checkbox:

* 3Ha4vyeHune no ymosdaHuio: ObsasatensHoe.
JTO 3HayeHue, KoOTopoe OyneT nNOKasaHO MO YMOJYaHWIO Ha CTpaHuuax
penakTupoBaHusa (Hanpumep 3asBKa, CO34aHHasaA Ha OCHOBe TesiehOHHOro 3BOHKA),

3Ha4YeHUe No YMOJYaHWIO AN 3TOro noas HefoCTynHO AN Bbibopa U MOXeT
NPUHMMaTb 3HavYeHns BoibpaHo/Checked nnn Unchecked/He BbibpaHo.
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Figure 4.84. lnwanor HacTpouku luHamuyeckoro nonsa Checkbox

Dynamic Fields - Ticket: Add Checkbox Field
Actions General

‘ Go back to overview « Name: Field3 valid

characters. Checkbox

w Label: My field3
- Ticket

* Field order: 5

Chackbox Field Settings

Unchecked

Submit  or Cance

10.2.5. HacTtpouka ilmHamuuyeckoro NMonsa Dropdown
(Boinapawowumm CnNmcok)

IOvHamunyeckoe none Boinapatowmit Cnucok (Dropdown) ncnonb3yeTcsl OJsS XpaHeHUs
0JIHOI0 3HAYeHNs, KOTopoe BbibMpaeTCs U3 3aKPbLITOro CrncKa.

HacTpolnku guHamuydeckoro nons Dropdown:
* Bo3MOXXHble 3Ha4yeHus: ObsasaTenbHoe,

Cnunckok 3HadeHun ansa Bbibopa. Mpu nobaBsieHMM HOBOro 3HayeHs Heobxoanmo
yka3aTb K4 (BHYTpeHHee 3Ha4veHue) n 3HayvyeHue (3HayeHume, KoTopoe
oTobparkaeTcs).

* 3HaYeHUe no YMOJTHaHWNIO: Heobs3aTenbHoe.

3T0 3HayeHume bypeT oTobpa>keHO MO YMOMYaHMIO Ha CTpaHMUaX pedakTUpoBaHUA
(Hanpumep, Ha cTpaHuue 3asaBKW, CO3O4AaHHOW Ha OCHOBe TesiepOHHOro 3BOHKA MU
CTpaHuue co3gaHua 3asBKK), 3Ha4YeHUE MO yMONYaHMIO AS9 3TOro nossg - 3ajaeTcs
napamMeTpoM "3HayeHune No ymoa4aHu" n3 3agaHHOro CNUCKa 3HaYeHWNA.

» NobaBuTb NycToe 3HayeHn: ObsA3aTensHoe, (Aa / HeT).

Ecnn s3Ta onumsa BKJKOYEHa, 3a4aeTCA BO3MOXHOCTb A5 oTobparkeHunsa "-" B cnucke
BO3MOX>XHbIX 3HA4YeHWN, 3TO CrneymajibHoe 3Ha4vYeHue AN8 YKa3aHUsa Ha nycToe
3Ha4yeHwue.

* [epeBognMble 3HavyeHns: ObsasaTenbHoe, (Oa / HeT).

3TOT nNapamMeTp 3ajaeT BO3MOXHOCTb MNepeBOfa Ha fA3blK CUCTEMbl 3HaYeHWUn
3TOro nong. NMepeBoasaATCA TONbLKO OTOOpa>kaeMble 3Ha4YeHUs, BHYTPEHHUE 3Ha4YeHuns
He nopnexaTt nepesody. [epeBon nonen p[osKeH ObITb 3aHeCeH BPYYHYIO B
COOTBETCTBYIOLLNI MONb30BaTENbCKUA han nokanusauun. Ona pycckoro fA3blka -
ru_custom.pm.

» [Moka3aTb ccbiNKy: HeobsizaTenbHoe.

Ecnm ycTaHoBneHo, To 3Ha4veHue nons 6yaeT npeobpa3oBaHo B KJMKabenbHyto
CCblNIKY, KOTOopasa byaeT oTobparkaTbCa Ha 3KpaHe.

Hanpumep, ecnum "Moka3aTb CCbIIKY" ycTaHOBNEHHO B "http://www.otrs.com", HaxaTune
Ha 3amMoJIHEHHOE 3HaYeHue npmBeaeT K OTKPbITUIO BeB6-cTpaHuubl OTRS.
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Note

The use of [% Data.NameX | uri %] in the Set link value, where NameX is the
name of the field, will add the field value as part of the link reference.

Figure 4.85. OKHO HacTPpOMKMU AMHaMu4yeckoro nosia Dropdown

Dynamic Fields - Ticket: Add Dropdown Field
Actions General

4 Go back to overview « Name: Fieldd valid

Dropdown

* Label: My field 4
- Ticket

* Field order: €

Dropdown Field Settings

*Key: 1 *Value: Option 1 =]
*Key: 2 *Value: Option 2

]

*Key: 3 Value: Option 3 =

Submit  or Cance

10.2.6. KoHdurypaumsa AmHammnyeckoro NMona Multise-
lect (MHO>XKecTBeHHbIN BbIOOP)

OnHamnyeckoe none Multiselect NCroJib3yeTCqa ONna XpaHeEHNA HECKOJIbKNX 3Ha4YeHUN N3
3aaHHOro Crncka.

Hactponka OuHamumnyeckoro Monga Multiselect (MHo>xecTBeHHbIN BbI6OP):

* Bo3MoXKHble 3HavyeHus: Obs3aTenbHoeE.
Cnncok 3HayeHumn pna Bblibopa. Mpu pobaBneHUM HOBOrO 3Ha4YeHUA B CMUCOK,
Heobxoamnmo ykasaTb Koy (BHyTpeHHee 3Ha4YeHmne) n 3HavyeHne (3Ha4veHmne, KoTopoe
oTobparkaeTcs).

* 3Ha4yeHune no ymosidaHuio: HeobsAazaTenbHoe.
9T0 3HayeHume bypeT oTobpa>keHo MO YMOSIHaHMIO Ha CTpaHuUaxXx pedakTUpoBaHUSA
(HanpumMep, Ha CcTpaHuue 3asaBKK, CO3O4aHHOW Ha OCHOBe TesiepOHHOro 3BOHKA WU
CTpaHuue co3gaHua 3asaBKK), 3Ha4YeHMe Mo yMOYaHMIO AS9 3TOro nossg - 3ajaeTcs

napamMeTpoMm "3HayeHune rno ymoadaHuo" n3 3aaHHOro CN1uckKa 3Ha4eHun.

» NobaBuTb nycToe 3HavyeHn: ObA3aTensHoe, (Oa / HeT).
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Ecnn aTa onumsa BKJKOYEHa, 3a4aeTCa BO3SMOXKHOCTb Asa oTobpakeHua "-" B cnmucke
BO3MOXXHbIX 3HA4YeHWUW, 3TO CneuunasbHOe 3Ha4YeHMe AN9 YKa3aHua Ha nycToe
3Ha4yeHune.

MepeBoanmMeble 3HadeHUs: ObszaTensHoe, (Oa / HeT).

ITOT NapamMeTp 3afaeT BO3MOXXHOCTb MNepeBOfa Ha fA3blK CUCTEMblI 3HAYEHWUN
3TOro nons. MepeBogsaTCA TONMLKO OTOOpakaeMble 3Ha4YeHUs, BHYTPEHHNE 3HAYeHUS
He nopnexaT nepesody. [lepeBon nonen p[oJsXKeH ObITb 3aHeCEH BPYYHYHO B
COOTBETCTBYIOLWMN MNONb30BaTeNbCKMN dann nokanamsaumu. Ons pycckoro f3bika -
ru_custom.pm.

Figure 4.86. [Ouanor kKoHdpurypauum [AuHaMuyeckKkoro nons
Multiselect (MHO>XXecTBeHHbIN BbIOOP)

Dynamic Fields - Ticket: Add Multiselect Field
Actions General

4 Go back to overview * Name: Fields valid

Multiselect

* Label: My field 5
— Ticket

s is the name to be shown on the screens where the field

* Field order: 7

Multiselect Field Settings

*Key: A #Value: Option A =}

o]

*Key: B *Value: Option B

*Key: G *Value: Option G a

No.

No

No.

Note: ¥

Submit  or Cancel

10.2.7. HacTtpouka ilmHamunuyeckoro NMonsa Date

OunHamunyeckoe nosie Date ncnonb3lyertcsa onga xpaHeHus 3HaveHuns (deHb, Mecaub nlFoa).

HacTponkun anHamu4eckoro nosd Date (OaTa):

PasHuua pat no ymondaHuio: OnymoHanbHo, Lienoe.

KonnyecTtBo ceKkyHh (MOJIOXXUTENbHOE WANM OTpuuaTesibHOe 3HaydYeHue) Mexay
Tekywen gaton n BbibpaHon gaHToW, KOoTopoe ByaeT oTobparkaTbCA Ha CTpaHMUaX
pefakTUpOoBaHUA MO yMOJYaHMIO (HanpuMmep Ha cTpaHuue HoBas 3asiBKa Ha OCHOBe
TenedoHHOro 3BoHKa nam CosgaTb OTBET).

Define years period: Mandatory, (Yes / No).

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 npoLusioMm: OnumoHanbHO, NONIOXKUTESIbHOE LLesioe YMUCo.
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3a/laeT KONMYECTBO JIET B MPOLL/IOM OTHOCUTE/IbHO TEKYLLLEr0 AHS OJ15 0TObparkeHuns
npu Bbibope 13 cnucka Ans 3HavyeHus B nose Mog.

¢ JleT B 6byayuwem: OnumoHanbHo, MonoxxmntensHoe Lenoe.

3ajaeT KOJIMYecTBO JieT B 6y,£l,yl_l_l,eM,OTHOCI/ITeJ'IbHO TeKyllero gHsa, npu Bbl60pe
3Ha4YeHnda n3 Cnncka gns 0T06pa)KeHI/|ﬂ B none lroa.

* [MokasaTb cCblnKy: HeobsA3aTenbHoe.

Ecnn yctaHoBneHo, To 3HaveHue nons bypneT npeobpa3oBaHO B KAUKabesnbHYIO
CCblIKY, KOTopasa byneT oTobpa)kaTbCs Ha SKPaHe.

For example, if "Show link" is set to "http://www.otrs.com", clicking on the filed value
will make your browser to open the OTRS web page.

Note

The use of [% Data.NameX | uri %] in the Set link value, where NameX is the
name of the field will add the field value as part of the link reference.

Figure 4.87. OKHO HacTPOUKM AUHaAMU4YecKoro noss nona Date

Dynamic Fields - Ticket: Add Date Field
Actions General

. Go back to overview * Name: Field§ valid

Date

* Label: My field &
— Ticket

s active

* Field order: 8

Date Field Settings

Submit or Cance!

10.2.8. HacTtpouka AMHaMmunuyeckoro lNona Date / Time

OnHamnyeckoe none Date / Time uncnonb3yeTca ONS XpPaHEeHUA 3Ha4vYeHusa gdaTbhl Y
BpeMeHun (MnHyTa, Yac, leHb, Mecsay n ropn).

HacTponkun guHamunydeckoro nonsa Date / Time:

* PasHnuya pat no ymonyaHuio: OnumoHansHo, Llenoe.
Konnyectso ceKkyHh (MOsIOXXUTENbHOE WU OTpuuaTesibHoe 3HaydyeHue) Mexay
Tekywen gaTton n BbibpaHoW maHToOW, KOoTopoe ByaeT oTobparkaTbCA Ha CTpaHMUaX
pefakTUpPOBaHUA MO yMOJYaHMIO (HanpuMmep Ha cTpaHuue HoBas 3asiBKa Ha OCHOBe

TenedoHHOro 3BoHKa nnm CosgaTb OTBET).

» Define years period: Mandatory, (Yes / No).
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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:

* JleTB npowioMm: OnuwnoHanbHO, NONIOXKNTENIbHOE Lesioe Y1ucno.

3a/laeT KOIMYECTBO JIET B MPOLL/IOM OTHOCUTE/IbHO TEKYLLLEr0 AHS OJ15 0TObparkeHuns
npu Bbibope 13 cnucka Ans 3HavyeHus B nose Mog.

e JleT B 6byaywem: OnumoHanbHo, MNMonoxmntensHoe Lenoe.

3aflaeT KOJINYEeCTBO NleT B OyaylLleM,0THOCUTENIbHO TeKyLlero AHs, npu Bbibope
3Ha4YeHMs 13 CN1cKa OJs oTobparkeHus B nosie Foa.

* [MlokasaTb CcCbINKy: HeobsA3aTenbHoe.

Ecnn ycTtaHoBneHo, TO 3HaveHue nonsa bypgeT npeobpasoBaHO B KankabesnbHylo
CCbIIKY, KoTOopas byneTt oTobpa>kaTbCA Ha SKPaHe.

For example, if "Show link" is set to "http://www.otrs.com", clicking on the filed value
will make your browser to open the OTRS web page.

Note

The use of [% Data.NameX | uri %] in the Set link value, where NameX is the
name of the field will add the field value as part of the link reference.

Figure 4.88. lnanor HaCTpoukn auHaMmuyeckoro nona Date / Time

Dynamic Fields - Ticket: Add Date / Time Field
Actions General

4 Go back to overview « Name:  Field7? valid

Date / Time

* Label: My field 7
— Ticket

* Field order: 8

Date / Time Field Settings

Submit or Cance!

10.2.9. PepakTupoBaHue imHamun4yeckoro lNMons

CTpaHMU@ NpoCMOTPaA 3aMoJIHEHOrO AMHAMUYeckoro noss (C  npeablaywmmm
nprvMepaMn) A0JKHA BbIFNSOETh TaK:
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Figure 4.89. CtpaHuua npocMoTpa 3anoJIHEHOro AMHaMU4YecKoro
NoJiIA C TEeCTOBbIMU AAaHHbIMMU

Dy ic Fields M - Overview

Actions Dynamic Fields List

Ticket et
NAME LABEL ORDER TYPE OBJECT VALIDITY DELETE

ProcessID Ticket valid

ActivitylD Ticket valid

Text Ticket valid

ProcessManagementProcessID Process

ProcessManagementActivitylD Activity

Article Field1 My field 1
Field2 My field 2
Field3 My field 3
Field4 My field 4
Field5 My field 5
Fields My field 6
Field? My field 7

Textarea Ticket valid
Checkbox Ticket valid
Dropdown Ticket valid
Multisslect Ticket valid
Date. Ticket valid
Date / Time Ticket valid

Hint

© ® N s ® D

YT06bl WN3MEHUTb WK penakTnpoBaTtb AOUWHaMm4yeckoe noJsie, HYXHO WMETb
ornpeaesieHHbIM XOT4A 6bl 0OHO OMHaMU4Yeckoe MoJie, KOTOpOoEe HaxXxoOuTCAa B CrUNCKe
Bbl60pa ONHaMNYECKMX MoJsien Ha CTpaHumue npocMoTpa.

Note

He BCe HacCTpPOMKN AMHAMUYECKOro Nossa MOryT BbITb M3MeHeHbl, Tun Mona u Tmn
ObbekTa He MOryT ObiTb U3MEHEHDI.

He pekomeHAyeTC U3MEHATb BHYTPEHHee MMSA MoJsis, HO BHelHee Ha3BaHue/
MeTKa, MOXXeT ObiTb n3mMeHHo B Noboe BpeMs. ECnn Bbl BCE-TakKM U3MEHWUN
BHYTpeHHee wuMsA, Heobxoaommo u3MeHUTb B "SysConfig" BCe HacCTponku
CCblJlaloWmMecs Ha 3TO UMS, a TakXe B JINYHbIX HAaCTpOMKax areHTa (ecnm Tam
3afaHo).

10.2.10. OTtobpa>xeHue AmHaMmuueckoro NMonsa Ha
JKpaHe

EcTb oBa 06A3aTeNbHbIX ycnoBusa, KOTOpblie Heobxoa4nMOo BbINOJHUTL, YTOObI OTO6pa3I/ITb
ANHaMn4yeCcKoe noJjie Ha onpeneneHHbIX CTpaHnuax:

1. AnHaMmn4yeckoe nose A0JIKHO ObiTb OeNCTBUTENbHbIM

2. lnHaMnyeckoe rmone Q[OJ/HKHO ObiTb yCTaHoOBAeHO B 1 wmaM 2 Ha CTpaHuue C
HacTponkKamu.

CnepnynTe 3TUM waram 41o6bbl 0TO6pasnTb AMHAMUYECKOE NOJIE Ha dKpaHe

* YbeOouTecb 4TO 3HAYeHMe AUHAMUYECKOro MoJsisi YCTaHOBJIEHO MpaBubHO. YbeaunTcs
B MPaBWUJIbHOCTM 3HAYEHUA MOXKHO NMOCMOTPEB Ha CTPaHMLY NpocMoTpa. HemeaneHHo
OTpenaKkTUpynTe 3HavYeHne, 4Tobbl caenaTb ero NpaBuibHbLIM.

* OTkpounTe pasgen "SysConfig"/KoHdpurypaumsa cnctemsl Boibepute nogpasgen "Ticket"
13 BbiNajaloLero crncka B JIeBO BEpXHEN YacTu 3KpaHa - penm "Oenctems”.

Note

Bbl Takxe MoXeTe WCKaTb MNapaMeTpbl, WCMOJb3YyHOLINE KOHKPETHoe
OVHAMNYeCKoe MNoJie Yepe3 OKHO MOWCKa WKW, HernocpenCcTBEHHO MapaMeTp
"sysconfig", ecnn 3HaeTe ero HasBaHue.

* HanguTe noArpynny rnapaMeTpoB AJ1S dKpaHa, KOTOPbLIA NWETe U HaXXMUTEe Ha ero
Ha3BaHue. Hanpumep, "Frontend::Agent::Ticket::ViewPhoneNew".
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* [lonck napameTpa, HaMMeHOBaHMe KOTOPOro 3akaH4YuBaeTcs Ha "###DynamicField".
Hanpumep, "Ticket::Frontend::AgentTicketPhone###DynamicField".

* Ecnv napamMeTp NycToOn Uan He coaepXuT TpebyemMoro nMeHn guHaMm4eckoro nons,
HaXMnTe KHomky "+" n gobasbTe HeobxoguMyto Napy 3HavYeHUn. Hanpumep, Knwou:
Monel, ConepxxaHune: 1.

Ecnnm napamMeTp yXe COOepXUT onucaHue HYXHOro AMHAaMWYecKoro nons, TO
ybeaunTechb, 4To "Comep)xaHue" yctaHoBneHo B "1" gna ero otobpakeHus, nam "2",
4yTObblI CoenaTb ero obs3aTeNlbHbIM A5 BBOAA.

* Save the configuration by clicking on the "Update" button at the bottom of the screen
and navigate to the screen where you want the field to be displayed.

10.2.10.1. Noka3saTb NMpumMmepsbl

[anee nokasaHbl NpuMepbl HAaCTpPolrkK B "sysconfig" ona oTobpa>keHus uam CKpbITUS
nokasa AMHaMUYyecKux nonen Ha pasHbliX SKpaHax.

Example 4.22. AktusuposaTtb Field1l Ha cTpaHuue HoBas 3asaBKa Ha
OCHoBe TeNnie(pOHHOro 3BOHKa.

* [pynupoBaThk: 3asBKY
e Moarpynna: Frontend::Agent::Ticket::ViewPhoneNew
* HacTtpovika: Ticket::Frontend::AgentTicketPhone###DynamicField

e 3Ha4yeHune:

Kniou Content
Monel 1

Figure 4.90. Fieldl in New Phone Ticket Screen

Browse... Mo file selected.

open

00 Boa BFee Pen- 23 B as B

ror all pending 1es

3 normal

default

[ Create

Example 4.23. Cpenatb Fieldl Ha cTpaHuue npocMoTpa 3asfABKMU
co3paHHOM Ha Oase TenecdoHHoro 3soHka New Phone Ticket Screen
as mandatory.

* [pynupoBaTb: 3asBKY
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* MMoarpynna: Frontend::Agent::Ticket::ViewPhoneNew
* Hactporika: Ticket::Frontend::AgentTicketPhone###DynamicField

e 3Ha4YeHune:

Kniou Content
Monel 2

Figure 4.91. Fieldl in New Phone Ticket Screen as mandatory

Browse... No file selected.

open

01 BVos Baoe Ba- 23 B s B

Far all pending® states

3 normal

#* My field 1:  default

[« Create

Example 4.24. AKTUBUPOBaTb HECKOJIbKO MNOJIEW Ha CTpaHuue
npocMoMpa HoBbix TenedoHHbIX 3aABKO.

e [pyrninpoBaTb: 3a8BKY
* [Togrpynna: Frontend::Agent::Ticket::ViewPhoneNew
* Hactporika: Ticket::Frontend::AgentTicketPhone###DynamicField

e 3Ha4YeHune:

Kniou Content
Monel
Mone2
Mone3
Mone4d
Mone5
Mone6
Mone7

L I I = NSRS e
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Figure 4.92. Several fields in New Phone Ticket Screen as
mandatory

Browse... Nofile selected.
open

0 [ oa BV 2018 e - 23 Bk a5 |

For all pending* states.

3 normal

default

Any

value

Option 1

o B oz B zoe B
o B oz B0 Bes- 23 B 47 B

[ Create

Example 4.25. OTKAI0O4YMTbL HEKOTOpbIe NOoJIA Ha cTpaHuue HoBow
3asaBKM, CO3AaHHOMN Ha OCHoBe TeJsie(pOHHOro 3BOHKa.

* [pynupoBaTb: 3asBKY
» [logrpynna: Frontend::Agent::Ticket::ViewPhoneNew
* Hactporika: Ticket::Frontend::AgentTicketPhone###DynamicField

e 3Ha4yeHune:

Kniou Content
Monel

Mone2
Mone3
Mone4d
Mone5
Mone6

P O R O KFH O K

Mone7
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Figure 4.93. Some deactivated fields in New Phone Ticket Screen
as mandatory

Browse... MNo file selected.

T
-
0
=
4]

1

open

o1 BV os Bame Btn- 23 B 45 B

For all pending” states

[an
[an

Prio 3 normal
A W field 1 default
felc
fiele
My field 7 01 g 03 B 2006 QM - 23 B 53 B
L= ork units)
[w Create

Example 4.26. AktuBupoBaTtb none Fieldl Ha cTpaHuue npocMoTpa
noapobHon nHpopmauum o 3anBKe.

» [pynupoBaTh: 3a8BKY
* MMoarpynna: Frontend::Agent::Ticket::ViewZoom
* YcTaHoska: Ticket::Frontend::AgentTicketZoom# # #DynamicField

e 3Ha4yeHune:

Kniouy Content
Monel 1
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Figure 4.94. Fieldl in Ticket Zoom Screen

Pending Watch = Close | Miscellansous « - Move - B ¥ Ticket Information
Om
= =& 12/03/2015 23:58

= FROM SUBJECT CREATED 2 Carlos Garcia

[ Han Solo Test ticket 12/03/2015 23:58 open
lock

Created: 12/03/2015 23:58 by Carlos Garcia 3 normal
Junk
SWvIl
0
Carlos Garcia
Carlos Garcia
I My text on field 1 I
cle, yeu might need to press Ctrl or Cmd or Shift key while clicking the link (depending on your browser and OS). x

* Customner Information

Example 4.27. AktuBupoBaTtb none Fieldl Ha cTpaHuMue npocMoTpa
0606w eHHOn uHopMauum o 3asBKe.

* [pynupoBaThb: 3asBKY
* MMoarpynna: Frontend::Agent::TicketOverview

* Hactporika: Ticket::Frontend::OverviewSmall###DynamicField

e 3Ha4YeHune:

Kniou Content
Monel 1

Figure 4.95. Fieldl in Ticket Overview Small Screen

QueueView: Junk

My Queuss (2) Junk (1) Raw (1)
Available ticksts 1 o
1101 M L
TICKET# AAGE FROM / SUBJECT STATE LOCK QUEUE MY FIELD 1 OWNER CUSTOMERID
Han Solo
2016010354000013 11m open lock. Junk Carlos Garcia SWVI
Test ticket

ITO0T NnapameTp BAMsaeT Ha: Escalation View, Locked View, Queue View, Responsible View,
Status View, Service View n Watch View 0630pbl.
10.2.11. YcTaHOBKa 3Ha4YeHMA NO YMOJIYaHUIO C
noMmowubio Mmoaynsa Ticket Event

CobbiTne 3aaBku (Hanpumep TicketCreate) Mo)XeT Bbi3biIBaTb MHOXXECTBO 3HAYE€HUN 4NN
onpeesieHHOro Noss, ec/qin ero 3Ha4YeHue eLe A0 CMX NOp He YCTaHOBJIEHO.

Note

Mpyv MCNoNb30BaHUM 3Toro crnocoba, 3TO 3HAYeHME MO YMOJIYAHUIO He
oTobpaxkaeTcs Ha 3KpaHe (Hanpumep, Hoeas 3asBka Mo TenedoHy) um byaeT
NMPUCBOEHO MOCJ/Ie CO3aHNs 3aABKU.
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Ona  akTmBaumm  3TOM  BO3MOXHOCTM  HeobXxoOMMO  BKJIOYUTL  MNapaMeTp:
"Ticket::EventModulePost# # #TicketDynamicFieldDefault".

Example 4.28. AktuBupoBaTthb Fieldl B cobbiTum TicketCreate.
* [pynupoBaThb: 3asBKY
* MMoarpynna: Core::TicketDynamicFieldDefault

» Hactporika: Ticket::TicketDynamicFieldDefault###Elementl

Note

dTa HacTpoMka MoXeT ObITb ycTaHoBneHa B Jwbyio un3 16
Ticket::TicketDynamicFieldDefault# # #Element.

Ecnn Heobxooumo 3agaTtb 6onee 16 nonen, nonb3osaTenbCkmin XML dhann
no/mkeH 6biTb nomeweH B nanky $OTRS HOME/Kernel/Config/files pans
pacLLUMpPeHNs 3TON BO3MOXHOCTMU.

e 3Ha4YeHune:

Kniou Content
CobbiTHne TicketCreate
Ha3BaHue Monel
3HayeHune HOBOE 3Ha4yeHune

10.2.12. YCTAHOBUTb 3Ha4YeHUe NOo yMOJIYaHMIO ana
Monb3oBaTenbckux Hactpoek

3Ha4YeHne Mo YMOMYaHUK ONS OMHAMUYECKOro mnoas MoXeT ObiTb nepe3anncaHo
3HaYeHneM, onpeneneHHbIM Noib30BaTeNIeM, KOTOPOE XPaHMUTCA B MOJIb30BATEJIbCKUX
HacTponKax.

Mpn wncnonb3oBaHMM 3TOro cnocoba, 3HavyeHMe nNoAs MO yMONYaHuw 6ypert
MoKa3biBaTbCHA Ha BCEX 3dKpaHaXx, AJI9 KOTOPbIX OHO aKTUBMPOBAHO (€C/INM OHO yXXe He
NoJIy4nsio APYroro 3Ha4eHuns).

MapameTp "sysconfig" - "PreferencesGroups###DynamicField" pacnonoxeH B
noarpynne "Frontend::Agent::Preferences". B 3ToM napameTpe 3afaH Npumep TOro,
KaK Cco30aTb 3anncb A8 3KpaHa JIMYHbIX HAaCTPOMKEK areHTa crneunanbHOro 3Ha4YeHuns
Mo yMOJI4aHUIO ANA OWHAMWUYEKCKOro nons, nnsa m3bpaHHOro nosb3oBaTens. ITOT
napamMeTp uMeeT orpaHue4YeHwe - OH pa3pelwaeT 3afaTb 3Ha4YeHMe TOJIbKO ANA
oOHOro AuHamm4yeckoro nond. Ecnm sto TpebyeTca caenaTb ansa aAByx un 6onee
rnonemn, Heobxoammo cosfaTb cobcTBeHHbIN XML dann koHdurypaunm ansa nobasneHuns
OOMNONIHUTENbHbIX HAaCTPOEK, aHAIOMNYHbIX 3TON.

Note

Remember, if more settings are added in a new XML each
setting name needs to be unique in the system and differ-
ent than "PreferencesGroups###DynamicField". For example: Prefer-
encesGroups###101-DynamicField-Fieldl, PreferencesGroups###102-Dynam-
icField-Field2, PreferencesGroups###My-Fieldl, PreferencesGroups###My-
Field2, etc.
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Example 4.29. AktuBupoBatb none Fieldl Ha cTpaHuue
Monb3oBaTenbckue HacTpoukm.

* [pynupoBaTb: 3asBKY
* [logrpyna: Frontend::Agent::Preferences
» Hactporika: PreferencesGroups###101-DynamicField-Fieldl

e 3Ha4YeHune:

Kniou Content

CobbiTHne TicketCreate

AKTUBHbIN 1

Block Input

Mone Odpyrvne HacTponkmn

Data: [% Env("UserDynamicField Field1") %]
Knou: Moe lNone 1

MeTka: 3HayeHue no ymonyaHuio ana: My Field 1
Module: Kernel::Output::HTML::PreferencesGeneric
PrefKey: UserDynamicField_Field1

Prio: 7000

Figure 4.96. Fieldl in User preferences screen

Field 1

Update

11. Generic Interface

OTRS Generic Interface cocToMT M3MHOMOYPOBHEBOro WMHTepdenca, MNO3BOJAKOLIENO
OTRS B3auMopencTBoBaTb C APYrMMU CUCTEMaMu C MOMOLLbIO Beb-cepBMCOB. 3TO
B3aMMoOOeNCTBNE MOXET OblTb ABYHaMNpaBJIeHHOW:

* OTRS kak Provider: OTRS 3acTaBnseT CepBep OTC/EXNBATb 3arnpocCbl OT BHELUHEN

cuctembl, obpabaTbiBaTb MHGMOPMALNIO, BbIMOJHAS 3anpolUeHHoe OelcTBue, W
oTBeYaTb Ha 3anpoc.

* OTRS kak Requester: OTRS paboTaeT Kak KAWeHT, cobupatowmin nHhopmaumio,
nocblNiasi 3anpoc K BHelwHen cncteme, n 0XXnoaeT oTBETa.
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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.

Note

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.

MNepeyeHb Moaynen npepoctasnsembix Generic Interface noctaBnseTca BMmecTe
c OTRS n 6yneT o6HOBNEH WM YBEIMYEH C TEYEHMEM BPEMEHMN.

Figure 4.97. The graphical interface layers

OTRS
Generic Interface
[ Provider |
p v
| | Network Transport
SOAP REST
| | [son] [on] s
R
[Pic_=5
Service => int
Data Mapping
Simple Custom
RN KRN
| RegEx | |Fa|lback|
D I
. |ServicelD => 2
’IOperation Y (Invoker
Ticket Controller [ TicketSolMan Ticket Controller | | TicketSolMan
Controller Controller
CreateTicket CreateTicket Events
UpdateTicket TicketNagios UpdateTicket| TicketNagios
Controller Controller I Ev;nt
GelTicket GetTicket . { Requester |‘i Hat |< _______ [ Artictesend |
CloseTicket User Controller CloseTicket User Controller I
[ ] [ ] B k2
N I N
(‘Core Modules
Ticket | | User | | Group ‘ | Service | | SLA | ‘ Priority | | Type I:I
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11.1.1. TpaHcnopTHaa CeTb

This layer is responsible for the correct communication with the Remote System. It re-
ceives requests and generates responses when acting as provider, and generates re-
quests 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 In-
terface 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 daemon designed to process tasks
asynchronously).

11.1.2. OTtoOparkeHue 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 some-
thing 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.

11.1.3. KoHTponnep

Controllers are collections of similar Operations or Invokers. For example, a Ticket con-
troller might contain several standard ticket operations. Custom controllers can be im-
plemented, 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 Re-
mote 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. Onepaumsa (OTRS KakK 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 - 3anpawuBatowas ctopoHa (OTRS kak
3anpalwvBaloLLan 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
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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. NMNoTtok cBA3M Generic Interface

The Generic Interface has a defined flow to perform actions as a provider and as a re-
quester.

3TN NOTOKN OMUCAHbI HUXE:

11.2.1. OTRS kak lNocTaBLWUK

11.2.1.1. YpaneHHbIn 3anpoc:
1. HTTP-3anpoc
* OTRS nony4aeTt HTTP-3anpoc n nepefaeT ero 4epes ciaou.
* Moaynb npoBanfepa OTBEYaET 3a BbIMOJIHEHNE U yNpaBiieHne 3STUMN AeNCTBUSAMUN.
2. TpaHcnopTHasda CeTb

e CeTeBOMN TPAHCMOPTHbLIN MOAY/Nb OEKOAMPYET OaHHble 3anpoca n otaenset Nms
ornepaunn oT oCTasbHbIX OaHHbIX.

» HasBaHue onepaunn n oaHHble onepaunn 6yayT BO3BpaLLEHbl MOCTABLLMKY.
3. BHelHne faHHbIe

* [laHHble OTMNpaBJieHHbIe U3 yAa/IeHHON CUCTEeMbI (3TO He csion HGa3npyoLLMACS Ha
Moayne).

4. Mapping

» [laHHble Npeobpa3yoTcsa 3 opmaTta BHewHen Cnuctembl BO BHYTPEHHUI hopMaT
OaHHbix OTRS Tak, Kak 3TO yKa3aHO B KOH(Urypauwunm otobpakeHus nOjs 3Town
onepauuun (Mapping ansa Bxoaswmx gaHHbIX 3anpoca).

* [peobpa3zoBaHHbIE AaHHbIe BO3BpaLLatloTCsa 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.
* OcyLuecTBASIET KOHTPOJIb AOCTYNa nojsib3oBaTenen.

e BbiNnoNHAET OencTeue.

11.2.1.2. OTRS OTBerT:
1. Onepauuns
* Bo3BpalaeT pe3ybTuUpyloLmne aHHble NOCTaBLUMKY.
2. BHyTpeHHue [laHHble

» [laHHble BO3BpaLLlaeMble 13 onepaumu.
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3. Mapping

* The data is transformed back to the Remote system format as specified in the map-
ping configuration (Mapping for outgoing response data).

* [Npeobpa3oBaHHbIE AaHHble BO3BpPaLLatoTCst 06paTHO MOCTaBLLUMKY.
4. BHeuIHWe faHHble

e [laHHbIE I'IpeOGDBBOBaHbI M NoAroToBJIEHbI OANA NpuneMa TpchnopTHoM CeTblo KakK
OTBET.

5. TpaHcnopTHasa CeTb

* Mony4aeT fAaHHbIe y)Xe B hopMmaTe YaaneHHoN Cuctemslt.

» Co3paeT NpaBwibHbIA OTBET AJ15 3TOr0 TUMNa TPaHCNOPTHOW CeTu.
6. HTTP oTBeT

» OTBeT oTnpasnseTcsa obpaTHO KInNeHTy Beb-cepBuca.

* B cnydyae ownbkn, coobuieHne o6 owmnbke oTnpaBnseTcs yOaOoeHHON CUCTEME
(Hanpumep SOAP-ownbka, HTTP-owmnbka n T.4.).

11.2.2. OTRS Kak 3anpawLuMBaeMas CTOPOHa

11.2.2.1. OTRS 3anpoc:
1. O6bpaboTukun Event Trigger

B 3aBMCMMOCTM OT HaCTpoWku BebG-cepBuC onpenenset Oynet M 3anpoc
CYHXPOHHBIM UIN ACUHXPOHHbIM.

* CUHXPOHHbLIN

¢ 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 Daemon (by dele-
gating the request execution to the Scehduler Daemon, 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).
* In its next cycle the OTRS daemon 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. 3anpalumBatoLlian CTOpoHa
* [Mony4aeT gaHHbIE OT COBLITUNA.
* [lpoBepseT NoJsy4eHHble AaHHble (Mpu HeobxognmocTn).
* Bbi3BaTb MOAYN S4pa A5 AONONHEHUS AaHHbIX (Mpy HeEO6XoAUMOCTH).
* Bo3BpawaeT CTPYKTYpy QAOaHHbIX 3arnpoca wau oTnpasnsgeT curHan "OcTaHOBKa

cea3n" ans 3anpawmBatowlen CTOpoHbl (requester), 4ToObl KOPPEKTHO OTMEHUTb
3anpoc.
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3. BHyTpeHHne [aHHble

* [laHHblE MepenalnTCs OT 3anpalinBaloLLEN CTOPOHbI (3TO He C/I0O, OCHOBAHHbIN Ha
Monayne).

4. Mapping

* The data is transformed to the Remote system format as specified in the mapping
configuration (Mapping for outgoing response data).

* Y>xe npeobpa3oBaHHble AaHHble BO3BPallatloTCs 3anpalumBatowen CTopoHe.
5. BHeluHne faHHble

* [laHHble Npeobpa3oBaHbl U NOAFOTOB/IEHBLI A1 OTMPABKW yAaI€HHON CUCTEME.
6. TpaHcnopTHada CeTb

* Receives the remote operation name and the data already transformed to the Remote
System format from the requester.

» Co3paeT AeNCTBUTESbHbIN 3anpoc s TPaHCMNOPTHON CeTU.
* Sends the request to the remote system and waits for the response.
11.2.2.2. YpaneHHbin OTBeT
1. TpaHcNopTHasa ceTb
* MNMonyyaeT OTBET 1 LEKOOMPYET OaHHble 3ampoca.
* Bo3BpallaeT AaHHbIE 3anpallMBaioLLen CTOPOHE.
2. BHelHne gaHHbIe
» Data as received from the Remote System.
3. Mapping
» NlaHHble Npeobpa3yloTcsa n3 copmMmaTa BHELUHEN CUCTEMbI BO BHYTPEHHUA opmaT
daHHbix OTRS Tak, Kak 3TO yKa3aHO B KOHGurypauum otobpakeHns Oss 3Town
onepaunun (Mapping 415 BXOAAWMNX AaHHbIX OTKJIMKA).
* Y>xe npeobpa3oBaHHble AaHHbIE BO3BpalLlaoTca 3anpawmBatolien CTopoHe.
4. BHyTpeHHue [laHHble
* Data as transformed and ready to be passed back to the requester.
5. 3anpawwuBatouwas CTopoHa

* MonyyaeT BO3BpallaeMble AaHHbIE.

* Handles the data as needed specifically by each Invoker (included error handling if
any).

» Bo3BpaT pe3ynbTaTa 3anpoca 1 AaHHbIX 3anpallnBatolen CTOPOHE.
6. Event Handler or OTRS Daemon

* Receives the data from the Requester. In the case of the OTRS Daemon this data
might contain information to create a task in the future.

162



OTRS

Real Services

11.3. Beb-cepBuchli

Beb-cepBuchbl 3TO MeTO B3aMMOOENCTBUSA MeXAY ABYMS CACTEMaMU, B HalleM cly4ae,
OTRS u yoaneHHon cuctemon/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).

Generic Interface - 3TO WMHCTPYMeHT, KOTOpPbLIN MNO3BoNAeT co3faBaTb Web-cepBuchl
nna OTRS npeponpegeneHHbiMm 06pa3oM, MCMNOJIb3ys y)Xe roToBble 670KKM, KOTOpble
He3aBUCUMbI ApYr OT Apyra 1 B3aMO3aMeHSAEMbI.

11.4. N'padpmyeckun nurepdpenc Bedb-cepsuca

pacmnyeckmn nosb3oBaTeNnbCkUn UHTepdenc (GUI) asnseTcsd TeM MWHCTPYMEHTOM,
KOTOPbLI NO3BOJISET CO34aBaTh CNOXKHbIE HACTPONKK BeB-cepBUCa B APY)KECTBEHHON U
NMpUATHOW cpene nHTepgenca. OH No3BONAET:

* Co3pnaHune n YganmHen seb-cepsmcon

* MnopTupoBaTb U IKCNOPTUPOBaATb HacTpoukn (B ¢dopmate YAML) ans
CyLlecTByOLWMX Be6-cepBmCoB.

* [lpocMaTpuBaTh, Bo3BpallaTbCa U DKCMOPTUPOBATL YCTapeBLUNE KOHPUTypaLUOHHbIe
napamMmeTpbl 419 CYLLEeCTBYOLWNX Be6-CepBMCOB Ha CTPaHULLE UCTOPUN KOHUIYpaLLMN.

* OTCnexuBaTb BCe COObOLLIEHNSA XYpPHaa ANs Ka)XA0ro U3 Beb-cepBMCOB Ha CTpaHuLe
OTnapgyuka.

11.4.1. O630p Beb-untepcenca

Ccbinka  "Beb-Cepsuchl/Web  Services" Ha rnaBHOM  3KpaHe  uHTepdenca
agMunHuncTpaTopa (MaHenn AgMMHNCTPaTOpPa) OCYLLEeCTBAAET nepexon K 3kpaHy ob63opa
Beb-cepBMCOB, C MOMOLLbID KOTOPOro, Bbl MOXETEe ynpaBaATb WX HacTpoMKamu. Bbl
MoXXeTe }J,06aBJ'IF|Tb HOBble NJIN U3MEHATb HaCTpOVIKVI CywiecCTByOLWNX Ha 3TOM 3KpaHe.

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).

Note

YT106blI Cco34aTb HOBbIN Beb-cepBUC, Ha)XMUTe KHoMKy "HobaBnTb Beb-cepsuc",
BBEeOMTE BCe HeobxoOnMbl AaHHbIe.

Figure 4.98. Web services overview

Genericlnterface Web Service Management - Overview

You are here: Web Services

Actions Web Service List

[ +] Add web service NAME DESCRIPTION REMOTE SYSTEM PROVIDER TRANSPORT REQUESTER TRANSPORT VALIDITY
Webservice one First webservice Any description HTTP::SOAP HTTP::SOAP valid

Webservice two valid
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11.4.2. NobaButb Beb CepBuc

EOVHCTBEHHOE MnoJie B 3TOM 4YacTu - 3To "Mma" Beb-cepBuca, KOTOpoe AO/HKHO ObiTb
YHUKaJIbHbIM B CUCTEME N He MOXKET BbITb MyCTbIM. OCTasibHble MOoAA TakXe HeobXoaAnMbI
019 HACTPONKKN, Takne Kak "YposeHb oTnagku/Debug Threshold" v "OencrtButensHocTh",
HO 3T NOJNA Y>XKe 3aMnoJIHEHbI 3HAYEHUSAMIN MO YMOJIYaHUIO, A8 Ka)KA0ro crucka.

3Ha4veHmneM no ymoadaHuto ond nonsa "YposeHb otnagkn/Debug Threshold" asnaeTca "de-
bug". Kaxxgoe nocnepytouiee 3HadeHue "YposeHb oTnagkn/Debug Threshold" asnseTcsa

Bbonee cTtpornm n otbpackiBaeT XKXypHanbl CBA3N 6osiee HU3KOro nopsgka, 4em TO, 4TO
YyCTaHOBJIEHO B CUCTEME paHee.

OTnapka ypoBHen (OT HWKHUX K BEPXHUM)
e OTnanka

* NHhopmaums

e YBegomMmneHume

* Owwnbka

Takxe eCTb BO3MOXHOCTb OnpenennTb MPOTOKOA TpaHcnopTHonm ceTn anga "OTRS kak
MocTtaswmka" n "OTRS Kak 3anpawwmBaemyto CTopoHy".

Ha>xmuTe KHomMKy "CoxHaHWUTb", 4TOOblI 3aperncTpupoBaTb HOBbI Beb-cepBmuc B Hase
OaHHbIX NN KHOMKY "OTMeHUTL" 4T0bbl OTMEHUTL 3TY OMepauuio.

Ecnm y Bac yxe uMmeeTcs (ann KoHdurypaumm Beb-cepBmncoB B opmaTe YAML, Bbl
MOXXeTe MMNOPTUPOBaTb €ro, Ha>kaB Ha KHoMKy "lMnopTupoBaTb Beb-cepBuC" cnesa
Ha 3KpaHe. Ona panbHenwen nHhpopmauum ob nmnopte Beb-cepsucoB obpaTmtechb K
cnepytowien cekumn "MsmeHeHne Beb-cepsncos/Web Service Change".

Note

Ha>kmnTe Ha MMA Beb-cepBuCa Ha CTpaHMLE NMPOCMOTPa H4TOObl M3MEHUTbL UK
nobasnTb 6onbLe anemeHTOB BebB-cepBUCy.
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Figure 4.99. Web services add

Genericinterface Web Service Management - Add

You are here: Web Services New Web service
Actions General
‘. Go to averview + Name: Debug
£ Import web service valid
Hint

w OTRS as provider

OTRS offers web services which are used by remote systems.

Settings.

Operations
Operations are individual system functions which remote systems can reques
NAME DESCRIPTION CONTROLLER INBOUND MAPPING OUTBOUND MAPPING
No data found.

w OTRS as requester

Settings

Invokers

NAME DESCRIPTION CONTROLLER INBOUND MAPPING OUTBOUND MAPPING
No data found.

Save

Save or Cancel

11.4.3. N3MmeHeHuAa Beb-cepBuUca:

Ha 3ToM 3KpaHe uMeeTCca MOoJIHbIA Habop Mo ynpaB/eHU KaXAoW YacTbio Beb-
cepsuca. CneBa, B KoJIOHKe "[lencTBma" Bbl HANAETE HECKOJIbKO KHOMOK, MO3BOASIOLLNX
BbIMOJIHUTb BCE AOCTYMHbIE AENCTBUA Hald Be6-cepBMCOM:

» KnoHupoBaHune Beb-cepsBuca.
* dKcnopTnpoBaTb Beb-cepBUC.
* iImnopTuposaTb Beb-cepBuC.
* NcTopusa KoHpUurypauumu.

* Ypanntb Beb-cepBuc.

e OTnagyuk.

Note

Mepexon kK "WUcTtopma KoHpurypauum" mn "OTnagymk" npuBeneT K OTKPbITUIO
pa3INYHbIX CTPaHWUL,.

11.4.3.1. KnoHupoBaHue Beb-cepBuca:

Ona knoHmpoBaHus Beb-CcepBMCa HeobBXOAMMO HaXkaTb KHOMKY "KnoHuMpoBaTb Beb-
cepBuc", NOSIBUTCA [AWANIOrOBOE OKHO, B KOTOPOM MOXXHO WCMNOJb30BaTb WUMA MO
YMOJTHaHUIO UM Ke YCTaHOBUTb HOBOE UMA A4 (KnoHupyemoro) seb-cepsuca.

Note

3anoMHuUTEe Ha3BaHue Beb-cepBUCa OO/KHO ObiTb YHUKaNbHbIM O1A BCEWN
CUCTEMBI.
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Ha>xmnTe kHOMKy "KnoHupoBaTb" 4Tobbl co3pnaTb Konuio Beb-cepBuMCa WM KHOMKY
"OTMeHUTb!", 4TOObI 3aKPbITb ANAIOrOBOE OKHO.

Figure 4.100. KnoHupoBaHue Beb-cepBuca

Clone webservice

*Name: Webservice one-1451888678458

The name must be unique.

Clone = Cancel

11.4.3.2. 3kcnopT Beb-cepBMuca

KHonka "3KcnopT Beb-cepBuca/Export web service" OaeT BO3MOXXHOCTb BbIFPY3uUTb
KoH(Urypauuio Tekyulero Beb-cepsuca B ann dopmata YAML, ana 3arpysku ero
N coxpaHeHus B halioBON CUCTEME. DTO MOXET ObiTb 0COOEHHO MONE3HO, ec/Nn Bbl
XeslaeTe nepeHecTy Beb cepBMUC C OQHOIO CepBepa Ha APYrown, K MpuMepy, U3 TecTopon
cpenbl B pabouyio.

Warning

Bce coxpaHeHHble Maposin B HAacTpPorKax Beb-cepBmca ByayT sKCMOPTUPOBaHbI B
Buae obbIYHOrO TekcTa.

Cpa3y »Ke nocsie Ha)KaTusa KHOMKK "DKCnopT Beb-cepBmca" nmosaBMTCS AMasioOroBOE OKHO
coxpaHeHus, Ha nonobe Toro, KOTopoe MOABAAETCA KOraa Bbl HaxXMMaeTe B Bpaysepe
CCbIJIKY COXPaHUTb.

Note

Kaxkabin 6pay3ep B Ka)K4on ornepaunoHHON CUCTEME UMeeT CBOUN COBCTBEHHbIe
3KpaHbl Ananora npu coxpaHeHuu n nx sua. B 3aBucnmmocTun ot bpaysepa u ero
HacTpOEeK, BO3MOXXEeH BapuaHT, Korga AuJor npu coxpaHeHun He oTobparkaeTcs
1 hans CoOXpaHAeTCs B KaTasiore no yMosi4aHuto gnsa sawien ansioBon CUCTEMBI.
ObpaTuTech K K 4OKMeHTauun Ha bpaysep o9 YTOYHEHUS 3TUX MOMEHTOB.
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Figure 4.101. Web services export

Genericlnterface Web Service Management - Change

You are here:

Web Services Webservice one

Actions General
4 Go to overview * Name: Webservice one Deb
@) Clone web service [ ] Opening Webservice one.yml|
< Export web service Rer You have chosen to open:
N Webservice one.yml
&2 Import web service hich
which is: TXT file (213 bytes
v OTRS as p X ( ytes)
(0] Configuration history from: http://localhost
@ T ETTD Inprovider m@l  What should Firefox do with this file?
Settings .
b 13 Debugger Open with  Choose...
© save File
Hint Operations Do this automatically for files like this from now on.
After you save the configuration you will be Operations arg
redirected again to the edit screen. )
NAME Cancel Ok INBOUND MAPPI

If you want to return to overview please click
the "Go to overview" button.

No data four

11.4.3.3. UMmnopT Beb-cepBuca:

[
Add Operation:

Onsa 3arpy3km wumetowterocsa YAML cpanna kKoHdpurypauum Beb-cepBuca TpebyeTtcs
NCcnosib3oBaHne QyHKUUN nMnopTa. HaxxmuTe KHOMKY "UmnopT Beb6-cepBuca”, Hangnte

HY>KHbIA (hainl NN YKaXKUTeE MOJHbIA NyTb K HEMY B OKHE BBOAA

Haxxmute KHonKy "MMnopT" 4To6bl CO3AaTbh HOBLIA Beb-cepBUC C halinla UK KHOMKY
"OTMEHUTL" 4TOObI 3aKpPbITb AMa/IOrOBOE OKHO.

Note

Nms Beb-cepBunca byaeT B3ATO U3 MMEHW KOHMUIypaLUNOHHOro cainia (Hanpmep,
ecnn nma danna MyWebservice.yml, To nma Beb-cepsuca bynet - MyWebser-
vice). Ecnm B cuceme yxXe 3apeructpupoBaH BeO-CEPBUC C TakMM WMEHEM,
CUCTeMa OTKPOET 3KpaH naMmeHeHus Beb-cepaunca, 4YTobbl Bbl MOr I MOMEHSATb UMS

nMnopTupyemoro Beb-cepsuca.
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Figure 4.102. Web services import

Import webservice

* Configuration File: Browse... Mo file selected.

The file must be a valid web service configuration
YAML file.

Import Cancel

11.4.3.4. Actopuna Beb-cepBuca

Kaxxgoe nsMmeHeHue HacTpoek Beb-cepBuca nopoxaaeT HOBYIO 3anncb B UctTopumn seb-
cepBuca (Tuna XXypHasna). 3kpaH nctopum seb-cepsrca otobparkaeT CNCOK BCEX BEPCUIA
KoHurypauum ana seb-cepsuca. Kaxxgasa ctpoka (Bepcus) B "IicTopum KoHurypaumnm"
npeAcTaBnsSeT O4HO N3MEHEHMe B UCTopun Beb-cepBUca.

HakaTne Ha KOHKPETHYI CTPOKY MPUBOAUT K MOKa3y BCEW KOHduUrypauum Ha
KOHKpeTHYI0 gaTy/Bpems. KoHdurypauma otobpaxkaeTtca B cekuum "LeTtann ncropmmn"
Ha 3TOM 3KpaHe. Ha 3TOM 3KpaHe Bbl Tak)XXe MMeeTe BO3MOXKHOCTb 3KCMOPTUPOBaTb
BbIOpaHHYIO Bepcuio KoHGUrypauum Beb-cepBuMcCa WM BOCCTAHOBUTbL 3Ty BEpCUIO,
cLenaB ee TeKyLlen.

"9KkcnopTupoBaTb HacTponku Beb-cepBuca" BedeT cebs TOYHO TakK XKe Kak
"9kcnopTupoBaTb Beb-cepsuc". Ona 6onee nogpobHon mHbopmauum obpaTuTecb K
3TOMYy pa3feny.

Ecnu coenaHHble n3MeHeHUs B KOHGUrypauum sBeb-cepsnca NnpMBoOASAT K HENPABUJIbHbIM
pe3synbTaTaM M WUCNPaBUTb BPYYHYIO CAeflaHHble N3MeHeHUA 3aTPYyOHUTEeNbHO, Bbl
MOXXeTe Ha)KaTb Ha KHOMKY "BepHyTb KOHUrypauuto seb-cepsuca". Haxxatue npusegert
K OTKPbITUIO AManoroBoro okHa C BONPOCOM, AENCTBUTENLHO 1N Bbl XKeNlaeTe BEPHYTbCA
K npeabiayuwen sepcun. Haxxmute Ha KHOMKY "BepHyTb KOHurypauuto seb-cepsuca”
B 9TOM OKHe A1 3aMeHbl TeKyLlen KoHPUrypauum BelbpaHHOM BEpCUEN NN HAaXKMUTE
"OTMeHUTB" 019 3aKPbITUSA OKHa.

Warning

MOMHUTE, YTO BCE MapOJIN COXPaHEHHble B KOHpUrypauun seb-cepsuca byayt
3KCMOPTMPOBATLCS B BUAE 00bIYHOrO TEKCTA.

Please be careful when you restore a configuration because this process is irre-
versible.
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Figure 4.103. Web service history

Genericinterface Configuration History for Web Service Webservice one

You are here: Web Services
Actions

4 Go back to Web Service
Hint

Webservice one History

Configuration History List

VERSION CREATE TIME

1 2016-01-04 14:25:30
10 2016-01-04 14:25:26
9 2016-01-04 14:25:13
8 2016-01-04 14:25:10
7 2016-01-04 14:24:54

Select a single configuration version to see its dtails

History Details: Version 11, 2016-01-04 14:25:30
Export web service configuration | Restore web service configuration

Debugger:
DebugThreshold: debug
TestMode: '0'
Description: First webservice
Provider:
Operation:
CreateTicket:
Description: '
MappingInbound: {}
MappingOutbound:
Type: Ticket::TicketCreate
GetTicket:
Description: '’
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketGet
searchTicket:
Description: '’
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketSearch
UpdateTickets
Description: ''
MappingInbound: {}
MappingOutbound:
Type: Ticket::TicketUpdate
Transport:
Config:
Authentication: {}
Type: HTTP::SOAP
RemoteSystem: Any description
Requester:
Transport:
Config:
Authentication: {}
Type: HTTE::REST

11.4.3.5. YpaneHue Beb-cepBuca

MNHoroa Bo3HMKaeT Heo6XoOMMOCTb yOannTb Beb-cepBMC NONHOCTLIO. 119 3TOro MOXKHO
HaXaTb KHOMKYy "YgannTb Beb-cepBucC", NOSBUTCSH OMaJIOrOBOE OKHO C BOMPOCOM O
nonTBep>XAeHUU onepavyun.

KnnkHUTe Ha KHomky "YmpanuTbh" 4T0oBbl MoOTBEpAMTbL yaasneHune Beb-cepBuca mam
KHOMKY "OTMeHNTL" 4TObObl 3aKPbITb AMa/IOFOBOE OKHO.

Warning

Onepauns ypaneHns Beb-cepBMca He MOXXET ObiTb OTMEHEHa, MNoXKanywncTa,
6yaobTe BHUMaATESNbHbI MPU yaaneHun seb-cepBnCoB.
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Figure 4.104. YpaneHue Beb-cepBuca

Delete webservice

vant to delete this web service?

Cancel Delete

11.4.3.6. OTnap4yuk Beb-cepBuca:

OTnagymK XpaHUT >KypHan Be6-cepB|/|ca. Ha cTpaHuue oTnajg4ynmka MOXHO cneguTb 3a
BCEMU CBA3AMN Be6-cepBepa, Korga oH pa60TaeT B POJIn NOCTaBLLMKa U nony4vaTend.

Korna oTobpa)kaeTcsl 3Ta CTpaHMLa HaYMHaeT 3arpy>xaTbCa CMUCOK 3anpocos. Mocne
TOr0 Kak CMMCoK ByaeT MOJSIHOCTb 3arpy>XeH, MOXXHO BbiGpaTb OAHY M3 CTPOK (4TO
03Ha4YaeT MocsieloBaTeNbLHOCTb CBA3EN) U NPOCMOTPEThL NoApPobHI0 MHDopMaLuio. ITa
NHopmauma byneT oTobpakaTbCa BO BCMJILIBAIOLLIEM OKHE HUXKE.

MO>XXHO CY3UTb CMMCOK UCMONb3ys MUALTP B MPaBON 4acTU CTpaHuLbl. OUAbTPALNIO
MO>XHO MPOU3BOAUTL MO:

e Tun cBA3M (NOCTaBLWUK UK 3anpallBaeMasi CTOpoHa)
e laTa: 0o 1/ nnu nocne onpeaeseHHoON oaThl

e YpaneHHbin IP-agpec

¢ A combination of all

Mocne Toro Kak HaCTPOMKM hubTpPa 3aBepLUeHbl, HaXXMUTe KHOMKY "OBHOBUTL" 1 HOBLIN
CMUCOK, OTBeYalLWnii Banum Kputepumsam byneTt oTobparkeH.

Note

B 3aBUCMMOCTW OT KPUTEPUEB NONCKA YCTAHOBNEHbIX B (OUJIbTPE, HOBbIA MOUCK
MOXKeT BEPHYTb MyCTOWN CMNCOK.

B neBol 4acTu 3kpaHa, nop ¢penmMoMm [eNCTBUA, Bbl MoXeTe BbibpaTb "BepHyTbcs
K Beb-cepBUCY" MM OYUCTUTB XKYpPHas OTAaAKW, HaKaTUeM Ha KHOMKy "O4mctuTtb".
Mpyn 3TOM OTKpOEeTCsa AOuasioroBOe OKHO, rae BacC MOMpocAT MOATBEPAUTb OYUCTKY
XXypHana. Haxxmute "O4nctnTte" B AMaSIOrOBOM OKHE AJ15 BbIMOJHEHWUSA 3TOro AeNCTBUSA
nnm "OTMeHNTL" ON4 3aKpbITUA guanora.

B pa3znene "MogpobHocTy 3anpoca" MOXKHO NpoCcMaTpmMBaTb NOAPOOHYI0 MHOopMaL Mo O
KOMYHUKaunKn. 3aeCb MOXXHO C/IeANTb 3a NOJIHLIM MOTOKOM M NPOBEPSATL BCEBO3MOXHbIE
ownbkn nam nogTeep>KaTh yCnelHble 0TBEThI.
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Figure 4.105. Web service debugger

Genericinterface Debugger for Web Service WebserviceOne

You are here: Web Senvices WebserviceOne Debugger
Actions Request List

« Go back to web service Provider 2016-01-04 19:08:51 127.0.01
Provider 2016-01-04 19:10:57 127.0.04

g S Provider 2016-01-04 19:11:20 127,001 o1 K3 B 2015 K
Provider 2016-01-04 19:11:20 127.0.04 ot B os B 206 B
Provider 2016-01-04 19:13:36 127.0.04
Provider 2016-01-04 19:14:14 127.0.04

Select a single request to see its detalls. 10
£ Refresh

Request Details

» Communication sequence started (2016-01-04 19:14:14, debug)

w Received data by provider from remote system (2016-01-04 19:14:14, debug)

<scapenv:Envelope xmlns:soapenv="http://schemas.xmlsoap.org/scap/envelope/" xmlns:tic="http://www.otrs.org/TicketConnector/">
<goapenv:Header/>
<soapenv:Body>
<tic:TicketGet>
<!--You have a CHOICE of the next 3 items at this level-->
<1--Optionals-->
<UserLogin></UserLogin>
<i--Opticnal:-->
<CustomertUserLogins?</CustomerUserLogin>
<1--Optional:-->
<SessionID>14319y84 100 / ionID>
<ChallengeToken>LOJUKORGSTEKDWYQThS zTNr Lde¥QGByg</ChallengeToken>
<1--Optional:-->
<Password>test</Password>
<1--1 or more repetitions:-->
<TicketID>1</TicketID>

<OperationType>TicketGet</OperationType>
<1--Opticnal:-—>
«Dynamicrields>?</DynamicFields>
<l--Opticnalz-->
<Extended>?</Extended>
<1--Optionals-->
<AllArticles>?</AllArticles>
<l--Opticnalz-->
<ArticlesenderType>?</ArticlesenderType>
<l--Opticnalz-->
<ArticleOrder>?</ArticleOrder>
<1--Optionali-->
<ArticleLimit>?</ArticleLimit>
<l--Opticnalz-->
<Attachments>?</Attachments>

</tic:TicketGet>
</soapenv:Body>
</soapenv:Envelope>

» Detected operation ‘TicketGet' (2016-01-04 19:14:14, debug)

No data provided

* Incoming data before mapping (2016-01-04 19:14:14, debug)
$VARL = {
‘AllArticles' => '2',
‘ArticleLimit' => '?',
'ArticleOrder' => '2',
‘ArticleSenderType' => '2',
‘attachments' => '2',
'ChallengeToken' => 'LOJUKORgST6KDWYQIhSzTNrLdevQGlyg',
‘CustomerUserLogin' => '2',
‘DynamicFields' => '?',
'Extended’ => '?',
‘OperationType' => 'TicketGet',
‘Password' => 'test’,
‘SessionID' => '143j19yB4EBWLGCRSEVCSBLUONGKaeRPX ',
‘TicketID' => '1°,
‘UserLogin' => '
+i

» Outgoing data before mapping (2016-01-04 19:14:15, debug)

* Retuming provider data to remote system (HTTP Code: 200) (2016-01-04 19:14:15, debug)

<7xml version='1.0" encoding="UTF-8"?><soap:Envelope soap:encodingsStyle='http://schemas.xmlsoap.org/soap/encoding/" xmlns:soap="htt]

11.4.3.7. N3MeHeHMe HacTpoeK Beb-cny>XXobl

Bo3BpaTMBLUNCL Ha 3KpaH N3MeHeHus, nepenaem K 0630py NpaBon ero 4acTu. 34ech Bbl
nMeeTe BO3MOXHOCTb U3MEHNTbL BCE OCHOBHbIE AaHHble Beb-cepBuCa, Takne Kak nums,
YPOBEHb OTNaAKu 1 T.4. TakXXe, 3eCb, HUXKe, UMeloTCH elle ABe CeKLUUM no3sonsatoLme
N3MEeHUTb CreunanbHble NnapamMmeTpbl oasa Tuna ceasm "OTRS kak nposangep" n "OTRS
Kak nony4vartesnb".

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
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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.

"OTRS Kak 3anpaluMBatolilas CTOPOHA" OYEeHb MOXOXX Ha MpeablayLliMin, HO BMECTO
"onepauyunn" 3pecb MoxxHo nobaBuTb invokers

Haxxmute KHonky "CoxpaHuTb" O/ COXPaHEHUS U NPOAOSIKEHUS HaCTPOWKKM Beb-
cepBuca. "CoxpaHnTb U NPOAO/IKUTL" - OJ19 COXPAaHEHWS N BO3BPaTa B OKHO 0630pa Beb-
cepBucoB, nam "OTMeHUTb" ON9 OTMEHbI, CAENIaHHbIX Ha 3TOM YPOBHE, U3MEHEHUN 1
BO3BpaTa K OKHY 0630pa Beb-cepBMCOB.

Figure 4.106. Web services change

Genericinterface Web Service Management - Change
You are here: Web Services Webservice one

Actions General

4 Go to averview » Name: Webservice one Debug
(7] Clone web service First webservice valid
& Export web service Any description
X Import web service

« OTRS as provider
(] Configuration history
In provider mede, OTRS offers web services which are used by remote systems.
7] Delete web service ' pre! " 8 ; “ : oy femo "
Settings
A Debugger
HTTPZSOAP Contigure
v Operations
Operations are individual system functions which remote systems can request
NAME DESCRIPTION CONTROLLER INBOUND MAPPING OUTBOUND MAPPING
CreateTickst S Ticket::TicketCreate
GetTicket = Ticket::TicketGet
SearchTicket S Ticket::TicketSearch
UpdateTicket - Ticket::TicketUpdate

« OTRS as requester

Settings
HTTP:REST Configure
Invokers

Invokers prepare data for a request to a remote web service, and process ts response data

NAME DESCRIPTION CONTROLLER INBOUND MAPPING OUTBOUND MAPPING
No data found.

Save

Save or Saveand finish or Cancel

Note

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.

"CoxpaHnTb N 3aKOH4YUTbL" COXPaHUT HACTPOMKM TeKylero ypoBeHd B bHase
OaHHbIX N BEPHET K Npeablayuen cTpaHuue B epapxmm KoHQUrypaumu.

"Save and Finish" coxHaHWT TeKyWwW ypoBeHb HacTpoek B 6a3e JaHHbIX U
BEpPHeTCA K npeblayLien CTpaHuLue B nepapxmm KoHpurypaumm.

"OTMeHNTL" ByaeT oTMeHSATb Nilobble U3MeHeHNs KOHpUrypauum n Bo3BpallaTh
MX K TeKyleMmy YpPOBHIO KOHUrypauum, nocse 4ero BO3BpaLlaTbCA Ha K
npegbioyLemy 3KpaHy B uepapxmm 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
"HTTP::SOAP" and "HTTP::REST" transports are available. Each transport has different
configuration options to setup and they might use different frontend modules to config-
ure them.

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.

Figure 4.107. Web service provider network transport
(HTTP::SOAP)

Genericlnterface Transport HTTP::SOAP for Web Service Webservice one
YYou are here: Web Services Webservice one Provider Transport HTTP::SOAP

Actions Network transport

] Go back to web service Properties
HTTP:SOAP

*Namespace: hittp: .01rs.cor

% Request name scheme:  <FunctionName>DATA=/FunctionName>

*Response name scheme: 20T

#*Maximum message length: 10000000

Here you can specify the maximum size (in bytes) of SOAP messages that OTRS w

Add new first level element: Add

er for xml fields (structure starting below function name wrapper) - see documentation for SOAP transport.

Save or Saveand finish or Cancel

For "HTTP::REST" the configuration might be a bit more complicated, as it grows dynam-
ically for each configured operation by adding: "Route mapping for Operation '<Opera-
tionName=>":" and "Valid request methods for Operation '<OperationName>':" settings to
the default transport settings "Maximum message length:" and "Send Keep-Alive:"

e KapTa MaplupyTa 014 BbiNoJIHEHUA onepaunm '<OperationName>":

In this setting a resource path is set. This path must be defined according to the needs of
the web service considering that the path in conjunction with the HTTP request method
determines the Generic Interface operation to be executed.

MyTb MOXeT coaep>XaTb NepemMeHHble B Buae ":<mallepeMmeHHONn>"' Ka)Kaaa CTpokKa
YaCcTu nNyTW 3anosiHgemMas BMeCcTO nepeMeHHonm OypeT pobaBneHa K 3anpocy,
NCNOJIb3YyS UMA NepeMeHHON 3aJjaHHON B OTOM NnapameTpe.

Mpumepsl:

KapTa MmapuwpyTa: /Resource

e [lonycTuMble 3anpochbl:
http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource?Param1=0ne
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* HeponycTuMeble 3anpochbl:
http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource/

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource/OtherResource

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource/OtherResource?Paraml1=0ne

KapTa mapwpyTa: /Resource/:ID
e JlonycTuMble 3anpocChl:
http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource/1

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource/1?Paraml=0ne

In both cases ID = 1 will be sent to the operation as part of the payload. In the second
case also Paraml = One will be added, depending on the HTTP request method other
parameters will be added if they come as a JSON string in the request header.

* HeponycTuMble 3anpochl:

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource?Param1l=0ne

KapTa mapwpyTa: /Resource/OtherResource/:1D/:Color
e [lonycTuMble 3anpocChl:

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource/OtherResource/1/Red

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource/OtherReosurce/123/Blue?Param1l=0ne

B nepsom npumepe ID = 1 and LiBeT = KpacHbI, Torga Kak Bo sTopoM ID = 123 and
LiBeT = CnHun.

* HeponycTuMble 3anpochl:
http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/Resource/1

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource/OtherResource/1

http://localhost/otrs/nph-genericinterface.pl/Webservice/Test/
Resource/OtherResource/1?Param1=0ne

In the first example the part of the path '/OtherResource' is missing as well as the :Col-
or variable, on the second example just :Color variable is missing.

» [lonycTuMble MeToAbl 3anpoca ansa Onepaunn '<maOnepaynn=>";

The HTTP request methods to determine the operation to use together with the route
mapping, possible options: CONNECT, DELETE, GET, HEAD, OPTIONS, PATCH, POST, PUT
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Totally different operations can share exactly the same mapping path, but the request
method must be unique for each operation, in order to determine correctly the operation
to use on each request.

Figure 4.108. Web service provider network transport
(HTTP::REST)

Genericinterface Transport HTTP::REST for Web Service Webservice two
You are here: ‘Web Services Webservice two Provider Transport HTTP::REST

Actions Network transport

Go back to web service Properties
HTTP:REST

* Maximum message length: 10000000
Her an specify the maximum size (in bytes) of REST messages that OTRS will proces

#Send Keep-Alive: No

Save or Saveand finish or Cancel

11.4.3.7.2. Onepauumn Beb-cepBuca

The actions that can be performed when you are using OTRS as a provider are called "Op-
erations". 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
dialogs if needed.

Name, Description, Backend, and Mappings are fields that normally appear on every op-
eration, other special fields can appear in non default configuration dialogs to fulfill spe-
cific 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
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 informa-
tive.

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 its configuration or "Cancel" to close
the delete dialog.
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Figure 4.109. Web service operation

Change Operation CreateTicket of Web Service Webservice one
You are here: Web Services Websenvice one Change operation CreateTicket

Actions Operation Details

‘ Go back to web service * Name: CreateTicket

& Delete
Testing

Simple
Ticket: TicketCreate

Simple

Save or Saveand finish or Cancel

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 T.4.) ansa SOAP-coobLeHnA.

* 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).

* AyTeHTUUNKaLNA: yCTaHOBUTb MEXAHWU3M ayTeHTUDUKALWN, YCTaHOBNEHO B "-" 4TOObI
He MCnonb30oBaThb NO6YI0 MPOBEPKY MOAJIMHHOCTU UK BbibpaTb ee U3 Cnmcka, nocne
4yero NoABUTCS none c nogpobHom NHGHopMaLInen.

Note

Currently only the "BasicAuth" (HTTP) authentication mechanism is implemented.
You can decide whether or not to use it depending on the Remote System config-
uration. If used, you must provide the User Name and the Password to access the
remote system.

Warning

Ecnu Bbl UCNoNb3yeTe Maposib A5 ayTEHTUGUKALMN, TO NPU SKCMOPTE HAaCTPoOeEK
Beb-cepBnca B YAML-chann 3TOT naposb OyOeT packpbiT U 3anMcaH B Buae
MPOCTON TEKCTOBOW CTPOKW BHYTpu canna YAML. 3HanTe 06 3TOM 1 npumMnTte
Mepbl MPeaoCTOPOXKHOCTU B C/ly4ae HeobxoammocTw.
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Figure 4.110. Web service requester network transport
(HTTP::SOAP)

Genericlnterface Transport HTTP::SOAP for Web Service Webservice one

‘You are here: Web Services Webservice one Requester Transport HTTP:SOAP
Actions Network transport.
‘4 Go back to web senvice Properties
HTTP::SOAP
* Endpoint: P .otrs.com:800!

*Namespace:

* Request name scheme:

*Response name scheme:  <Functi P DATA</F

e authentication mechanism to access the remote system.

-" value means no authenticatio!

URI of a proxy server to be used (if needed)
e.g. hitp//proxy_hostname:8080

The user name to be used to access the proxy server.
The password for the proxy user.
No
Show or hide SSL options to connect to the remate system.
Add new first level element: Add
Outbouind sort order for xmi fields (structure starting below function name wrapper) - see documentation for SOAP transport

Save or Cancel

In the case of HTTP::REST, this configuration also grows dynamically depending on the
configured invokers by adding "Controller mapping for Invoker '<InvokerName=>'":" and
"Valid request command for Invoker '<invokerName>":" for each invoke. Authentication
and SSL options are similar to the ones in HTTP::SOAP

* CepBep

Nma xocTa/cepsepa unum IP agpec n NopT yoaneHHOW CUCTEMbI, €CXN NOPT He 3a4aH,
Mo ymon4aHuio ncrnonbsyetcsa nopT 80.

» Controller mapping for Invoker '<InvokerName>":

In this setting a resource path is set. This path must be defined according to the needs
of the remote web service and following its definition.

Path can contain variables in the form of ':<VariableName>' for each variable name
that matches the current data (to be sent), will be replaced by the corresponding data
value. This matched variable names and values will be removed from the current data.
Depending on the HTTP request command the remaining data could be sent as a JSON
string in the request body or as query parameters within the URI.

Mpumepsl:
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Ona paHHbiX: Varl = One, Var2 = Two, Var3 = Three and Var4 = Four.
Controller mapping: /Resource
* [locne 3ameH:
/Resource
e OcTaBlIMeCs OaHHble:
Varl = One, Var2 = Two, Var3 = Three and Var4 = Four
Controller mapping: /Resource/:Varl
* [locne 3ameH:
/Resource/One
e OcTaBlIMecs OaHHble:
Var2 = Two, Var3 = Three and Var4 = Four
Controller mapping: /Resource/:Varl?Paraml=:Var2&Var3=:Var3
* [locsie 3ameH:
/Resource/One?Paraml=Two&Var3=Three
e OcTaBlIMecs AaHHbIE:
Var4d = Four
JonycTtnmasa KkoMaHaa 3anpoca and BeizoBa '<MABbI3oBa>":
This determine the HTTP request method to use, possible options: CONNECT, DELETE,
GET, HEAD, OPTIONS, PATCH, POST, PUT and TRACE. If no command is selected, Default
command is used.
KomaHZa no ymMosi4aHuio

Used as a fall-back for all Invokers without a defined request command.
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Figure 4.111. Web service provider network transport
(HTTP::REST)

Genericinterface Transport HTTP:REST for Web Service Webservice one

‘You are here: Web Services Webservice one Requester Transport HTTP:REST

Actions Network transport

Go back to web service Properties
HTTP:REST

*Host:  hitps.//www.otrs.com:10745/api/v1.0

*Controller mapping for Invoker 'InvokerOne':  (Ticket/:TicketiD?UserLogin=:UserLogin&Password=:Passworc

¢ HTTP command to use for the requests witl s Invoker (optional

GET

No

Save or Saveand finish or Cancel

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 dialogs. Each invoker can have independent configuration dialogs
if needed.

Name, Description, Backend, and Mappings are fields that normally appear on every in-
voker. Additionally the list of event triggers and other special fields can appear on non
default configuration dialogs to fulfill special needs of the invoker.

Normally there are two mapping configuration sections for each invoker, one for the in-
coming 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 OTRS Daemon.

Note

The OTRS Daemon is a separate set of process that executes tasks in the back-
ground. Using this the OTRS process itself will not be affected if the Remote Sys-
tem takes a long time to respond, if it is not available or if there are network prob-
lems. If you don't use the OTRS Daemons using web services can make OTRS slow
or non-responsive. Therefore it is highly recommend to use asynchronous event
triggers as often as possible.
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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.

Figure 4.112. Web service invoker

Change Invoker InvokerOne of Web Service Webservice one
‘You are here: Web Services Webservice one Change invoker InvokerOne

Actions Invoker Details
4 Go back to web service * Name: InvokerOne
& Delete The name is typically used to call up an operation of a remote web service,
User for remote ticket creation

Ticket: TicketCreate

Simple Configure

Contigure

is mapping, to transform it to the kind of data the invoker of OTRS expects.

EVENT ASYNCHRONOUS DELETE

TicketCreate Yes

Save or Saveand finish or Cancel

11.4.3.7.5. Be6 CepBuc

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 Man-
ager shipped with OTRS), but it is not always necessary. The module Mapping::Simple
should cover most of the mapping needs.

Note

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.
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3T0T MoAyJib OaeT BO3MOXHOCTb YCTaHOBUTb 3HadeHWe 454 OTO6pa)KEHI/I$| no
YMOIHaHUIO ANAa KaXXO0ro KJjitoda Uianm 3Ha4eHnsa anga BCcex nepegaBaeMblX OaHHbLIX.

At the beginning of the screen you will see a general section where you can set the de-
fault rules that will apply for all the unmapped keys and values. There are three options
available, these options are listed below:

* He n3mMeHATb: He KacaeTcCa KAYen U 3Ha4YeHuin B ntobom cny4yae.

* 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:

* To4yHOe 3Ha4vYeHne(s): CTpOKa Co CTapbiM 3Ha4YeHnem byneT 3aMeHeHa HOBOW B C/ly4ae
MoJIHOro coBnageHus "ctaporo" Kiw4a.

* Regular expression: the key string will be replaced following a regular expression rule.

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.

YpoaneHue uenoro pasgena kKiaw4yen oTobpa)keHMs BO3MOXKHO, MPOCTO Ha>KMWUTE Ha
KHOMKY "-", pacrnonioXXeHyl0 B BEPXHEM MPaBOM Yriy Ka>K[Aoro oKHa, A7 KOTOPOro Bbl
XOTUTE yoannTb.

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.

Figure 4.113. Web service mapping

Genericlnterface Mapping Simple for Web Service Webservice one
‘You are here: Web Services Webservice one Operation CreateTicket Simple Mapping for Outgeing Data
Actions Mapping Simple

] Go back to operation
Keep (leave unchanged)

Keep (leave unchanged)

w Mapping for Key KeyNew =]

*Mapkey:  KeyOne Exact valuefs) *tonew key:  KeyNew

*Mapvalue:  MapCne Exact valuals) *1o new value:  MewValueOne

e

*Map value:  MapTwo Exact valuefs) *to new value:  NewValueTwo
=]

Save or Saveand finish or Cancel
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11.5. NHTepdenc KoOMaHOAHOU CTPOKMU Beb-
CepBuca

The bin/otrs.Console.pl Admin: :WebService::* commands were developed in order
to create basic, but fast and powerful tools to work with web service configurations. They
give you the ability to perform the following actions:

* Add: pnsa co3paHusa Beb-cepBMCOB C ucCnonb3oBaHueMm YAML-painnoB B KadecTse
NCTOYHUKa KOHUrypawmm.

* Update: un3MeHUTb CcywecTByloWnn Beb-cepBUC, KOHPUrypauus MoxeT 6biTb
M3MeHeHa C NCMNOoJIb30BaHNEM APYruX Uan naMmeHeHHblx YAML-channos.

* Dump: to save the current web service configuration to a file.

e List: 4ToObl MONYYMTb MOJIHBLIA CMMCOK BCEX BEDH-CEPBMCOB, 3apPErNCTPUPOBAHHbLIX B
cncTeme.

* Delete: ons ynaneHns Beb-cepBuca n3 cUcTeMbl. byibTe 0CTOPOXKHbI NP BbIMOJIHEHUN
3TOW onepaunmn, ee HEBO3MOXKHO OTMEHUTb.

Mpumep: Co3pgaHne HOBOW KoHDUrypauum Beb-cepsuca:

shell> bin/otrs.Console.pl Admin::WebService::Add --name <webservice name> --source-path /
path/to/yaml/file

11.6. Kondurypauma 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.

Moyemy YAML? YAML >3To 43blk pa3MeTku, paspaboTaHHbIN  crieunasbHO
YyesioBeKOYUTaEMbIM N yA0OHbIM 418 HanncaHus (oH 6onee NnoHATeH 4eM JSON), He nmeeT
HEKOTOpbIX orpaHn4yeHnn XML, TakKmuX Kak YMCJIOBble T3rnM, OH OTKPbIT, CTaHAAapTU30BaH
M NOJIHOCTbIO YAOBNETBOPSET 3a/ia4e XpaHEHUS BCeX HAaCcTpoek Beb-cepBmnCOB.

Note

Ytobbl y3HaTb 6onbwe o YAML no)xanymcTta noceTuTe ccbiiky http:/
www.yaml.org/.

Hunxe npueogntca KoHduUrypauus Beb-cepBepa Ha OCHoBe hansia KoHduUrypauum B
opmaTeYAML:

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
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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
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
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11.6.1. OnucaHune KoHdurypauum
11.6.1.1. OOLwuHK

* OnucaHmne: KpaTKUN TEKCT, ONncCbiBatoWwnn Beb-cepsuc.

* RemoteSystem: KpaTkoe onncaHue YganeHHon CUCTembl.

* Debugger: xpaHunuue ons XxpaHeHUsa HaCTPOEK OTJlag4vunKa.

* Provider: xpaHnnuuwe N8 XpaHeHUsa HaCTPOeK NOCTaBLMKa.

* Requester: xpaHnnnue 419 XpaHeHNA HAaCTPOEK O 3arpallunBaloLLLEN CTOPOHE.
11.6.1.2. OTnapuuk

* DebugThreshold: the debugger level.

BO3MO)XXHblIe 3HA4YeHuUsA
e debug: Bce XypHasbl XpaHaTca B 6a3e AaHHbIX.
¢ info: HOpMaUKnS, yBeooOMAEHNS U XKYPHaa OLWNOKOK XpaHATCS B 6a3e faHHbIX.

* notice: ownbkn ypoBHa yBegomneHune (notice) n owmnbka (error) xpaHaTcsa B baze
DAHHbIX.

* error: TOJIbKO OLINOKN YPOBHS error XxpaHATCcs B 6a3e gaHHbIX.
11.6.1.3. NocTaBLLUK
* Operation: xpaHunuLe AN8 HaCTPOEK KakA0on onepawuu.
» Transport: xpaHnnuwe oas HaCTPOEK NOCTaBLLUMKa TPAHCMOPTON CETH.
11.6.1.3.1. Onepauus

* <OperationName>: VYHuKaNbHOE Ha3BaHWE onepauun, XpaHunuuwie Ans CBOUX
cobcTBeHHbIX HacTpoek (oT 0..n, Ho 6e3 NoBTopeHUn).

11.6.1.3.1.1. <OperationName>

OTOT pas3fesn OCHOBaH Ha ornepaums ¢ Tunom “Test::Test" ppyrue onepaumm MoryT
conep>xaTb 6osbLUe Uan Apyrve HaCTPOMKWN.

* OnncaHme: KpaTKUn TEKCT, ONUChIBAOWLUIA OnepaLmio.

Mappinglnbound: xpaHunuuie ans HacTpoek oTobparkaeMbiX AaHHbIX A8 OaHHbIX U3
BXOASLLEr0 3anpoca.

* MappingOutbound: xpaHunanuie ana oTobpa’kaloLWMXCAa HacTpPoOeK ANsS UCXOAALNX
OaHHbIX.

* Tun 63k3HA onepauunsa B popmaTe Controller::Operation.
11.6.1.3.1.1.1. Mappinginbound

DTOT pa3fen OoCHOBaH Ha oTobpakaeMbiX 3HayeHuax ¢ Tunom "Simple". Opyrue
oTobparkaeMble 3Ha4YeHNA MOryT cogep>XaTb 6osbLUe an gpyrmne HaCTPOMKN.

* Config: XxpaHunuule HaCTPoOEK ANsi 3TUX oTobparkaeMblX 3HAYEHUNA.

* Tun: mapping backend.
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11.6.1.3.1.1.1.1. Config
* KeyMapDefault: xpanmnnuiwie ansa scex He oTobpa’kaeMbliX 3HAYEHUNIN KITIOYEN.
* ValueMapDefault: xpannnuue ans Bcex He oTobpa’kaeMblX 3Ha4YeHUN HACTPOEK.

» KeyMapExact: xpaHunuiie ans Bcex Katoven ToYHbIX 0TobparkaeMbix 3HavyeHun(oT O ..
1).

* KeyMapRegEx: xpaHunuuwe ans oTobpa)kaemMbiX 3HAYEHUN BCEX pPerynspHbIxX
Bblpa>keHun.

* ValueMap: xpaHunuiie ons BCeX 3HaYeHUn oTobparkeHnin (mapping-a).
11.6.1.3.1.1.1.1.1. KeyMapDefault

* MapTo: HOBOe 3Ha4yeHne, KoTopoe byaeT NCNob30BaTbCA (MPMMEHMMa TOJIbKO ecnu
napameTp MapType ycTaHOBJIEH B 3Ha4YeHne MapTo).

* MapType: npaBuio ana otobpa>keHus.

Bo3MO>XXHble 3Ha4YeHus
¢ Keep: octaBuTb 6€3 N3MEHEHU.
* Ignore: MOHN3NTb.
* MapTo: 3aMeHnTb Ha 3Ha4YeHne 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> (oT 0 .. n HoO 6&3 NOBTOPEHMN).
11.6.1.3.1.1.1.1.4. KeyMapRegEx
» <oldkey(RegEx)>: <newkey> ( oT 0 .. n HO 6e3 NoOBTOpPEHUNN).
11.6.1.3.1.1.1.1.5. ValueMap

* <newkey>: KOHTellHep ANa oTobpakaemMblX 3HAYEeHWN [J19 3TOF0 HOBOroO KJo4Ya
(3aBUCKUT OT HOBbIX Knto4ven oT KeyMapExact n KeyMapRegEX).

11.6.1.3.1.1.1.1.5.1. <newkey>
» ValueMapExact: xpaHunuuie ans Bcex ToOYHbIX 0TobparkaeMbix 3Ha4yeHun (ot 0 .. 1).

* ValueMapRegEx: xpaHunuuie pans oTobpakaeMbliXx 3HAYEHUI BCEX pPerynsapHbIx
Bblpa>keHun (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 6e3 noBTOpPEHUN).
11.6.1.3.1.1.2. MappingOutbound

Toxxe 4To 1 Mappinginbound.
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11.6.1.3.1.1.3. Nepenaua

ITOT pa3fgesn oCHOBaHa Ha ceTeBOM nocTasBwmke HTTP::SOAP, gpyrme nocTaBLUUKKU
MOryT coaep>aTb 6onblie nan gpyrmue HacTPonKu.

* Config: xpaHunuuwe AOa8 KOHKPETHbIX MapaMeTpoB KOHMUrypauunm TPaHCNOPTHON
cetwu.

* Tun: 63K3HA TPaHCNOPTHOW CeTU NOCTaBLLUMKA.
11.6.1.3.1.1.3.1. Config

* MaxLength: makcnmanbHasa anvHa B 6antax gnsa 4teHns SOAP-coobLieHnin cnctemon
OTRS.

* NameSpace: URI , KOTOpbI OaeT KOHTEKCT 419 BCEX Oonepauuni, npuHaanexalwimx
aTOMY Beb-cepBuUCy.

11.6.1.4. 3anpawuMBaeMas CTOpPOHa

* Invoker: xpaHunuiie A5 HACTPOEK Ka)KA0 METKMU.

 Transport: XxpaHuauLLe AN HaCTPOEK TPAaHCMOPTHOW CeTU 3anpalunBaloLLEn CTOPOHBI.
11.6.1.4.1. 3anpawuBaloLiasi CTOpoOHa

» <InvokerName>: YHUKanbHOE UMs 4J15 BbI3bIBAOLLLEN CTOPOHbI, XPaHWUIMLLIE OJ151 CBOUX
cobcTBeHbIX HacTpoek (oT 0..n, 6e3 NOBTOPOB).

11.6.1.4.1.1. <InvokerName>

ITOT pa3aen ocHoBaH Ha Tune "Test::Test", gpyrue invoker-pbl MOryT nmeTb 60oMbLUE NN
Apyrue HacTponKu.

* Description: a short text that describes the invoker.
* CobbITUA: XpaHUAULLE HAaCTPOEK HE MMEHOBAHHOIO CNMCKa AENCTBUMN.

* Mappinglnbound: xpaHunnuwe Ana HacTpoek oTobparkaeMbliX 3HAYEHUN ANA OaHHbIX
MOCTYNaKLWMX OT OTBETOB.

* MappingOutbound: xpaHunnwe pOnd HacTpoek oTobpa>kaeMbiX 3HaAYeHUn Ong
NCXoOAaLMX AaHHbIX 3anpoca.

* Tun: invoker backend, B popmaTe Controller::Invoker.
11.6.1.4.1.1.1. CobbiTUA
» List Element: (cardinality O .. n).

¢ Asynchronous: to set if the invoker execution will be delegated to the OTRS Daemon.

Bo3MO)XXHble 3Ha4YeHuUsA
* 0: not handled by the OTRS Daemon.
* 1: handled by the OTRS Daemon.

* Event: nmsa cobbiTua Tpurrepa.
Bo3MoO>XXHble 3HauyeHua (oA coObITUNA 3a9BKM)

¢ TicketCreate
e TicketDelete
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* TicketTitleUpdate

* TicketUnlockTimeoutUpdate
* TicketQueueUpdate

* TicketTypeUpdate

» TicketServiceUpdate

* TicketSLAUpdate

* TicketCustomerUpdate

* TicketFreeTextUpdate

* TicketFreeTimeUpdate

* TicketPendingTimeUpdate
» TicketLockUpdate

» TicketArchiveFlagUpdate
» TicketStateUpdate

* TicketOwnerUpdate

» TicketResponsibleUpdate
 TicketPriorityUpdate

* HistoryAdd

* HistoryDelete

» TicketAccountTime

* TicketMerge

* TicketSubscribe

» TicketUnsubscribe

* TicketFlagSet

» TicketFlagDelete

* TicketSlaveLinkAdd

* TicketSlaveLinkDelete

» TicketMasterLinkDelete

Bo3Mo>XXHble 3HaYyeHus (o9 enCTBUUA Haa CTaTbAMM)
e ArticleCreate

* ArticleFreeTextUpdate

« ArticleUpdate 187
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ArticleSend

ArticleBounce
ArticleAgentNotification
ArticleCustomerNotification
ArticleAutoResponse
ArticleFlagSet
ArticleFlagDelete
ArticleAgentNotification

ArticleCustomerNotification

11.6.1.4.1.1.2. Mappinginbound

Toxe 410 n fencreme Mappinginbound.

11.6.1.4.1.1.3. MappingOutbound

Toxxe 4To n fencteue Mappinglnbound.

11.6.1.4.1.1.4. Nepepaua

ITOT pa3aesn 0OCHOBaH Ha TPAHCMOPTHOW CeTn 3anpalimBatolen cTopoHbl HTTP::SOAP,

TPaHCNOPTHbIE CETU MOTYT CcoAep)XaTb 6osblLUe NN ApYyrne HACTPONKMU.

* Config: xpaHunuuie A8 KOHKPETHbIX MapaMeTpoB KOHMUrypauuum TPaHCNOPTHON
cetwu.

* Tun: 63K3HA TPAHCNOPTHOM CeTY 3arnpallnBaloLLLen CTOPOHbI.

11.6.1.4.1.1.4.1. Config

* AyTeHTUNKauna: XxpaHuanuie oas HaCTpoek ayTeHTUdnKaynm.
* Encoding: the SOAP Message request encoding.

* Endpoint: the URI of the Remote Server web service to accept OTRS requests.

* NameSpace: URI koTopblii NpenocTaBsaT CBA3b 4S9 BCeX invoker-oB, KoTopble
npuHagnexxaT 3ToMy Beb-cepsepy.

* SOAPAction: gna oTnpaBkM nycToro wuam 3anosHeHoro SOAPAction-3zaronoeka B
dopmaTe SOAP coobuieHus (in "<NameSpace> <Separator> <Action>" format).

BOo3MO>XHbIe 3HaAYeHus

* Yes: to send a filled SOAPAction header.

* No: onsa ornpaBku nyctoro obpaboTynka SOAP-gencTeums.

* SOAPActionSeparator:

3aroJ1IoBKOB.

Bo3MO>XXHble 3Ha4YeHuUs

* '/": ncnonb3yeTca gnsa .net seb-cepsuncos.

ONa yCTaHOBKM <Separator> un3 3anofHeHbix SOAPAction
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e '#': ncnonb3lyeTcsa gna Bcex seb-cepsmcos Ha 6basze npoTtokona REST.
11.6.1.4.1.1.4.1.1. Authentication

e User: uMs NPpUBMAErMPOBAHOIo NoJsib30BaTesNs, KOTOPbIA UMEeT AOCTYM K yAaJIeHHOMY
Beb-cepBucy.

* [Mlaponb: naponb On8 NPUBENIUTMPOBAHOrO MoJsib3oBaTena B dopmaTte obbl4yHOro
TEKCTa.

e Tun: TN ayTeHTUMKaunn.

11.7. KoHHeKTOpbl (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 KoHHekTopoB (Connectors)
Included with this version of OTRS the following connectors are ready to be used:
* Session
* 3aABK

11.7.1.1. KOHHeKTOp ceccum

DTOT KOHHEKTOP MOXXEeT Co3[aTb AeNCTBUTENbHbIN SessionID, KOTopbI B AajibHENLeM
MoXXeT BbITb MCcnonb3oBaH B Ntobon fpyron onepaunm.

[MocTaBLUKN:
* Onepauuu:
* SessionCreate
11.7.1.1.1. Onepauum
11.7.1.1.1.1. SessionCreate

Creates a new valid SessionID to be used in other operations from other connectors like
TicketCreate.

Note

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 bun-
dled operations are capable of accepting a valid SessionID as an authentication
method.
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Bo3mMo)XHble ATpnbyThI:

<SessionCreate>
<!--You have a MANDATORY CHOICE of the next 2 items at this level-->
<!--Optional:-->
<UserLogin>?</UserLogin>
<!--Optional:-->
<CustomerUserLogin>?</CustomerUserLogin>
<!--Optional:-->
<Password>?</Password>
</SessionCreate>

11.7.1.2. KOHHeKTOp 3afaBKH
This connector supplies the basic functionality to interact with tickets.
[MocTaBLMKN:
* Onepauunu:
* TicketCreate
TicketUpdate
* TicketGet

¢ TicketSearch
11.7.1.2.1. Onepauum
11.7.1.2.1.1. TicketCreate

MpepocTaBnseT nHTepgenc ang cosgaHna 3aaskm B OTRS. 3asaBKa A0/XKHa coaepXaTb
coobLeHne N MOXKET cofepXaTb HECKO/IbKO BJIOXXEHUN, BCE 3afaHHble AUHaMnU4eckmne
Mons, TakXXe MOryT NoJly4nTb 3HaYeHUA npu onepaunn "Co3paTb 3aa8Ky/TicketCreate"

Bo3MOXXHbIE 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 CHOICE of the next 2 items at this level-->
<!--Optional:-->
<QueuelD>?</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:-->

190




OTRS

Real Services

<Service>?</Service>
<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->

<SLAID>?</SLAID>
<!--Optional:-->
<SLA>?</SLA>

<!--You have a MANDATORY CHOICE of the next 2 items at this level-->
<!--Optional:-->
<StateID>?</StateID>
<!--Optional:-->
<State>?</State>
<!--You have a MANDATORY 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>?</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:-->
<CustomerID>?</CustomerID>
<!--Optional:-->
<PendingTime>
<!--You have a CHOICE of the next and the other 5 items at this level-->
<Diff>?</Diff>
<Year>?</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>
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<!--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>

11.7.1.2.1.2. TicketUpdate

Onepauna "N3meHeHune 3aaBku/TicketUpdate" pobasnseT BO3MOXKHOCTb W3MeHeHUSA
aTpubyTOB CyLLEeCTBYOLLEN 3a9BKU NN 0obaBuTb HoBoe coobuieHne/3aMeTKy, BK4Yas
BJIOXKEHMS 1 BCe onpeesieHHble AMHaMUYeCcKue noss A8 3a8BKU U HOBOI0 COOBLLEHMS.

Note

HeT HeobxogumocTun co3gaBaTb HOBOe cooblleHne/3aMeTKy AJIS M3MEeHEHUs
aTpubyToB 3a8BKMU.

Bo3MO)XHble ATpUbYThI:

<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:-->

<QueuelID>?</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>
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<!--Optional:-->
<SLA>?</SLA>
<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->
<StateID>?</StateID>
<!--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>?</0OwnerID>
<!--Optional:-->
<Owner>?</0wner>
<!--You have a CHOICE of the next 2 items at this level-->
<!--Optional:-->
<ResponsibleID>?</ResponsibleID>
<!--Optional:-->
<Responsible>?</Responsible>
<!--Optional:-->
<CustomerUser>?</CustomerUser>
<!--Optional:-->
<CustomerID>?</CustomerID>
<!--Optional:-->
<PendingTime>
<!--You have a CHOICE of the next and the other 5 items at this level-->
<Diff>?</Diff>
<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>?</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>
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<!--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

DTa onepauusi UCMoNb3yeTcs ANS MosyyYyeHus Bcex aTpubyToB 3asBKMW, BKJIHOYas
ANHAMUYeCKMe MoJis, BCe COOBLLEHNS 1 BCE BIIOXKEHUSA NPUHAAIexXallme 3aaBKe.

Bo3Mo)xHble ATpnbyThbi:

<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

Onepaunsa "MNouck3asaBku/TicketSearch" Bo3Bpawaetr cnucok Bcex Ticket IDs/
NpoeHTNPUKaTOPOB 3as8BOK, YAOB/ETBOPSAOLWNX 3aJaHHOMY KpUTEpUIo.

Bo3MoXxHble ATpnbyThbl:

<TicketSearch>
<!--You have a MANDATORY CHOICE of the next 3 items at this level-->
<!--Optional:-->
<UserLogin>?</UserLogin>
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<!--Optional:-->
<CustomerUserLogin>?</CustomerUserLogin>
<!--Optional:-->
<SessionID>?</SessionID>
<!--Optional:-->
<Password>?</Password>
<!--Optional:-->
<Limit>?</Limit>

<!--Zero or more repetitions:-->
<TicketNumber>?</TicketNumber>
<!--Zero or more repetitions:-->
<Title>?</Title>

<!--Zero or more repetitions:-->
<Queues>?</Queues>

<!l--Zero or more repetitions:-->
<QueueIDs>?</QueueIDs>
<!--Optional:-->
<UseSubQueues>?</UseSubQueues>
<!--Zero or more repetitions:-->

<Types>?</Types>

<!--Zero or more repetitions:-->
<TypeIDs>?</TypeIDs>

<!--Zero or more repetitions:-->
<States>?</States>

<!l--Zero or more repetitions:-->
<StateIDs>?</StatelDs>

<!--Zero or more repetitions:-->
<StateType>?</StateType>

<!--Zero or more repetitions:-->
<StateTypeIDs>?</StateTypelIDs>
<!l--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>

<!l--Zero or more repetitions:-->
<OwnerIDs>?</0OwnerIDs>

<!--Zero or more repetitions:-->
<ResponsibleIDs>?</ResponsibleIDs>
<!--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>
<!--Zero or more repetitions:-->
<CreatedStates>?</CreatedStates>
<!--Zero or more repetitions:-->
<CreatedStateIDs>?</CreatedStateIDs>
<!--Zero or more repetitions:-->
<CreatedQueues>?</CreatedQueues>
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<!--Zero or more repetitions:-->
<CreatedQueuelIDs>?</CreatedQueueIDs>
<!--Zero or more repetitions:-->
<DynamicFields>
<!--You have a MANDATORY CHOICE of the next 6 items at this level-->
<!--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:-->
<To>?</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:-->
<TicketLastChangeTimeOlderMinutes>?</TicketLastChangeTimeOlderMinutes>
<!--Optional:-->
<TicketLastChangeTimeNewerMinutes>?</TicketLastChangeTimeNewerMinutes>
<!--Optional:-->
<TicketLastChangeTimeNewerDate>?</TicketLastChangeTimeNewerDate>
<!--Optional:-->
<TicketLastChangeTimeOlderDate>?</TicketLastChangeTimeOlderDate>
<!--Optional:-->
<TicketChangeTimeOlderMinutes>?</TicketChangeTimeOlderMinutes>
<!--Optional:-->
<TicketChangeTimeNewerMinutes>?</TicketChangeTimeNewerMinutes>
<!--Optional:-->
<TicketChangeTimeNewerDate>?</TicketChangeTimeNewerDate>
<!--Optional:-->
<TicketChangeTimeOlderDate>?</TicketChangeTimeOlderDate>
<!--Optional:-->
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<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>

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 with the SOAP network transport. In or-
der to use it in OTRS you need to copy the content, save it into a file and call it
GenericTicketConnectorSOAP.yml, and import it into OTRS in the Web Services screen
in the Admin panel by clicking in the "Add web service" button from the overview screen
and then clicking in the "Import web service" button in the add screen.

Debugger:
DebugThreshold: debug
TestMode: 0
Description: Ticket Connector SOAP Sample
FrameworkVersion: 3.4.x git
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: {}
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Type: Ticket::TicketUpdate

TicketGet:
Description: Retrieves 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: ''

Similar example can be done for the REST network transport, REST web services uses
HTTP operations such as "POST", "GET", "PUT", "PATCH" etc. This operations in conjunction
with a URI path called resource defines a OTRS Generic Interface Operation or Invoker
(depending on the communication way).

The following example uses /Session resource for SessionCreate, /Ticket resource for
TicketSearch and TicketCreate and resource /Ticket/{TicketlID} for TicketGet and Ticke-
tUpdate (Where {TicketlD} is the actual TicketlD value of a ticket e.g. [Ticket/123). In
order to use it in OTRS you need to copy the content, save it into a file and call it
GenericTicketConnectorREST.yml, and import it into OTRS in the Web Services screen
in the Admin panel by clicking in the "Add web service" button from the overview screen
and then clicking in the "Import web service" button in the add screen.

Debugger:
DebugThreshold: debug
TestMode: '0'

Description: Ticket Connector REST Sample
FrameworkVersion: 3.4.x git
Provider:
Operation:
SessionCreate:
Description: Creates a Session
MappingInbound: {}
MappingOutbound: {}
Type: Session::SessionCreate
TicketCreate:
Description: Creates a Ticket
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketCreate
TicketGet:
Description: Retrieves Ticket data
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketGet
TicketSearch:
Description: Search for Tickets
MappingInbound: {}
MappingOutbound: {}
Type: Ticket::TicketSearch
TicketUpdate:
Description: Updates a Ticket
MappingInbound: {}
MappingOutbound: {}
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Type: Ticket::TicketUpdate
Transport:
Config:
KeepAlive:
MaxLength: '100000000'
RouteOperationMapping:
SessionCreate:
RequestMethod:
- POST
Route: /Session
TicketCreate:
RequestMethod:
- POST
Route: /Ticket
TicketGet:
RequestMethod:
- GET
Route: /Ticket/:TicketID
TicketSearch:
RequestMethod:
- GET
Route: /Ticket
TicketUpdate:
RequestMethod:
- PATCH
Route: /Ticket/:TicketID
Type: HTTP::REST
RemoteSystem: "'
Requester:
Transport:
Type: ''

11.7.2.2. 3anpawuBaiowian cropoHa 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 script.

#!/usr/bin/perl -w

- S

# otrs.SOAPRequest.pl - sample to send a SOAP request to OTRS Generic Interface Ticket
Connector

# Copyright (C) 2001-2016 OTRS AG, http://otrs.com/

- S

# 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.

- S

use strict;

use warnings;

# use ../ as lib location

use File::Basename;

use FindBin qw($RealBin);
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use lib dirname($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>:://<O0TRS 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>

’

7 S

# 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);
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};

# 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} );
}

11.7.2.3. Perl REST Requester

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 three Perl CPAN
modules JSON, REST::Client and Data::Dumper. Please make sure that your environment
is capable to use these modules before you try to run the script.

#!/usr/bin/perl

- S

# otrs.RESTRequest.pl - sample to send a REST request to OTRS Generic Interface Ticket
Connector

Copyright (C) 2001-2016 OTRS AG, http://otrs.com/

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., 51 Franklin St, Fifth Floor, Boston, MA 02110-1301 USA
or see http://www.gnu.org/licenses/agpl.txt.

E R EEEREEEEREEREEEEREEEEEE]

use strict;
use warnings;

## nofilter(TidyAll::Plugin::0TRS: :Perl: :Dumper)
# use ../ as lib location

use File::Basename;

use FindBin qw($RealBin);

use lib dirname($RealBin);

use JSON;
use REST::Client;

7 S
# Variables to be defined

# This is the HOST for the web service the format is:
# <HTTP_TYPE>:://<O0TRS FQDN>/nph-genericinterface.pl
my $Host = 'http://localhost/otrs/nph-genericinterface.pl’;
my $RestClient = REST::Client->new(
{
host => $Host,

)i

# This is the Controller and Request the format is:
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# /Webservice/<WEB SERVICE NAME>/<RESOURCE>/<REQUEST VALUE>

# or

# /WebserviceID/<WEB SERVICE ID>/<RESOURCE>/<REQUEST VALUE>

# This example will retrieve the Ticket with the TicketID = 1 (<REQUEST VALUE>)
my $ControllerAndRequest = '/Webservice/GenericTicketConnectorREST/Ticket/1';

my $Params = {
UserLogin => "some user login",
Password => "some user password",
DynamicFields => 1,

to be filled with valid agent login

to be filled with valid agent password
optional, if set to 1,

ticket dynamic fields included in response
optional, if set to 1,

all ticket articles are included in response
more options to be found in

# /Kernel/GenericInterface/Operation/Ticket/TicketGet.pm's

# Run() subroutine documentation.

AllArticles = 1,

3+ oHH K HH

I

my @RequestParam;

# As sample web service configuration for TicketGet uses HTTP method GET all other
parameters needs

# to be sent as URI query parameters

7 S

# For GET method

my $QueryParams = $RestClient->buildQuery( %{ $Params } );

$ControllerAndRequest .= $QueryParams;

# The @RequestParam array on position 0 holds controller and request
@RequestParam = ($ControllerAndRequest);

$RestClient->GET (@RequestParam);

Bo----

#H#----

# # For POST method

# my $JSONParams = encode json $Params;

# # The @RequestParam array on position 0 holds controller and request
# # on position 1 it holds the JSON data string that gets posted
# @RequestParam = (

# $ControllerAndRequest,

# $JSONParams

#);

# $RestClient->POST(@RequestParam);

#H#----

# If the host isn't reachable, wrong configured or couldn't serve the requested page:
my $ResponseCode = $RestClient->responseCode();
if ( $ResponseCode ne '200' ) {

print "Request failed, response code was: $ResponseCode\n";

exit;

}

# If the request was answered correctly, we receive a JSON string here.
my $ResponseContent = $RestClient->responseContent();

my $Data = decode json $ResponseContent;

# Just to print out the returned Data structure:
use Data::Dumper;

print "Response was:\n";

print Dumper($Data);
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11.7.2.4. cURL Npumepsbl gna REST 3anpocos

B npuBeneHHOM Bbile npumMepe HacTponk REST ansa Generic Ticket Connector nmeem
cnepytoulee:

Ona Ticket Create: ncnonesynte POST meTop B /Ticket path.
O na Ticket Search: ncnonw3ynte GET meTtop B /Ticket path.

IO na Ticket Update: ncnonb3synte meton PATCH B /Ticket/{TicketlD} nytun (roe {Tick-
etlID} aensieTcs wabnoHom npeacTaBneHHbIM TicketlD B HacTpolke TpaHcnopTa)

Dna Ticket Get: wncnonb3ynte meton Get B [Ticket/{TicketID} nytn (roe {TicketlD}
apnseTcs wabsoHom npeacTaBneHHbIM TicketlD B HacTponke TpaHcnopTa)

11.7.2.4.1. Co3paTb HOBYIO 3aiBKY

cURL Command:

shell> curl "http://localhost/otrs/nph-genericinterface.pl/Webservice/
GenericTicketConnectorREST/Ticket?UserLogin=agent&Password=123" -H "Content-Type:
application/json" -d "{\"Ticket\":{\"Title\":\"REST Create Test\", \"Type\": \"Unclassified
\", \"Queue\":\"Raw\",\"State\":\"open\",\"Priority\":\"3 normal\",\"CustomerUser\":
\"customer\"},\"Article\":{\"Subject\":\"Rest Create Test\",\"Body\":\"This is only a test
\",\"ContentType\":\"text/plain; charset=utf8\"}}" -X POST

OTBeT:

"ArticleID":5484,
"Homep 3asBku":"1001936",
"TicketID":"1686"

}

11.7.2.4.2. Nony4uutb NnoapobHOCTU 3aABKMU

cURL Command:

curl "http://localhost/otrs/nph-genericinterface.pl/Webservice/GenericTicketConnectorREST/
Ticket/1686?UserLogin=agent&Password=123"

OTBeT:

{
"Ticket": [
{
"Age": 777,
"PriorityID": 3,
"ServiceID": ""
"Type": "Unclassified",
"Responsible": "root@localhost",
"StateID": 4,
"ResponsibleID": 1,
"ChangeBy": 2,
"EscalationTime": 0,
"Changed": "2014-06-30 19:08:14",
"OwnerID": 2,
"RealTillTimeNotUsed": 0,

203




OTRS

Real Services

"GroupID": 1,

"Owner": "agent",
"CustomerID": "OTRS",
"TypeID": 1,

"Created": "2014-06-30 19:08:12",
"Priority": "3 normal",
"UntilTime": 0,
"EscalationUpdateTime": 0,
"QueuelID": 2,

"Queue": "Raw",

"State": "open",

"Title": "REST Create Test",
"CreateBy": 2,

"TicketID": 1686,
"StateType": "open",
"EscalationResponseTime": 0,
"UnlockTimeout": 0,
"EscalationSolutionTime": 0O,
"LockID": 1,

"TicketNumber": "1001936",
"ArchiveFlag": "n",

"Lock": "unlock",
"CreateTimeUnix": 1404173292,
"SLAID": "",
"CustomerUserID": "customer"

11.7.2.4.3. OGHOBUTb 3aABKY

cURL Command:

curl "http://localhost/otrs/nph-genericinterface.pl/Webservice/GenericTicketConnectorREST/
Ticket/1686?UserLogin=agent&Password=123" -H "Content-Type: application/json" -d "{\"Ticket
\":{\"Queues\":\"Postmaster\"}}" -X PATCH

OTBeT:

{
"TicketNumber":"1001936",
"TicketID":"1686"

}

11.7.2.4.4. NMounck 3aABOK

cURL Command:

curl "http://localhost/otrs/nph-genericinterface.pl/Webservice/GenericTicketConnectorREST/
Ticket?UserLogin=agent&Password=123&Queue=Postmaster"

OTBeT:

{

"TicketID": [
"1686",
"192",
"100",
nyw
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12. The OTRS Daemon

The OTRS Daemon is an independent set of system processes that plan and execute
tasks in background, either on a recurrent basis or triggered by events. OTRS Daemon is
fundamental for the correct system operation.

In previous versions of OTRS (from 3.1 to 4) there was another process called OTRS Sched-
uler that does part of the work that the OTRS Demon do in OTRS 5. This old process is
replaced by the OTRS Daemon which was re-written from the ground to make it more
stable, scalable and robust than its predecessor.

The OTRS Daemon is capable to handle up to 10 tasks at the same time and it can work
cooperatively with other OTRS Daemons on different frontend servers in a cluster envi-
ronment.

When idle OTRS Daemon consist in five processes:
* The main daemon (bin/otrs.Daemon.pl)
This process is in charge to start and keep running the other children daemons.

* Task worker daemon (Kernel/System/Daemon/DaemonMod -
ules/SchedulerTaskWorker.pm)

This daemon executes all tasks that have in a list, in a first in first out basis. It can handle
simultaneous tasks by creating its own children processes and it checks the task list
several times per second. The task list can be filled by task manager daemons, event
handlers, and other parts of the system.

Its main mission is to handle all the tasks in the list as soon as possible.

* Future task manager daemon (Kernel/System/Daemon/DaemonMod -
ules/SchedulerFutureTaskManager.pm)

This daemon checks for non recurring tasks that are set to be executed in the future
(e.g. when a Generic Interface invoker tries to reach a server and it can't, a task could
be set to schedule for execution in the next 5 minutes). At the correct time it sends it
the task worker daemon.

* Cron task manager daemon (Kernel/System/Daemon/DaemonMod -
ules/SchedulerCronTaskManager.pm)

This daemon calculates when is the next execution time of all recurring tasks (e.g. a
cache cleanup one time per week ). This kind of tasks are specified in the SysConfig. At
the right time for each task it sends the required information to the task worker daemon
to execute them.

Note

If a task execution time definition is changed in SysConfig, it might take up to
an hour for the daemon to pick up the change automatically. Alternatively the
OTRS Daemon can be restarted to apply the change immediately.

* Generic Agent task manager daemon (Kernel/System/Daemon/DaemonMod-
ules/SchedulerGenericAgentTaskManager.pm)

This daemon scans for Generic Agent jobs stored in the database that have a time
schedule (discarding all other Generic Agent jobs that are set to executed by events).
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When is time to run a Generic Agent job it sends the task information to the task worker
daemon to handle the task.

Note

The number of active processes depends on the number of tasks that the OTRS
Daemon is executing simultaneously in a time frame.

By default the each daemon logs all error messages on a separated file located in /opt/
otrs/var/log/Daemon/*.l0g. These logs are kept in the system for a defined period. To
change this behavior and/or to also log the non error messages, please update SysConfig
settings in Daemon -> Core: :Log.

When a task could not be executed successfully for any reason, an email is sent to a
predefined recipient reporting the issue. The content of the email includes the error mes-
sages and trace (if available).

The OTRS Daemon is an automated process that normally does not require human inter-
action. However it is possible to query its status and start or stop it if needed.

To be sure that the OTRS Daemon is running there is a Cron job that constantly checks
that the process is alive. The main daemon is prepared to work even without a database
connection, so is perfectly safe if the Cron task to start it is executed even before the
database process in the system startup, and it is also tolerant to database disconnections.

If for any reason the OTRS Daemon needs to be stop (for example during a system main-
tenance), all unhandled tasks are saved, and as soon as the process is started again it
continues with all pending tasks. For recurring tasks it will only execute the last instance
of the task (if its due time was during the downtime).

12.1. OTRS Daemon Graphical Interface

The OTRS Daemon is not visible in the OTRS Graphical User Interface unless it stops
running.

When the system detects that the OTRS Daemon is not running, a notification is presented
to a defined group of users ("admin" by default).

To disable the notification (not recommended), change or add the notification groups,
please editthe Frontend: :NotifyModule###800-Daemon-Check setting in the SysConfig.

Figure 4.114. Daemon notification

" . _OTRS
miELWE &0 Business Solution"‘5

Dashboard Customers Tickets Chat Reports Admin  Q,

Clicking the notification the system presents an overlay window explaining the steps to
bring the OTRS Daemon up and running.

Figure 4.115. Start Daemon

Information about the OTRS Daemon

The OTRS Daemon is a daemon process that performs asynchronous tasks, e.g. ticket escalation triggering, email sending, etc.

A running OTRS Daemon is mandatory for correct system operation.
Starting the OTRS Daemon

* Make sure that the file Yoptfotrs/var/cronfotrs_daemon' exists (without .dist extension). This cron job will check every 5 minutes if the OTRS Daemon is running and start it if needed.
* Execute Yoptiotrs/bin/Cron.sh start' to make sure the cron jobs of the ‘ofrs’ user are active.
= After 5 minutes, check that the OTRS Daemen is running in the system (‘'bin/otrs.Daeman.pl status').
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12.2. OTRS Daemon Command Line Interface

The OTRS Daemon command line tools let you control the main daemon process (Start /
Stop) or query its status. There are also tools to get more detailed information about the
other four children daemons.

12.2.1. Main Daemon Tools

To start, stop or query daemon status bin/otrs.Daemon.pl script is used.

Example 4.30. Example to start the OTRS Daemon

shell> cd /opt/otrs/
shell> OTRS HOME/bin/otrs.Daemon.pl start

JocTtynHbie Onuun

» start - to start the OTRS Daemon process.

* stop - to stop the OTRS Daemon process.

» status - to query the OTRS Damon process status.

» start --debug - to start the OTRS Daemon process in debug mode.

In this mode each daemon reports different messages depending on the actions that
are been executed. This mode is not recommended for production environments.

» stop --force - to stop the OTRS Daemon process in reducing the wait for children
processes to finish.

A forced stop reduces the amount of time the main daemon waits to successful stop
the other children processes from 30 seconds (normal) to 5 seconds (forced).

12.2.2. Other Daemon Tools

To list all configured child daemons that the main daemon should start and keep running
use the console command: Maint: :Daemon: :List.

Example 4.31. Example to list all configured daemons

shell> cd /opt/otrs/
shell> bin/otrs.Console.pl Maint::Daemon::List

To list detailed information of all daemons use the console command:
Maint::Daemon: :Summary.

Example 4.32. Example to a summary of all daemon tasks

shell> cd /opt/otrs/
shell> bin/otrs.Console.pl Maint: :Daemon: :Summary
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Chapter 5. HacTtpouka

1. Cnuckn KoHuTpona Aoctyna (ACLs)

1.1. BBegeHue

Ha4unHas c OTRS 2.0, Access Control Lists (ACLs) MoryT ncnosib3oBaTbCA 419 yNpaB/eHns
OOCTYNoOM K 3asiBKaM, MOAY/NSM, o4epensam v np., WM Ans BAUSHUA Ha LEWNCTBMSA Mo
3asBKaM (3aKpblTne, nepemelleHme n 7.4 4.) B onpeaesieHHbiX cuTyaumax. ACL moryT
ObITb NCMONb30BaHbl B AOMNOJIHEHNE K CYLLECTBYIOLEN CUCTEME pa3pelleHnin/npas Ponn
n Fpynnbl. C ncnonb3osaHnem ACL MoryT 6biTb MOCTPOEHbLI 371IeMeHTapHble work-flows,
OCHOBaHHble Ha aTpubyTax 3aaBKW.

B ocHoBHOM, ACL MCcnonb3ytTCa 419 OrpaHNYeHNa BO3MOXKHbIX AENCTBUIN Ha g 3ad9BKamu,
OCHOBaHHbIE Ha 3afjaHHOM Habope npasun.

ACLs can be directly entered into the Kernel/Config.pm file. However this is not any
more recommended as OTRS comes now with a GUI Access Control Lists in the Admin
panel that allows to save the ACLs in the Database as the first step and then deploy them
into a file when they are ready.

This chapter has some ACL examples which will walk you through the process of defining
ACL definitions, and a reference of all possible important ACL settings.

Warning

The default user 'root@localhost' is not affected by the Ticket ACLs

1.2. OnucaHue

The ACL definition can be split into two big parts, 'Matching' and 'Change’. In the matching
sections the ACLs contains attributes that has to be met in order to use the ACL. If the
attributes defined in the ACL does not match with the attributes that are sent, then the
ACL does not take any affect, but any other match ACL will. The change sections contains
the rules to reduce the possible options for a ticket.

Pa3penbl YcnoBumn
* Properties

This section contains matching options that can be changed on the fly. For example on
a ticket creation time the data of the ticket changes dynamically as the agent sets the
information. If an ACL is set to match a ticket attribute then only when the matching
attribute is selected the ACL will be active and might reduce other ticket attributes, but
as soon as another value is selected the ACL will not take any affect.

* PropertiesDatabase

This section is similar to 'Properties' but does not take changes in ticket attributes that
are not saved into the DataBase, this means that changing an attribute without submit
will not make any effect. This section is not use for ticket creation screens (as tickets
are not yet created in the Database).

Pazpen ODenctBun

e Possible
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Cekuwns Possible cy>xaeT cnnMcok [OCTYMNHbIX AENCTBUN UAN 3HAYEHUI OO0 YKa3aHHbIX
B 3TOW ceKuuwu.

* PossibleAdd

Elements in PossibleAdd section add missing elements that were reduced in other ACLs.
PossibleAdd is only used in together with other ACLs that have Possible or PossibleNot
sections.

* PossibleNot

dTa ceKkumsa NCnosib3yeTcs ANa yaaaeHnsa oTAe/bHbIX 3J1IEMEHTOB/3Ha4YeHUN N3 CUCKa
OOCTYMHbIX B TEKYLMN MOMeHT. OHa MOXXeT MCMNOJIb30BaTbCA CaMOCTOATENIbHO NN
BMecTe ¢ gpyrummn ACL c cekumamm Possible nnu PossibleAdd.

In order to make the development of ACLs easier and more powerful there is a set of so
called modifiers for the attributes on each section. This modifiers are explained below:

MoavdunkaTopsl
* [Not]

OH ucnonb3lyeTcs ANA UCKIOYEHUS 3HadveHusd, Hanpumep: '[Not]2 low' B gaHHOM
cnydae pedb uaeT o npuopmuTeTax 3asaBKU U ByaeT uMeTb TOT XKe pe3ynbTaT, YTo 1
nepeduncneHue: 'l very low', '3 normal’, '4 high', '5 very high".

* [RegExp]

CnynT p[na 3afaHus perynspHOro BbIPaXKeHUs AJ1I9 MNPOBEPKUM COOTBETCTBUSA
HECKONIbKUM  3HaudeHusMm, Hanpumep ‘'[RegExpllow' pna npuoputeTtoB OyaeTt
aHanornyHo cnucky 'l very low', '2 low'.

* [regexp]
AHanornyHo no gencrtemnio ¢ [RegExp] HO HeYYBCTBUTENEH K PErNCTPY CMMBOJIOB.
* [NotRegEXxp]

Negated regular expressions for example '[NotRegExpllow' talking about priorities is
the same as '3 normal’, '4 high', '5 very high'.

* [Notregexp]

AHanorn4yHo [NotRegExp], HO HEYYBCTBUTE/ILHO K perucTpy.

1.3. NMpumMmepsl

Cnepytowme npumMmepbl NoKa3sbiBaloT ob6a cnocoba npeactasneHnsa ACL - B rpacmyeckom
M TEKCTOBOM BUuae.

Example 5.1. Cnucku npaB poctyna (ACL) no3BonaloT nepeMeLwiatb
B o4yepenm ToOJIbKO 3afBKU C NnpuopuTeToM 5.

This example shows you the basic structure of an ACL. First, it needs to have a name. In
this case, it is "100-Example-ACL". Note that the ACLs will be numerically sorted before
execution, so you should use the names carefully.

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".
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This is also affected by changes in the form (e.qg. if the ticket is the queue "Raw" and had
a priority "3 normal" at this moment the ACL will not match, but then priority drop-down
is selected and the priority is changed now to "5 very high" then will also match).

HakoHeu, pa3gen "Bo3MoXHbIe" onpenenseT nsMeHeHUs s3kpaHa. B Hawem cnyvyae u3
MMELWNXCA ovyepenen Tonbko o4vepenb "Alert" MoxeT 6bITb BbibpaHa Ha CTpaHuue
3aaBKW.

Figure 5.1. ACL 100-Example-ACL

 Edit ACL structure
Match settings

¥ = Properties

» B Ticket
B Queue:
Raw Exact match |~ ]
B Priority:
S wery high Exact match | )
B
i
Change settings
* & Possible
* & Ticket
B Queue:
AMert Exact match [ <]
<]
d

# 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'],
B
}I
}

Example 5.2. ACL no3BonsioT nepeMewiatb B Apyrue ovepenm
TOJIbKO 3afBKM C NPUOPUTETOM 5, y)Xe uMmeloLwimecs B base aaHHBbIX.

ITOT NpUMep O4YeHb MOXOXX Ha MpeablayLiunin, HO B 3TOM C/y4ae TOJIbKO 3asBKWN B
oyepean "Raw" un c npuoputetoMm "5 very high", yxe unmerowmecs B 6aze AOaHHbIX
6yaoyT COOTBETCTBOBaTb KpuTeputo. Takon Tun ACL He y4nTbIBaeT UaMeHeHns B popmMax
N3MEHEHNA 3asBKW, 00 TOro Kak 3asBKa OyneT nencrtBuTenbHO obHOBJsIeHa B 6ase
OaHHbIX.
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Figure 5.2. ACL 102-Example-ACL

 Edit ACL structure
Match settings

* 3 PropertiesDatabase

v & Ticket
B Queue:
Raw Exact match | )
B Priority:
5 very high Exact match | ]
- B
-
Change settings
¥ B Possible
* B Ticket
B Queue:
Alert Exact match | ]
@8 - B
I~

# ticket acl
$Self->{TicketAcl}->{'102-Example-ACL'} = {
# match properties
PropertiesDatabase => {
# current ticket match properties
Ticket => {
Queue => ['Raw'],
Priority => ['5 very high'],

b
}I
# return possible options (white list)
Possible => {
# possible ticket options (white list)
Ticket => {
Queue => ['Alert'],
Y
}I
15

Example 5.3. Cnucku npaB poctyna (ACL) nenaiot HeBO3MO>XXHbIM
3aKpbiTUe 3aBOK B o4Yepenu raw u CKpbiBaloT KHOMKY "3aKpbITb".

30ecb Bbl MOXKETe YBMAETb KaK rMojie 3asBKM (COCTOSHME), MOXKET MNpOBEPATbLCA Ha
6oslee 4eM BO3MOXXHOE ANA BBOAA 3HayeHMe. MOXKHO TakXXe OrpaHU4YMTb BO3MOXKHbIE
0enCcTBUS, BbINOJIHAEMbIE Ha, KOHKPETHOM 3as8BKOW. B 3ToM cnyyae, 3asaBKa HE MOXXeET
ObITb 3aKpbITa.
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Figure 5.3. ACL 102-Second-Example-ACL

w Edit ACL structure
Match settings

* O Properties

» B Ticket
B Queue:
Raw Exact match | <]
)
-
Change settings
* 3 Possible
* B Ticket
B state:
new open pending reminder Exact match | <]
® - | 5]
* 3 PossibleNot
v B Action
AgentTicketClose Exact match |~ ]
= B
=

$Self->{TicketAcl}->{'102-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'],
e
}I
# return also not possible options (black list)
PossibleNot => {
# not possible action options
Action => [ 'AgentTicketClose' 1,
}I
+

Example 5.4. ACL ypansetr HaBcerga BO3MOXXHOCTb YCTaHOBMUTb
coctosHue "closed successful".

OTOT nNpuMep nMoKa3sblBaeT KakK MOXHO MWCMoJib30BaTb "HeraTueHble" QUAbLTPbI
(cocTosiHme "closed successful" byneT yoaneHo n3 cnckos Bbibopa). Bbl Tak)xe MoxeTe
BUOETb, YTO HE 3aaHHble ycnioBus ans "properties" onsa 3assku 6yaeTt o3HavyaTb, 4HTO OHO
BEPHO AN BCeX 3asABOK, T.e. ACL npumeHsieTcs Bcerga. 310 MoOXXeT bbITb Mosie3Ho, ecnu
Bbl )XeslaeTe CKPbITb OnpeAesieHHble 3Ha4YeHNSA MO YMOSTHaHNIO U A0NYCTUTb BBOA OPYTrnX
3HAYeHWU TONbKO B 3afaHHbIX 06CTOATENBCTBAX (HaNpuMep, eCNr areHT NPpUHaaNexXunT
onpenesieHHoONW rpynne).
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Figure 5.4. ACL 103-Third-ACL-Example

w Edit ACL structure

Match settings

ki

Change settings
* B PossibleNot
» B Ticket
B state:
closed successful Exact match |+ |
=
i

$Self->{TicketAcl}->{'103-Third-ACL-Example'} = {

# match properties
Properties => {

# current ticket match properties (match always)
}I
# return possible options
PossibleNot => {

# possible ticket options

Ticket => {

State => ['closed successful'l,

Example 5.5. ACL Tonbko otoOpaxaet Hardware-cepBucbl pns
3afBOK, KOTOpblie OblJiu co3aaHbl B oYepensaXx, HA4YMHAIOLWMNXCA C
IIHWII-

DTOT MpPUMepP TakKXXe MOKa3biBAaeT KaK MOXXHO UCMOJIb30BaTb PErysisipHble BblpaXKeHus
I8 COMOCTaB/IEHUA 3a8BOK U (hUAbTPALIUN AOCTYMHbIX OMLWIA.

Figure 5.5. ACL 104-Only-Hardware-Services-for-HW-Queues-ACL

w Edit ACL structure
Match settings

¥ = Properties

» & Ticket
B Queue:
[RegExp]HW Regex <]
]
-
Change settings
¥ B Possible
* O Ticket
B Queue:
[RegExp]*Hardware Regex | <]
(&) B
i
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$Self->{TicketAcl}->{'104-0Only-Hardware-Services-for-HW-Queues-ACL'} = {
# match properties
# note we don't have "Ticket => {" because there's no ticket yet
Properties => {

Queue => {
Name => ['[RegExp]HW'],
}

)i

# return possible options

Possible => {
# possible ticket options
Ticket => {

Service => ['[RegExp]~(Hardware)'l,

1,

I

+

Example 5.6. ACL ana orpaHumdeHusa poctyna K [Mpoueccy B
uHtepdence knueHnta no CustomeriD.

Figure 5.6. ACL 105-Disallow-Process-For-CustomeriD - 3anpeTtuTtb
Mpoueccul ana storo CustomeriD

w Edit ACL structure
Match settings
* 2 Properties
w» & CustomerUser
B UserCustomeriD:

TheCustomerD Exact match B

Change settings
~ [ PossibleNot
¥ ) Process

P14 Exact match | <]

$Self->{TicketAcl}->{"105-Disallow-Process-For-CustomerID"} = {
'Possible' => {},
'PossibleNot' => {
'Process' => [
'P14'
]
+
'Properties' => {
'CustomerUser' => {
'UserCustomerID' => [
'CustomerID’
]
}
+
'PropertiesDatabase' => {},
'StopAfterMatch' => 0
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1.4. Cccbinika

B HumxenpuBegeHHoM CueHapun MNpeacTaBieH CNUCOK BCEeX MapaMeTpoB, KOTOpbie
MOryT 6bITb CMOJIb30BaHbI A1 CNUCcKa nNpaB goctyna (ACLs).

CmoTpute cekuma ACL B ProcessManagement pokymeHTauum pnns AeTtasibHOro
paccMoTpeHus ucnosib3osaHmnsa ACL o1 npouecCHbIX 3asBOK.

Example 5.7. Ccbinka oTobpa)kaeT Bce BO3MOXHbleé 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',
1,
Role => [
'admin’',
1,
# ...
1

# the logged in customer
CustomerUser => {
UserLogin => ['some login'],
UserCustomerID => ['some customer id'],
Group rw => [
'hotline',
s
Role => [
'admin',
s
# ...
i

# process properties
Process => {

ProcessEntityID => ['Process-9c¢378d7cc59f0fced4cee7bb9995ee3eb'],
# the Process that the current ticket is part of
ActivityEntityID => ['Activity-f8b2fdebe54eeb7b147a5f8elda5e35c'],

# the current Activity of the ticket
ActivityDialogEntityID => ['ActivityDialog-aff@ae05fe6803f38de8fff6cf33b7ce'],
# the current ActivityDialog that the Agent/Customer is using

I
# ticket properties
Queue => {

Name => ['Raw'],

QueueID => ['some id'],
GroupID => ['some id'],

Email => ['some email'],
RealName => ['OTRS System'],
# ...

}

Service => {
ServiceID => ['some id'],
Name => ['some name'],
ParentID => ['some id'],
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# ...
iy
Type => {
ID => ['some id'],
Name => ['some name'],
# ...
i
Priority = {
ID => ['some id'],
Name => ['some name'],
# ...
I
SLA = {
SLAID => ['some id'],
Name => ['some name'],
Calendar => ['some calendar'],
# ...
I
State = {
ID => ['some id'],
Name => ['some name'],
TypeName => ['some state type name'],,
TypeID => ['some state type id'l],
# ...
i
Owner => {
UserLogin => ['some login'],
Group rw => [
'some group',
s
Role => [
'admin',
s
# ...
Y

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 => {
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# See section "Properties
€3 oo
}

# reset possible options (whi
Possible => {
# possible ticket options
Ticket => {
Queue => ['Hotline',
State
Priority => ['5 very
DynamicField Fieldl

", the same config can be used here.

te list)
(white list)

'Coordination'],

=> ['some state'],

high'l,
=> ['some value'l],

DynamicField MyField => ['some value'l],

# ...
NewOwner => ['some owner'],
0ldOwner => ['some owner'],
# ...

b

# Limit the number of possible ActivityDialogs the Agent/Customer
# can use in a process ticket.
ActivityDialog => ['AD1', 'AD3'],

# Limit the number of possible Processes that can be started
Process => ['Process-9c378d7cc59f0fced4cee7bb9995ee3eb’,

'Process-12345678901234567890123456789012'],

# possible action options (white list)
Action => [

'AgentTicketBounce',

'AgentTicketPhone'. # only used to show/hide the Split action
'AgentLinkObject', # only used to show/hide the Link action
€3 oo

1,
I
# add options (white list)
PossibleAdd => {
# See section
# ...

"Possible"

)i
# remove options (black list)
PossibleNot => {

# See section "Possible"
# ...
},
+;
Note

Mpwn npoeepke ACLs, ecnu CustomerUserID napameTp oTnpasieH, MexaHn3m ACL
CpaBHMBaeT 3afaHHbIn ACL ncnonb3ysa npeactasneHHbln CustomerUserlD ans
cbopa maHHbIXx CustomerUser gnsa 3anonHeHms CustomerUser hash, a Takxe
nepekpbiBaeT NHMOPMaLMIO 0 KIneHTe B hash 3aaBku ang nposepku B Properties.
C opyron CTOPOHbI 3TU BblYMCIEHNS TakKXe Ncnosb3ytoTca B PropertiesDatabase
pa3gene, HO C NCMOJIb30BaHMEM KJIMEHTa 3a8BKM Kak OCHOBY A1 cbopa AaHHbIX.

ObpaTnuTe BHMMaHUe, 410 B lMonb3oBaTenbckoM NHTepgence, CustomerUseriD
BCeraa oTrnpaBaseTcs C 3aJ0rmHeHbiM KnneHtom.

NMoMHNTE, 4To Ha 3KpaHax noucka (AgentTicketSearch n CustomerTicketSearch)
- €ANHCTBEHHO [OCTyMHble aTpubyThl Ana ACL 3To AuHamuyeckue nonasd. 3To
03Ha4vaeT, YTo ANA 3TMX dKPaHOB Bbl HE MOXeTe OorpaHM4nTb Nobble apyrue
aTpubyThl, Takne Kak Tun 3aaskn, CoctosaHne, O4epenb 1 T.4.

From OTRS 4 the 'Action' parameter is not longer a hash but an array reference
and it can be used in any of the Change sections using any of the Modifiers.
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2. YnpaBneHue lNpoueccamm

2.1. BBepeHue

dTa yHKuma B OTRS [o3BonseT nogenmpoBaTb MNpouecchl (MoTokn paboT/3apad) B
cucteme ynpassieHusa 3asBkamu. TOCHOBHas maes 3ak/4aeTcss B TOM, 4Tobbl 3a4aTh
MOBTOPSAOLLNECS NPOLLECCHI N AenernpoBaTb 4acT paboThbl pa3IMYHbIM COTPYAHMKAM,
a TakXe ynpaeasaTb npoaosikeHnem paboTbl Mo npoueccy, B 3aBUCUMOCTU OT
onpenesieHHbIX YC0BUN.

2.2. NpuMmep npouecca

[JaBanTe pacCMOTPUM HeKuUn npmmep 41obbl BCe BblN0 Bonee HarNAAHO N NOHATHO. Mbl
bynoem paccMaTpuBaTb NMPOLECC MOKYMKU KHUTI:

2.2.1. 3anucb cnpoca

Mpexpne 4eM 3aka3 byneT pa3MmelleH, 3anpoc Ha nunTepaTypy paboTHukom 6yaeTt
3anuncaH. Cneayoowasn KHAra Hy><KHa B Hallem npumMepe:

Title: Prozessmanagement fiir Dummies
Autor: Thilo Knuppertz
ISBN: 3527703713

2.2.2. YTBEpXAeHue MeHepn >xepoMm

HadvanbHuK oToena roe pabotaeT paboTHUK OO/KEH PELUNTb 4YTO AenaTb C 3aKa3oMm. B
c/ly4ae oTKasa, NpUYMHa OTKasa AO0JKHa OblTb 3anMMcaHa CTapLIMM MO AOJHKHOCTU. B
cnyyae onobpeHuns 3aka3 nepenaeTcsi B OTAE/ 3aKYMoK.

2.2.3. ObpabaTbiBaeTcs oTAEJIOM 3aKYNOK

3aKynka, B AaHHOM CJly4ae, COCTOMT B TOM, 4TOObl HanWTW, roe KHUra MoxeT ObiTb
3aKa3aHa Ha Jy4WwunXx ycsaoBuax. ECm ee HET Ha pbliHKE, 3TO A0JIKHO 6bITb 3anNMcaHo B
3aka3e. B cnyyae ycnewHoro pa3melleHmns 3akasa, 3aKynLimnK 3annucbiBaeT MOCTaBLLUMKa,
LeHY 1 gaTy NOoCTaBKMW.

2.2.4. ObpabarTbiBaeTCA NOYTOBbLIM OTAEJIOM

Mocbinka 6yneT pocTaBsieHa B KOMMaHwuio. OTAeN MpUeMKuW, NpoBepsieT MOCbIIKY W
3anucebiBaeT gaTy npmema. Tenepb paboTHUK - 3aaBUTENb By AeT N3BELLEH, YTO ero 3akas
NpubbIN 1 FOTOB K Bblaaye.

2.3. BbinosiHeHMue npuMepa

Ecnn npenononoXutb 4TO 3asBKa ,D,eIhCTByeT B >3TOM p860'~|eM NMOTOKeE Kak
COI‘IpOBO)J,I/ITeJ'IbeIIZ AOOKYMEHT, KOTOprIh MOXeT TMNpPpUHNMaTb coobuwieHna ob
N3MeHEHUAX, Mbl NOoJly4HaeM MNoJiHoe npenctaBjieHne O NnpouecCHbIX 3aaBKax.

MpoaHanM3npoBaB NMpeablayLunii MpuUMep Mbl MOXXEM BblAENTb Cleayolmne NyHKTbI:

* BO3MOXHOCTM perucTpaumnm pOaHHblX, Ha3oBeM ux Activity Dialogs/unanorn
AKTUBHOCTMH,
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* [IpoBepKK, KOTOpble MOryT aBTOMAaTUYeCKW pearmpoBaTb Ha W3MEHEHMEe [aHHbIX,
Ha3oBeM [lepexonbl,

* N3MEHEeHUs, KoTopble MOryT O6biTb MpuUMeHeHbl Aas o06paboTku 3aaBKM nocnae
ycnewHoro nepexona obpaboTkm 3aaBkuM, HazoBeM ux Transition Actions.

Tak>Xe HaM HeobxoanM AOMNOSHUTENbHbLIA SN1EMEHT, KOTOPbIN HE TaK OYeBUAEH:

* BO3MOXHOCTb NPeanoXXuTb, 4Tobbl 6onee Yyem oanH Auanor AKTuBHoCTU/Activity Di-
alog 6bin pocTyneH. B Hawem npumepe 3To HeOHBX0AMMO, KOrAa MeHeaXXep OoJIKeH
nmeTb Bbibop Mexnay "Approve/YTBepanTh" and "Deny/3anpeTtuTh". HazoBem 370 Ac-
tivity/AKTUBHOCTb.

Tenepb, BBeas noHATua Activities/AkTnesHocTb, Activity Dialogs/Ounanorn AKTUBHOCTWN,

Transitions/lMepexonbl u Transition Actions/OencTtBus nepexona, Mbl MMeeM Bce

HeobXxoAnMble MHCTPYMEHTbI AN MOCTPOEHMSA OTAEJIbHbIX 3TamnoB Hallero npuMmepa.

YTOo Mbl elle He onpenenunan, Tak 3To 06n1aCTb B KOTOPOM O/ Kak[Oro MnoToKa

paboT/ work-flow 6bin 6bl 3agaH NopsaaoK waroB. Ha3zoBeMm 310 Process/Mpouecc. YTobbl

MMEeTb BO3MOXHOCTb CCbIJIaTbCA Ha BCE 3TU CYLHOCTU/MOHATUSA MNO3Xe, AaduM UM

KpaTkne nMmeHa/abbpeBunaTypbl B CKOOKax. 3TN 0603HaYEHNS OCHOBAHbI Ha BHYTPEHHEM

MexaHusMe naeHTudpukauum, HasoiBaemom EntitylDs.

EntitylDs cornacoBbiBatoTCA C 0gHOW man AByMs GykBamMum (B 3aBUCUMOCTM OT YacCTwu
npouecca), a 3aTeM NOPALKOBbIN HOMEpP, HarnpuMep:

* Mpouecc: 'P1', 'P2' ... 'Pn".

e NeaTenbHoCTb: 'Al', 'A2' ... 'An'.

e Nunanor AktuBHocTu: '‘AD1', 'AD2' ... 'ADNn".

* Nepexopa: 'T1', 'T2' ... 'Tn".

* Mepexopn genctemn: 'TAL', 'TA2' ... 'TAn'.

MNepen co3paHvem npouecca M ero 4vacten HeobxogMmMo MNOAFOTOBUTb CUCTEMY.
Hy>XHO onpenennTb HekKoTopble O4vepenun, KnneHtos n AuHamuyeckue Mong, a Takxe
yCTaHOBUTb HEKOTOpbIe onuuun B hanne SysConfig.

Co3paTb cnepywoume Oyepenu:

* YnpaBrsieHue

* COTpyAHUKMK

* Mokynka

* [loyTOBOE OTOENEeHMEe

Co3paeT cnepytowmx Monb3oBaTenei:

* MeHepxep

* CoTpyOHUK

Co3paTb cnepywowme AnHammnyecku Mons:

e Ha3BaHue

MeTka Ha3BaHue
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Type Text
ObbekT 3a8BK
ABTOp

MeTKa ABTOp
Type Text
ObbeKkT 3asBK
ISBN

MeTKa ISBN
Type Text
ObbekT 3asBK
CocTosHue

MeTka CocTosiHuMe
Type Dropdown
ObbeKkT 3asBK

BO3MO>XHble 3HavyeHus

* YTBepxaeHune

e OTKasaHo B yTBep>XOeHun
* YTBEepXAEeHHbIN

* 3aKa3 OTMeHeH

* 3aKas3 pa3MeLleH

* Mocblsika nosy4veHa

MNpuMeyaHue: Wcnonb3ynTe WMEHHO 3TWU BO3MOXHbIE 3HaYeHUs ANs

"3HayvyeHune" Npn co3gaHnM OUHAMNYECKUX MONEN.

"Knoy"

n

MocTaBWMK

MeTKa MocTaBLWNK
Type Text
ObbekT 3aBK

LleHa

MeTKa LleHa

Type Text
ObbeKkT 3asBK

DeliveryDate

MeTKa HaTa nocTtaBku
Type Date
ObbeKkT 3aaBK

DateOfReceipt
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MeTKa DaTa nony4deHuns
Type Date
Ob6beKkT 3aaBK

YcTaHaBnuBaeT cnepyowme napameTpbl SysConfig:

» 'Ticket::Responsible': Yes

* 'Ticket::Frontend::AgentTicketZoom# # #ProcessWidgetDynamicFieldGroups':

Knrouy: Coamep>xaHue:

KHura HassaHue, AsTop, ISBN

O6Lwun CocTosiHuMe

3aKkas LleHa, NMocTaBwuk, laga 0OCTaBKN
OTrpy3ka DateOfReceipt

* 'Ticket::Frontend::AgentTicketZoom# # #ProcessWidgetDynamicField":

Knrouy:

Cogmep>xaHue:

ABTOp

DateOfReceipt

DeliveryDate

ISBN

LeHa

CocTosHMe

[MocTaBLWUK

Ha3BaHue

RlR R R R R R

Tenepb faBanTe Nepengem K onmcaHUo peasibHOro rnpowecca. Ha cnegytowem ware mbl
onpenennM KOHKpeTHble 06beKTbl, KOTOPbIE HaM HeEO6X0ANMbI.

2.3.1. MNpouecc (B KayecTBe KOHTeUHepa)

Ons co3daHWsi HOBOro rpouecca HeobxoAMMO MepenTu K NyHKTY YnpasneHue
npoueccamm Ha naHenn AgQMUHUCTPATOPA, NOC/Ee HaXXaTWs Ha KOTOPbIA Mbl Monagem
Ha 3kpaH O63o0pa npoueccos. Mocse co3haHWUs MPOLLECCa Mbl MOJYYMM BO3MOXXHOCTb
C034aHuns BCcex ero o6beKToB (BCEX COCTABASAOLMNX MPOLIECCA).

Note

HeatenbHocCTw,

Ovanorn AKTMBHOCTW,

Mepexogbl M [LencTBUA nepexonos

onpefeneHHble B OOHOM rnpouecce OyayT AOCTYMHbl ANA BCeX MPOLLEeCcCoB

Cncrtembl.
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Figure

5.7. CtpaHuua

AAMMHMCTpMpOBaHMe CNncrtemMbl

at types.

2t states.

CeEs,

ts
fice Level

Systemn Administration

GenericAgent

Manage tasks triggered by event
or time based execution.

OTRS Business Solution™

Deploy and manage OTRS
Business Solution™.

Cloud Services

Manage OTRS Group cloud
services.

Session Management
Manage existing sessions,

Performance Log

View perdformance benchmark
resylts.

S0L Box
Execute SOL statements,

SysConfig

Edit the systern configuration
settings.

Package Manager

Update and extend your system
with software packages.

AaMUHUCTpaTOpa

OTRS -

Online Admin Manual =

Systern Registration
Manage system registration.

Support Data Collector
Manage support data.

Admin Maotification
Send notifications to users.

System Maintenance
Schedule a maintenance period.

System Log
View system log messages.

Process Management
Caonfigure Processes.

Web Services
Create and manage web services.

Chat Channel

Create and manage chat
channeals.

Ha>xmnTte Ha gencteue "CosgaTb Hosbin Mpouecc" B okHe Oencrteun.

Figure 5.8. Cospatb HoBylo kHonKy MNMpouecca

Actions

-

Create Mew Process

Deploy All Processes

3anonHsaem MHpopMaL Mo 0 npouecce, ykasbiBaeM Ha3ssaHue lNMpouecca n ero OnucaHune,
a CTaTyC OCTaBMM CO 3Ha4dYeHmeM "inactive", Nnoka He 3aKOH4YMM BCe 3aga4un. CoxpaHaem

npouecc.
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Figure 5.9. lo6aBuTb HOBbIN NpoLEcc

Create New Process
Actions Create New Process
d B T # Process Name:  Book ordering

% Description: The process to order a book.
Description

Save or Cancel

2.3.2. Awanoru lencrBmu

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 an accordion like effect), then click on
"Create New Activity Dialog".

Figure 5.10. KHonkKa co3paHus HOBOro fimasnora AKTUBHOCTH

Available Process Elements

= Activity Dialogs

Mo data found.

4 Create Mew Activity Dialog

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 field
within the pool to rearrange it in the correct place.
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Figure 5.11. lo6aBuTb HOBbIX [luanor AKTUBHOCTH

w Activity Dialog

# Activity dialog Name: Recording the demand
Available in: ~ Agent Interface

* Description (short): New demand

Description (long

* Fields

‘You can assign Fields to this Activity Dialog by dragging the elements with the mouse from the left list to the right list. Ordering the elements within the list is also possible by drag 'n'
drop.

e fields... ASSIGNED FIELDS

AVAILABLE FIELDS
Article

[Mocne Toro Kak nomMelleHbl B CNUCOK "Ha3HavyeHHble nona", opyroe BCrJibliBlOLLEe OKHO
MoKa>keT HeKoTopble AaHHble 0 nosie. Mbl OCTaBMM UM BCEM yMaJliMBaeMble 3Ha4YeHUs
N ToNbKo s nonen tuna CoobuieHne/3amMmeTKa Mbl A0JIHbI MPOBEPUTL, YTO OHU UMEKT
TN "note-internal®.

Figure 5.12. PepakTtupoBaTtb 351eMeHTbl nons (Article)

Edit Field Details x

Edit Details for Field "Article"

Description (long):

ArticleType:  note-internal

Display Show Field

Save Cancel

Ecnn BCce nonsg npuBsA3saHbl, HAXKMUTE Ha KHOMKY OTMNPaBUTb B M1aBHOM BCMJibIBaOLWLEM
OKHe 4TObObl N3MEHEeHMNS BCTYynnam B cunny.

B 3ToM npumMmepe mMbl Bynem ncrnonb3oBaTh Noas Tuna Article ons KommeHTapueBs, Apyrown
cnocob cocTouT B TOM, 4TOObI CO3A4aTh AUHaMuyeckoe none Tuna TextArea. OcTaBLunecs
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N3 YNOMSAHYTbIX MOJIe B CTPOKAX HUXKE 3TO ANHAMUYECKME MONS KOTOPble Mbl 3a4asin
paHee.

Please be aware that in this screen all the Dynamic Fields has the prefix "DynamicField "
as in "DynamicField_Title". Do not confuse with the field "Title" that is the Ticket Title.

CospaTtb cnegytowime Ouanorn AKTUBHOCTU:

* "3anucbk cnpoca" (AD1)
Onanor AKTUBHOCTUW, KOTOPbLIN COAEPXUT BCe Tpebyemble N0 A5 XPaHEHUA AaHHbIX
0 3aka3e (Ha3eaHue, ABTop 1 ISBN) 1 none CoctoaHune/Status c BO3MOXXHOCTbIO BbibOpa
"YTBepxxoeHune".

* "OTkazaTb" (AD2)
Onanor AKTUBHOCTW C NMoJsieM KOMMEHTapua 1 nNoJsieMm ctaTyca ¢ onuymen "OTkasaTb".

* "YTBEepxnaeH" (AD3)
34ecb HaM MPOCTO HY>XHO MoJsie cTaTyca ¢ onuunen "Approved/YTBepxaeHo".

e "3aka3 oTmeHeH" (AD4)
Onanor AKTUBHOCTW KOTOPbLIA MO3BOASET OTKA3aTbCHA OT MOKYMNKU (KHUMM HeT Ha
Cknage). 3pecb HaM Takxe noTpebyeTcsa nosie C KOMMEHTApPUEM U MNoJie CTaTyC CO
3HavyeHMeM "3aKa3 oTMeHeH".

» "3aka3 pa3MeuwieH" (AD5)

Ouanor AKTUBHOCTU C nonamun lMoctaswumk, LleHa v [laTa OOCTaBKM 4118 MOKYNKU n
rnoJsie ctaTyca co 3Ha4yeHmneM "3akas pasmelleH".

* "[locTaBka noJsiydeHa" (AD6)

Onanor AKTUBHOCTW AJ15 MOYTOBOr0 OTAEJIeHUSA C rnosiem ona JaTbl NoayYeHUs U rnojaem
cTaTyca Co 3Ha4veHuneM "llocTaBka nosyvyeHa".

To restrict the Status field for each activity dialog we need to add some ACLs in the Ker-
nel/Config.pm or to a new Perl file located in Kernel/Config/Files.

$Self->{TicketAcl}->{'P1-AD1-1'} = {
Properties => {
Process => {
ActivityDialogEntityID => ['AD1'],

}I
}I
Possible => {
Ticket => {
DynamicField Status => ['Approval'],
}I
}I

};

$Self->{TicketAcl}->{'P1-AD2-1'} = {
Properties => {
Process => {
ActivityDialogEntityID => ['AD2'],

}I

}I

Possible => {
Ticket => {

DynamicField Status => ['Approval denied'],
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b
},
};

$Self->{TicketAcl}->{'P1-AD3-1'} = {
Properties => {
Process => {
ActivityDialogEntityID => ['AD3'],

b
I
Possible => {
Ticket => {
DynamicField Status => ['Approved'],
b
Iy

};

$Self->{TicketAcl}->{'P1-AD4-1'} = {
Properties => {
Process => {
ActivityDialogEntityID => ['AD4'],

I
IT
Possible => {
Ticket => {
DynamicField Status => ['Order denied'],
I
+

};

$Self->{TicketAcl}->{'P1-AD5-1'} = {
Properties => {
Process => {
ActivityDialogEntityID => ['AD5'],

b
I
Possible => {
Ticket => {
DynamicField Status => ['Order placed'],
b
Iy

};

$Self->{TicketAcl}->{'P1-AD6-1'} = {
Properties => {
Process => {
ActivityDialogEntityID => ['AD6'],

b
I
Possible => {
Ticket => {
DynamicField Status => ['Shipment received'l],
b
Iy

2.3.3. MNepexonbl

B "JocTynHble 2neMeHTobl lNpouecca” wenkHuUTe "lMepexonbl”, a 3aTeM KJUKHUTE Ha
"Co3paTb HOBbIM Nepexoa.

226




OTRS

Real Services

Figure 5.13. Cospatb HoBylo KkHonKy lNepexopna

Available Process Elements

w Transitions

Mo data found.

+ Create Mew Transition

B OoTKpbIBLIEMCS BCMJbIBalOWeEM OKHe 3anonHuTe "Transition Name/msa Mepexona",
3aTeM, B YCJI0BUSAX, A1 3TOro npuMepa Mbl 6yaeM Ncnosib30BaTb TOJIbLKO OOHO YC/1I0BUE
M TOJIbKO 04HO mnone, aas obonx mbl octaBum Type of Linking/Tun cBs3biBaHUS "and/N",
a Tak>XXe byaeM ncnosib3oBaTh TWUM 3HAYeHUs NOAA A9 CpaBHeHUs - "String".

Figure 5.14. lo6aBuTb HOBbLIK lMepexon

w Transition

* Transition Name: Approval

' Conditions

and | T]

and T

(0]

DynamicField_Status Transition Validation Module % Approval

Add New Condition
Korga BCe yC/iOBUS YCTAHOBJIEHbI, Ha)XMUTe KHOMKY OTnpaBuTb, 4TOObl COXHaHWUTL
N3MEHEHNS.
Co3paTb cnepywouwme lMepexodbl:
* "YTBEepxaeHue" (T1)
Mepexon, KOTOPLIN NPOBepsEeT, yCTaHOBJIEH N1 CTaTyc nona B "Approval”.
* "OTKa3aHo B yTBepXxaeHun" (T2)
Mepexon NpoBepsAWMA YCTaHOBKY CTaTyca nossa B 3HavyeHue "Approval denied”.
* "YTBEpxaeH" (T3)

Mepexon, NpoBEPSAOLLMNA YCTAHOBKY CTaTyca nosjsa B 3HavYeHue "Approved".
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* "3aka3 oTMeHeH" (T4)

Mepexon NpoBepPAOLWNA YCTAaHOBKY CTaTycCa noss B 3HavyeHue "Order denied".
* "3aka3 pa3melleH" (T5)

Mepexon NpoBepALLMA YCTAaHOBKY CTaTyca nosas B 3HavyeHue "Order denied".
* "TlocTaBka nosiydeHa" (T6)

MNMepexod, KOTOPbLIN NPoOBEpPSET YCTaHOBAIEHO JIN NoJie CTaTyca B 3HadyeHue "Shipment
received".

2.3.4. Nencteusa Nepexopa

KnnkHuTe Ha "Henctema MNepexonoB " B MeH "IOCTymnHble 37eMeHThl npouecca”, a
3aTeM kankHuUTe "Co3gath HoBoe [enctseue MNMepexona".

Figure 5.15. KHonka co3paHusa HoBoro fleuncreue lNepexoaa

Available Process Elements

w Transition Actions

Mo data found.

[+ Create Mew Transition Action

In the opened popup screen fill the "Transition Action Name", and the "Transition Action
module" then add the required and optional parameter names and values.

All the Transition Action Modules are located in Kernel/System/ProcessManage-
ment/TransitionAction and the following is the list of bundled Transition Actions includ-
ed in this release:

* DynamicFieldSet

 TicketArticleCreate

* TicketCreate

» TicketCustomerSet

e TicketLockSet

e TicketOwnerSet
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* TicketQueueSet

» TicketResponsibleSet

* TicketServiceSet

* TicketSLASet

* TicketStateSet

* TicketTitleSet

* TicketTypeSet

Kaxgblh mMoayfb uMeeT CBOM COBCTBEHHbIE WM Apyrue napaMeTpbl, MoXanayncTa

MPOCMOTPMTE OOKYMeHTauuto K aToMmy moayso module documentation, 4Tobbl y3HaTb
BCce obs3aTeNbHble N ONUMOHANbHbIE NapaMeTpbl.

Note

HauyunHas ¢ OTRS 4.0.1, napaMmeTpbl Tenepb HeobsizaTenbHO uUMeKT
PUKCMPOBaAHHbIE 3Ha4YeHUs, HO, BMECTO 3TOro, OHM MOryT HacnepoBaTb UX U3
OpPUTrMHaNIbHON 3as8BKN UCMonb3ya opmaT: <OTRS_Ticket property>.

Ha4yunHas C Bepcumn OTRS 4.0.6, nofoep)xuBaercs dopmaT

<OTRS_TICKET property>, cTapbli QOpMaT TOXE MOXXET UCMOb30BaTbCH, HO He
pekoMeHAyeTcs, Tak Kak byaeT oTMeHeH B Byayuinx Bepcusx.

Figure 5.16. lobaBuTb HOBbIM Mepexon,

w Transition Action

* Transition Action Name: Move the process ticket into the *Superior” queue

* Transition Action Module: | TicketQueueSet | °]

Queue Superior

Kak ToJsIbKO BCe napaMeTpbl U 3HAYEHUSA YCTAHOBJIEHbI, HAXXKMNTE KHOMKY OTMNPaBUTb
4TOObI N3MEeHeHUs BCTYNWINM B CNY.

Co3paTb cnepywoume lNMepexobl:
* "MepemecTnTb 06paboTKy 3anBkM B ovepenb 'MeHemxmeHT' " (TAL)

MpennonaraeTcs, YTO 3TO AencTBme OyaeT BbINOSHEHO Korga npumeHeH lMepexon
"YTBepxaeHune" (T1).

* "I3aMeHsAeT OTBETCTBEHHOI 0 3a 3asBKY Ha 'manager'™ (TA2)
ByneT BbiNONHEHO KOr 4 NpuMeHeH Mepexon "Approval" (T1).
* "Move process ticket into the 'Employees' queue" (TA3)
ByneT BbINO/HEHO Koraa:
¢ MpumeHeHune lMepexoaa "OTKasaHo B yTBepxXaeHuun" (T2)

* MpumeHeHune MNepexona "Order denied" (T4)
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* MpnMeHeHue MNepexona "lMNocTaBka nosyyeHa" (T6)
* "MI3MeHUTb OTBETCTBEHHOr O 3a 3asBKY Ha 'Employee' (TA4)
ByneT BbINONIHEHO KOrAa:
* MpumeHeHue lMepexoaa "OTKasaHo B yTBepXaeHun" (T2)
* MNMpumeHeHue MNepexopna "Order denied" (T4)
* MpnmeHeHue MNepexopna "lMNocTaBka noJsyyeHa" (T6)
* "MepemelwaeT 06paboTKy 3asBkM B o4epenb 'Purchasing' " (TA5)
ByneT BbiNOJIHEHO Korga npuMeHeH Mepexopf "YTBepxaeHo" (T3).
* "[lepemecnTb NPOLECCHYIO 3a8BKY B o4epenb "Post office" " (TAG)
ByneT BbiNoJIHEHO Korga npuMeHeH lMepexop "3aka3 pa3mewer" (T5).
* "3aKpbiTb 3a8BKY CO CTaTycoM ycnewHo" (TA7)
ByneT BbINONIHEHO KOrAa:
* MMpumMeHeH nepexop "locTaBka noay4eHa" (T6)
* "3aKpbITb 3as1BKY CO CTaTyCcOM He ycnewHo" (TA8)
ByneT BbINONIHEHO KOrAa:
* MpumeHeHue lMepexoaa "OTKasaHo B yTBepXaeHnn" (T2)
* MNMpumeHeHue MNepexona "Order denied" (T4)
Kak MOXHO BWUAeTb, eCTb MecTa, rae oguHakoBble Transition Actions/OencTBus
Mepexoaa 6yayT BbINOAHATLCA. Takmum 06pa3oM 6b1s10 6bl IOrMYHO caenaTb BO3SMOXKHbIM

cBA3bIBaTb Transition Actions ceBobogHo ¢ Transitions/Mepexogamu, a8 nx NOBTOPHOIO
MCMNOJZ1Ib30BaHUS.

2.3.5. leAsTeNnbHOCTb

Mbl BeiBpann Takom noaxon 4Tobbl paccMaTpmBaTh JeaTeslbHOCTU B Ka4eCTBe KOP3UHBI,
KOTOpas MOXeT XpPaHUTb OAHWH uan 6onblue OuanoroB AedaTenbHOCTU. HaM HY>KHbI 3TK
0EeNCTBMS B HalleM npumepe:

KnukHuTe Ha "[JeaTenbHocTn" B MeHio "[ocTynHble DseMeHTbl [lpouecca”, a 3aTteM
KIMKHUTe Ha "Co3aaTh HOBYIO [eaTenbHOCTL".
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Figure 5.17. Co3patb HoByl10 KHONKY J[lesaTesIbHOCTHU

Available Process Elements

- Activities

Mo data found.

[+ Create Mew Activity

In the opened popup screen fill the "Activity Name", then drag the required Activity Dialogs
from the "Available Activity Dialogs" pool, and drop them 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, from left to right.

This order is specially important in the first Activity, since the first Activity Dialog for this
activity is the only one that is presented when the process starts.

Co3paTb cnepyoume leaTenbHOCTH:
» "Recording the demand/3anunck 3anpoca" (Al)

Copepxunt Activity Dialog/Onanor AkTuBHOCTM "Recording the demand3anucb
3anpoca" (AD1)

» "Approval/YTBepxaeHune" (A2)

Copnepxut [Ouanorm AkTuBHOCTM "OTkasaHo B opobpeHun" (AD2) a Takxe
"YTBepxaeH" (AD3)

e "3aka3" (A3)

Copoepxunt [LOuanornm AKTUBHOCTM "3aka3 oOTkJOHeH" (AD4) a Takxe "3aka3s
pa3MeweH" (AD5)

e "Bxogsawmne" (A4)

Copnepxunt Activity Dialog/Onanor AkTmBHOCTM "Shipment received/lNochkifika
nonyyeHa" (AD6)

* "Process complete/lMpouecc 3aBeplieH" (A5): 3710 Activity/Oenctene 6€3 BO3MOXHbIX
Activity Dialogs/Ounanoros AKTMBHOCTM. OHO AO0JIKHO O6bITb BCTaBseHoO nocne "Ap-
proval denied/He yTBepxxneHo", "Order denied/3aka3 oTBeprHyT" uam "Shipment re-
ceived/lMocbinka noay4eHa" n ykasbiBaeT Ha OKOHYaHMe npoLecca.

Tenepb Mbl MOXeM BUAETb, 4YTO [eATeNbHOCTb TOYHO OMpeaesisieT COCOTOsIHUE
npouecca 3asBku. NMocne ycnewHoro MNMepexona 3asBKa NnepemMeLlaeTcs U3 04HOro Bnaa
nessTeNlbHOCTU B APYrON.
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2.3.6. CxeMa npouecca 3aKa3a KHUIM

[JaBanTe 3aKOHYMM Halw NpuMep C nocsefHen HepocTatowen 4acTblo FOJSI0BOJSIOMKU
- Mpoueccom, Kak onucaHmeMm noToka paboT. B Hawem cnyydae 3To Becb paboynn
npouecc 3akasa. [pyrve npoueccbl MOryT ObiTb MOXOXXWUMW, TUMa 3aka3a O(UCHbIX
NPUHagNeXHOCTEN, NI COBEPLUEHHO NHbLIMM.

Mpouecc mmeeT HayvasibHYI TOYKY, COCTOAWYl M3 cTaptoBoro Activity/Oencteuna wm
ctaptoBoro Activity Dialog/Ounanora aktmBHoCTU. Onsa noboro HOBOro 3akasa KHUIW,
Ha4vanbHbIN Activity Dialog/Ounanor akTUBHOCTM (MepBbI guanor gas nepsoro encTemsa)
ABNseTCca nepBbiM oTobpakaeMbiM 3KpaHOM. Ecnv OH 3aBeplueH M coxpaHeH, bypeT
co3faBaTbCA HOBas MpoLLecCHas 3asBKa, KoTopasa pfdasee 6yaeT BbIMOJHATHCA B
COOTBETCTBUN C 3a4aHHbIM NOTOKOM paboT/work-flow.

Mpouecc Tak)Xe COOEepPXWUT yKasaHus, Kak NnpoueccHas 3asiBKa OyaeT npoaBuraTbCs
BHyTpu [Mpouecca. Haszosem 3710 "Path/Cxema". OHa cocTtouT M3 HadvanbHoro Activi-
ty/OencTtena, ogHoro mnam 6onee Transitions/MepexonoB (Bo3MoxHO, ¢ Transition Ac-
tions/[encTBnamn nepexonos) n apyrux Activities/Lencteuni.

Mpegnonaras, 4To 3T AKTUBHOCTWU/Activities y>ke Ha3HaveHbl nx Auanoram/Activity Di-
alogs, nepeTawimnTe AKTUBHOCTb M3 "rapMowKn" (B Ne€BON 4acTu 3KpaHa) N noMecTunTe
Ha obnacTb cxeMbl (HUXXe MHopMaL MM 0 NpoLecce). 3ameTbTe, YTO CTPEJiKa OT Havana
npouecca (3eneHbll KPY>XOK) K AKTUBHOCTU ByaeT nMposioXKeHa aBTOMaTUYeCKU. (ITo
nepsas AKTUBHOCTb M ee nepBbin Auanor 6yneT nepBbiM 3KPaHOM, KOTOpbIA OyneT
nokasaH npwu ctapTe Mpouecca).

Figure 5.18. NepeTawiuTte nepByio AKTUBHOCTb Ha NMOJIOTHO CXEMbl.

Available Process Elements

w Activities

Approval @ ) - - i

w Add and Edit Activities, Activity Dialogs and Transitions Show EntitylDs
Incoming & &
Order ey

Process complete ay (& ( )—

Recording the demand fil @

[ +] Craate New Activity
&
. Recording the
demand

Description

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.
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Figure 5.19. NepeTawurte BTOPYI0o AKTUBHOCTb Ha NMOJIOTHO CXEMbl.

Available Process Elements

« Activities
Active
Approval e ) . . "
w Add and Edit Activities, Activity Dialogs and Transitions Show EntitylDs
Incoming g
Order & &
Process complete ay O ( )—
Recording the demand s
[ +] Craate New Activity
a
’ Recording the
demand
Description &

Approval

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 changes 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.

Figure 5.20. NepeTtawuTte Transition/llepexon Ha NOJIOTHO CXEMbl.

« Activities

Active
Mpproval e ) . .
w Add and Edit Activities, Activity Dialogs and Transitions Show EntitylDs

Incoming a
Order oiE]
Process complete &= O
Recording the demand &=
[ +] Craate New Activity

Approval

Description F-3
& q Approval

The Elements listed above in this sid
E vas

’ Recording the
demand

Tenepsb, korga "Path/MocnepoBaTensHoCcTh" [leNCTBMIM 3agaHa - HE06X0AMMO Ha3HAYNTb
Oencteusa NMepexogos/Transition Actions ang Mepexogos/Transition. IBONHONM WENYOK MO
nmeHun MNMepexoda (Ha cxeme) OTKPOEeT HOBOE AOMOJIHUTEJIbHOE OKHO.
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Figure 5.21. CesAa3aTb AKTUBHOCTU ucnosb3ys MNepexoabl

« Activities
Active
Approval e . . L i
w Add and Edit Activities, Activity Dialogs and Transitions Show EntitylDs
Incoming g
Order &
Process complete &
Recording the demand oy
Craate New Activity
Recording the |-
Gomand >—|

Approval

Description F-y
Approval
ts listed above in t
nvas area on the r ’

Activity Dialogs: To a:
t an Activit dmn the

3axBaTuTe Mblwbio Tpebyemble AKTUBHOCTU [lepexoga M3 cnucka [docTynHbIX

AKTuBHOCTeN Nepexona n nepeTalmTe B CNUCOK Ha3HavyeHHbIX AKTUBHOCTEN MNepexona
M 3aTeM HaXXMuUTe KHOMKy OTnpaBuTb.

Figure 5.22. HasHauuTtb flenctBus Nepexopna

¥ Path

Recording the demand Approval Approval

Edit this transition

w Transition Actions

You can assign Transition Actions to this Transition by dragging the elements with the mouse from the left list to the right list. Ordering the elements within the list is also
possible by drag 'n' drop.
ASSIGNED TRANSITION ACTIONS

Change ticket responsible to "manager® (TransitionAction-aads... =
AVAILABLE TRANSITION ACTIONS

Move the process ticket into the "Management® queue (Transiti... ri
Close ticket successiully (TransitionAction-2647db3cd53e31417...

Close ticket unsuccessfully (TransitionAction-4de7ad2670fb40c... r

Move the process ticket into the “Employees™ queue (Transition...

]

Change ticket responsible to "Employee” (TransitionAction-7be... r

Move process ticket into the "Post office” queue (TransitionActi...

&

Move process ticket into the "Purchasing” queue (TransitionActi... r

Create New Transition Action

3aTem, BEPHNTECLb K IN1aBHOMY OKHY pedaKTunpoBaHUA I'Ipou,ecca N HaXXMUTE KHOMKY
COXpaHI/ITb rnoa cxemMom u COoXpaHnTE BCE CAeJlaHHblE U3MEHEHNA.

Complete the "path" adding the following Activities, Transitions and Transition Actions:
3anucb cnpoca Ao 3Ha4veHus "Approval"
 Starting point: Activity: "Recording the demand" (Al)

* Bo3MoxxHbIN Mepexon: YTBepxaeHne (T1)

* If the condition of this activity is fulfilled, the ticket will move to Activity: "Ap-
proval" (A2)
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* Kpome Toro BbinoaHUTCA cnepytoulee TransitionActions/Oencteusa MNMepexoaa:
* "MepemecTnTb 06paboTKy 3anBku B ovepenb 'MeHeoxmeHT' " (TAL)
* "I3MeHsAeT OTBETCTBEHHOI O 3a 3asBKY Ha '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: "Move the process
ticket into the 'Management' queue" (TAl) and "Change ticket responsible to 'manag-
er'" (TA2) are executed. In the Activity: "Approval" (A2), the Activity Dialogs: "Approval
denied" (AD2) and "Approved" (AD3) are available.
YTBepxxaeHune
* HavanbHasa To4ka: Activity/AKkTnesHoCTb "Approval/YTBepxxaeHue" (A2)
* Bo3MoO>XHble TpaH3aKumu:
e "OTKa3aHo B yTBepxaeHumn" (T2)
« If this matches, the process ticket will move to Activity: "Process complete" (A5).
* KpoMe Toro BbiNONHUTCA cnepytoulee TransitionActions/Oencteus MNMepexoaa:
» "Move process ticket into the 'Employees' queue" (TA3)
* "/I3MEeHUTb OTBETCTBEHHOrO 3a 3asABKY Ha 'Employee' (TA4)
* "3aKpbiTb 3a8BKY CO CTaTyCcoOM He ycnewHo" (TA8)

e "YTBEepxaeH" (T3)

* ECin BepHO, rnpoueccHas 3asBka nepenper Kk Activity/Oenctsuio:  "Or-
der/3akas" (A3).

e ononHutenbHo, cnepytowme Transition Action/Oencteua [lNepexona 6ynyTt
BbIMOJIHEHBbI:

* "MepemelwaeT 0bpaboTKy 3anBku B ovepenb 'Purchasing' " (TA5)

MoxxHo BuaeTb, 4TO Tekyuwasa Activity/AKTUBHOCTb, KOTopas onpegenseT war
MPoLLEeCCHON 3asBKU nMeeT oAHy mnm 6onee Bo3MoXXHocTen Anda Transition/MNepexoaa,
KOTOpPLIN, B CBOKO 04Yepenb, UMeeT 04HY e 0UHCTBEHHY0 Lenesyto Activity/AKTUBHOCTL (1,
BO3MOXXHO, 04HO unn 6onee Transition Actions/OencTeune MNMepexona).
3akas
* HavanbHasa To4ka: Activity/AkTuBHOCTb "Order/3aka3" (A3)
* Bo3MoOXHble TpaH3akumnu:
* "3aKa3 oTMeHeH" (T4)
* If this matches, the process ticket will move to Activity: "Process complete" (A5).
¢ Kpome Toro BbinosHNUTCA crieaytoulee TransitionActions/Odencteusa Nepexona:

* "Move process ticket into the 'Employees' queue" (TA3)

* "YCTaHOBUTb OTBETCTBEHHOrO 3a 3asBKYy B 'Employee'" (TA4)
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* "3aKpbITb 3a51BKY CO CTaTyCcOM He ycnelHo" (TA8)
e "3aka3 pa3meuweH" (T5)
* If this matches, the process ticket will move to Activity: "Incoming" (A4).

e ononHutenbHo, cnepytowme Transition Action/Oencteua [lNepexona 6ynyTt
BbIMOJIHEHbI:

* "lepemecnTb NPOLECCHYIO 3a8BKY B o4epenb "Post office" " (TAG)
Bxogswne
* HavanbHasa To4ka: Activity/OencTeume: "Incoming/loctynneHune" (A4).
* Bo3MO)xHble TpaH3aKunm:
¢ "MocTaBKa nony4yeHa" (T6)
* If this matches, the process ticket will move to Activity: "Process complete" (A5).
* Kpome Toro BbiNONHNTCA crieaytoulee TransitionActions/Odencteusa Nepexona:
* "Move process ticket into the 'Employees' queue" (TA3)
* "YCTaHOBUTb OTBETCTBEHHOrO 3a 3asBKY B 'Employee'" (TA4)
e "3aKkpblTb 3asABKY CO CTaTycoM ycnewHo" (TA7)

MonHbIA NyTb K Mpoueccy NOKYNKNn KHUrM byneT nMeTh Clefyowmni BUL:

Figure 5.23. 3akoH4eHHaa/NnoJIHaA cxeMa npouecca 3aka3a KHUIum.

w Add and Edit Activities, Activity Dialogs and Transitions Show EntitylDs

&

Recording 1

demand Approval

a
—

Approval denied

Approva  Approved

Order

Order placed

COrder denied 4

a
‘ . ‘ 1 Incoming

Process complete Shipment received
¥

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 actually the processes configuration that the system will use to create or use process
tickets.
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Bce wu3mMeHeHnMa cpenaHHble B [pouecce (B wuHTepdence apgmmHa) noTpebytoT
nepecmHxpoHusaumn danna Kawa, 41obbl 3MeHeHNA BbINN OTpa>keHbl B cUcTeMe.

Tak>Xe, BO3MOXXHO MMMNOPTUPOBaTbL Npouecc uenmkom ns YAML canna, Ho o6A3aTensbHO
0O 3TOro co3jaTb BCe AMHaAMUYeCcKMe noss, rnosib3oBaTesien, o4vepeaum wn np.
HeobxoAuMble 015 KaXO0ro npotecca.

ObpaTuTe BHMMaHMe, 4TO ecnn npouecc TpebyeT umcnonb3oBaHua ACL, oHU Takxke
DOJKHbI ObITb CO34aHbI BPY4YHYIO.

The following 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:

241




OTRS

Real Services

- 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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Config:
Condition:
1:
Fields:

Type: String
Type: and

EntityID: T5

ID: 98

Name: Order placed
T6:

Config:
Condition:
1:
Fields:

Type: String
Type: and

EntityID: T6
ID: 99

ConditionLinking: and
CreateTime: 2012-11-23 11:56:15

ConditionLinking: and
CreateTime: 2012-11-23 11:56:48

Name: Shipment received

ChangeTime: 2012-11-23 18:30:33

DynamicField Status:
Match: Order placed

ChangeTime: 2012-11-23 15:15:30

DynamicField Status:
Match: Shipment received

2.4. OTaNOHHaA nNocJieaoBaTesIbHOCTb

HaCTPOMUKM npouecca

2.4.1. Npouecc

lMpouecc MmogennpyeT NyTb MPOXOXKAEHNA 3a4a4 npouecca. [yTeBbIMU TOYKaAMM Ha 3TOM

nyTn MoryTt ObiTb AKTUBHOCTU UK lMepexonbl, Mbl pacCKa)kem 06 3TOM no3xe.

2.4.1.1. HacTpouka lNMpouecca

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
CreateTime
CreateBy
ChangeTime
ChangeBy
State
StartActivity
StartActivityDialog
Path => {
‘Al = {
'T1' => {

I
}

1 2I =>{
T2 = {

'Book order',

'16-02-2012 13:37:

1,

'17-02-2012 13:37:

',
"Active’,
'Al',
'"AD1',

ActivityEntityID => 'A2',

00",

00",
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ActivityEntityID => 'A3',
b
b
Iy
)i
1 2l =>{
Name => 'IT order',
CreateTime => '26-02-2012 13:37:00',
CreateBy = '1l"',
ChangeTime => '27-02-2012 13:37:00',
ChangeBy = 'l"',
State => 'Active’',
StartActivity = 'A2',
StartActivityDialog => 'AD2',
Path => {
'A2' = {
'T3' => {
ActivityEntityID => 'A4',
b
b
Iy
}
I

2.4.1.2. HazBaHue

NMms Mpouecca, OHO MOXEeT ObITh BbIOPAHO areHTOM Mpu Co34aHUN HOBOW MPOLIECCHOWN
3a9BKM.

2.4.1.3. CreateTime

Bpewms, korga npouecc 6bin co3aaH.
2.4.1.4. CreateBy

UID nonb3oBaTens, cospaswero 3ToT lpouecc
2.4.1.5. ChangeTime

Bpems, korga npouecc 6611 N3MeHeH.
2.4.1.6. ChangeBy

uiD ﬂOﬂb3OBaTeﬂﬂ,KOTOpHﬂ BHOCW nociegHmne naMmeHeHmnsa B rnpouecc

2.4.1.7. State

3ajaeT COCTosAHMe npouecca. Bo3Mo)xHble 3HaYeHuns:

» 'Active' / AKTMBHbIN - BCE MPOLLEeCChbl, KOTOpPblIe MOrYT ObiTb UCMOJNIb30BaHbl B HOBbIX
MPOLLEeCCHbIX 3aaBKax.

» 'FadeAway' / icye3atoLime - 3TO NPOLECChl, KOTOPbIe HeNb3s BbiIbpaTh 6onee ona HOBbIX
3a5BOK, HO CyLLLEeCTBYHOLLME 3a89BKM MOIryT NPOAO/IXKAaTb X NCMOJIb30BaTh.

* 'Inactive' / HeakTuBHble - AeaKTUBMPOBaHHbIE Npouecchl. OHM He MoryT 6biTb Bonee
MCMOJIb30BaHbl HX B HOBbIX, HX B CYLLECTBYIOLWNX 3as89BKaxX.

2.4.1.8. StartActivity

Mpn co3paHum HOBOW nMpoueccHonm 3asaBku, StartActivity / HadanbHas AKTUMBHOCTb
hDo/mkHa OblITb 3agaHa.Kak Tonbko 3asBka byaeT co3gaHa, 3Ta AKTUBHOCTbL bypeT
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WHULMNPOBAHA W WCMONb30BaHa KaK HavasbHasi TOYKa AONA MNepBbiX MPOBEPOK
nepexomos.

2.4.1.9. StartActivityDialog

Ons HOBOW MpoOLECCHOM 3asBKW O0JKeH ObiTb 3apgaH StartActivityDialog/HadanbHbin
Onanor AkTmBHoCcTW. OH 6yameT nokasaH MNpuM CO34aHMXM HOBOW MPOLLECCHOMN 3asBKU
(nocne Bbibopa npouecc). B 3TOT MOMEHT 3asBKa ele He CylecTByeT, OHa byaeT
co3faHa nocne BbinonHeHus StartActivityDialog.

2.4.1.10. NMNyTL

CxeMa oTobparkaeT CTPYKTYpY AKTUBHOCTEN N BO3MOXXHbIX [epexofoB Mexay HAMU ANns
Tekyllero npouecca. A Takxe Jencrteusa MNMepexonos/Transition Actions BO3MOXXHbIe Npu
nepexofax. OHa rMoka3biBaeT NyTW BbIMOJIHEHWSA NPOLLECCHON 3asaBKN. Hanpumep:

'Al' => {
'T1' => {
ActivityEntityID
}

|2|=>{
ActivityEntityID
}

|3|=>{
ActivityEntityID => 'A4',
TransitionAction => ['TAl', 'TA2'],

> A2,

> 'A3',

I
I

Ecnun npoueccHas 3asBKa B cocToaHum Activity 'Al', oHa uMeeT TpnM BO3MOXKHbIX MyTU
nepexoga K apyron AKTuBHOCTW. Onsa Mepexopmos oT 'T1l' pgo 'T3' 3a4aHbl yCnoBuS,
KOTOpble NpoueccHas 3asiBKa 0J1XKHa BbINOJHUTL OJ1a nepexoaa (transit) Kk cnegywowen
AKTUBHOCTMW.

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 numerical sorting of the TransitionIDs).

LOMoNHNTENbHO, WMeeTCs BO3MOXHOCTb Ha3HauuTb [Hencteusa [lepexogoB npu
KoH(Urypauwum MNpouecca. 9To Moayn, KoTopble OyayT BbIMOJHATLCA NOC/E YCNELWHOro
Mepexoga. OHM OOJXKHbI ObITb 3adaHbl B BuAe Maccua/Tabnuubl, Kak B npumepe,
noapobHOCTN 3TOro Mbl 06CYAMM NO3XKeE.

2.4.2. AKTUBHOCTb

AKTUBHOCTb COAEPXUT oAMH wunu bonee [HOumanor AKTUBHOCTU W npencTasnseT
cobon »>sTan [lpouecca. Bce [Ouanorn AKTUBHOCTM OTOBpaxkalTCcad Ha 3KpaHe
nogpobHoro npocMoTpa 3aaBku TicketZoom n ncnonb3ytoTcsa, noka ycnosus MNMepexoaa
BbIMOJIHAIOTCA.

2.4.2.1. HacTtponka AKTUBHOCTM

[aBalnTe pacCMOTPUM NpuUMep KOHMUIypaLnn akTUBHOCTU:

$Self->{'Process::Activity'} =
{
Al = {
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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',
1
I
1 2l =>{
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"',
2 => 'AD6',
3 => 'AD1’,
1
}
}i

2.4.2.2. Ha3BaHue
Ha3BaHVe aKTUBHOCTW.

2.4.2.3. CreateTime
Bpemsa cospaHus.

2.4.2.4. CreateBy
UID nonb3oBaTend, co3fdaBLlUero 3Ty AKTUBHOCTb.

2.4.2.5. ChangeTime
Bpems nocnegHero naMeHeHus.

2.4.2.6. ChangeBy
UID nosnb3oBaTensd, nocsiefHUM N3MEHSBLUEro 3Ty AKTUBHOCTb.

2.4.2.7. ActivityDialog
Pazgen [Oduanor AKTUBHOCTU COOEPXUT CNUCOK [nanoroB AOCTYMHbLIX AJ1S 3TON
AKTMBHOCTWN. Bce [duanorn Tekywen AKTUBHOCTM oTobpakatoTcs B TicketZoom. Ux
nopsooK 3afaeTcs Npu HacTpolKe, B AaHHOM cnydae, 'AD5' otobparkaeTtcsa oo 'AD6' n
'AD1'.

2.4.3. ActivityDialog

Onanor AKTUBHOCTW 3TO OObIYHLIA 3KPaH N MOXXeT ObiTb WUCMOJIb30BaH B Pa3/INYHbIX
AKTUBHOCTSAX.

2.4.3.1. HacTtpouka ActivityDialog/fanora AKTUBHOCTHU

HaBante paccMOTpUM NpuMep KoHpUrypaumm:

$Self->{'Process::ActivityDialog'} = {
'AD1' => {
Name => 'ActivityDialog 1 optional',
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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',
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', 'Title' 1],
SubmitAdviceText => 'Note: If you submit the form...',
SubmitButtonText => 'Send request',
}
I

2.4.3.2. HazBaHue

Nma Ouanora AKTUBHOCTM.

2.4.3.3. CreateTime

Bpemsa cospgaHus.

2.4.3.4. CreateBy

UID nonb3oBaTtens, co3gaswiero 3T1oT dunanor AKTUBHOCTW.
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2.4.3.5. ChangeTime

Bpemsa nocnenHero naMeHeHus.
2.4.3.6. ChangeBy

UID nonb3oBaTend, nocsiefHUM N3MeHsaBLWero 3ToT Ouanor AKTUBHOCTW.
2.4.3.7. Nonsa

Coaep>XuT Bce NoJsl, KoTopble MOryT 6blITb 0TO6paXkeHbl B 3TOM [nanore AKTUBHOCTH.
Cnepytowme nons MoryT 6biTb MCMOJIb30BaHbl B AAaHHbIA MOMEHT:

Title

State

StatelD
Priority
PriorityID
Lock

LockID

Queue

QueuelD
Customer
CustomerID
CustomerNo
CustomerUserID
Owner

OwnerID

Type

TypeID

SLA

SLAID

Service
ServicelD
Responsible
ResponsibleID
PendingTime
DynamicField $FieldName # for all dynamic fields

MprMep HACTPONKN OTAENbHOIro Nons:

StateID => {
DescriptionShort => 'State ID',
DescriptionLong => 'Enter the state here',
Display = 2,
DefaultValue = '2',

}I

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
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PaccMoTpuM onumm KoOHGUrypaumm none:

2.4.3.7.1. KpaTKkoe onucaHue

Heobs3aTenbHoe KpaTKoe OolMuncaHune, KOTOpoe MOXET OT06pa)KaTbCﬂ BMeCTe C
3aroJIoBKOM ron4.

2.4.3.7.2. MNonHoe onucaHue

Heobsi3aTenbHoe MosiHoe onucaHue nossl, oTobpa)kaemMoe Npu HaBeAEHWUU MbIlK Ha
nosne, HaNpuUmep, ykasaHusa no 3aroJIHEHUIO 3TOro noss.

2.4.3.7.3. OTob6pasuTb
3agaeT, O0JIKHO N noJsie oTobpaXkaTbCs U/unm obsizaTenbHo. Bo3Mo)XHbIE 3Ha4YEeHUS:
* "0": none He oTobparkaeTcs. DTO MOXET ObliTb MOJIE3HO, ec/qin 3HavYeHus nonen
3aHOCATCS aBTOMaTM4YeCckun. B 3ToM cniydyae ByaoeT ncnosib30BaHO 3HAYeHUE, 3adaHHOE
MO YMOJTHAHUIO .

* "1": none otobparkaeTcs, HO 3anosiHeHne ero HeobazaTeNbHO.

» '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

Ecnn nons 3apaHbl Kak HeobsizaTesibHble, W HUKaKMe 3HayYeHUs He BBOASATCSA
nosb3oBaTtesieM, yMasdHmBaemMoe 3Ha4deHune 6yueT npncBoeHO >3TOMY MOJIIO, KorAa
noJib3oBaTes/lb HAaXKNMaeT OTI'IpaBI/ITb onsa atoro Ananora AKTUBHOCTW.

2.4.3.7.4. 3Ha4yeHMe No yMOJI4aHuUIo

Ona nonen c cycdpdumnkcom "ID" (Takmux kKak QueuelD, OwnerlD), cuctema mncnosb3lyeTt
noeHTUpuKatTop B 6a3e pOaHHbIX B KayecTBe 3HadeHusa. Ons ppyrux nonen 6es
"ID" (Takumx kak Queue, Owner), 3Ha4YeHWe NO YMOJIHAHUIO [OOJHKHO codep>XaTb
cobCTBEHHO 3Ha4YeHMe. Hanpumep:

Queue => {
DescriptionShort => 'Queue',
DescriptionLong => 'Enter the queue here',
Display = 2,
DefaultValue => 'Raw',

b

2.4.3.8. NMNopsapok nonen

30ecb 3apjaeTca nopsanok oTtobpaxkeHus nonen. BAXHO: HeoTobparkaemble nons
TakXe O0O0/DKHbl 6bITb 3a4aHbl 34€Cb, T.K. TOJIbKO OMNMUCaHHbIE MO YYUTbIBAOTCS Mpu
COXpaHeHUN. 3Ha4YeHNA NoJIEN He YKa3aHHbIX 30eCb, HE COXPaHAOTCA.
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2.4.3.9. TeKCT NOACKA3KMU AJIA KHOMNKMU

Heobsi3aTenbHbIN TEKCT, oTobpakaeMblli MOBEpPX yKa3aTesis MbIlW NPU HaBeAeHUN Ha
KHOMKY, COAEPXXUT AOMNOJHUTENbHYO NOACKA3KY UM MOSCHAIOWMNIA TEKCT.

2.4.3.10. TeKCT HAaANUCU HA KHOMKe

Heobs3aTenbHbIN/anbTEPHATUBHbLIN MONb30BaTENbCKMA TEKCT/Ha3BaHMe OJ19 KHOMKMK
OTnpaBunTb.

2.4.4. lNepexopn

PesynbTaT [llepexona - OCHOBaHHbIN Ha 3afaHHbIX ycnopuax - OanbHenwmnn nyTb
lMpouecca, T.e. K KakKon AKTUBHOCTW OOJ/IKHa rlepe|7|T|/| npouecCcHas 3adBKa.

2.4.4.1. KoHdurypupoBaHue lNepexopna

HaBante paccMOTpMM Npumep:

$Self->{'Process::Transition'} = {
'T1' = {
Name => 'Transition 1',
CreateTime => '14-03-2012 13:37:00', # optional
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
}I
}I
s
}I
'T2' = {
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°',
}I
s
}I
+

2.4.4.2. Ha3BaHue
msa Mepexopa
2.4.4.3. CreateTime
Bpewms, korga oH 6bln co3gaH.
2.4.4.4. CreateBy

UID nonb3oBaTens, cospaslwlero 3ToT lepexon
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2.4.4.5. ChangeTime

Bpems nocnegHero naMeHeHus.
2.4.4.6. ChangeBy

UID nosb3oBaTend, nocsegHUM n3MeHsasLwero 3T1oT lepexoa.
2.4.4.7. YcnoBue

Conep»xnT BCe ycnoBus, Heobxoammble Ona ocyllecTBaeHus 3Toro Transition/Mepexoaa.
Mpumep:

Condition => {

Type => 'and',
Condl => {
Type => 'and',
Fields => {
StateID => {
Type => 'String’',
Match => '1',
I

DynamicField Marke => {
Type => 'String’',

Match => 'VW',
i
Y
Cond2 => {
Type => 'and',
Fields => {
Queue => {
Type => 'String’',
Match => 'Raw',
}
i
Y

OaBanTe paccMoTpum NogpobHO KoHpUryprupoBaHme Yciosun.
2.4.4.7.1. Tun (YcnoBusa)
3ajaeT onepaTopbl 4S9 COEAUHEHNS 3N1eMeHTOB YCNoBUA. BO3MOXHbIE 3HaYeHUs:

* "and": YManumBaeMoe 3HadyeHue. Bce ycnoBumsa 0os>kHbl 6biTb BEPHbI A1 BbIMOJAHEHNS
Mepexopna.

e "or'/"nnn": xoTsabbl 0AHO U3 YCNOBUIA O0JIXKHO ObITb BEPHO.
e "xor": po/mKHO 6bITb BEPHbIM He 6osiee 04HOIr0 YC/I0BUA.
2.4.4.7.2. Condl

3T0O UMS OAHOro w3 YCﬂOBI/IIZ npumepa. Uma Bbl6|/|paeTCﬂ MPOu3BOJIbHO. YcCnoBuA
BbIHNCNAKTCA B NopAaaKe o4epenHOCTHN.

2.4.4.7.3. Tun (YcnoBusa)

3apaeT crnocob, KOTOpbIM OTAEJIbHbLIE MO, NPOBEPAOLNE 3TO YCI0BME, COeLUHEHDI
Opyr c opyrom. Bosamo)KHble 3HavYeHus:

* 'and': no ymosvaHuto. Bce nmpoBepsiembie Mons AOJIKHbI YAOBNETBOPATb YCJIOBMIO,
4TOObI pe3ynbTaT 6bIS - "BepHO".
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* 'or': xoTa 6bl 0Q4HO N3 MOSEeNn JO/KHO YA0BETBOPATh YC0BMIO.
* 'xXor': He 6osiee 04HOIr0 NOAA AO/HKHO COOTBETCTBOBATb YCAOBUIO.
2.4.4.7.4. Nonsa

Specifies the particular fields whose values should be tested. From our example:

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

QueuelID
Customer
CustomerID
CustomerNo
CustomerUserID
Owner

OwnerID

Type

TypeID

SLA

SLAID

Service
ServicelD
Responsible
ResponsibleID
DynamicField $FieldName # for all DynamicFields

Korpga nposepsitoTcs nons ¢ ID B nMmeHu (Takme Kak SLAID), ncnonbsyetca ID nonsa u3
6a3bl AaHHbIX, 419 ApYrux rnofe (Taknx kak SLA), nCnosb3yeTcs ero Tekyllee 3Ha4YeHue.

2.4.4.7.6. Type
OnpepensieT TN NPOBEPSIEMOro MoJisi. BO3MOXXHbIe 3HaYeHUs:

* 'String/CTpoka': CpaBHMBaeT 3Ha4YeHne NoJsis co CTpokKon 3agaHHom B 'Match'. BepHo,
€C/IN X 3Ha4YeHUs NOJIHOCTbLIO COBMagatoT.

* 'Hash': CpaBHuBaeT 3HaveHune nons (hash) co 3HavyeHmem hash 3agaHHbIM B 'Match'.
Bce 3Ha4YeHUs O0JKHbI coBNagaTh.

* 'Array/Cnucok': CpaBHMBaAET 3Ha4YeHMe nons (array) Co CNMNCKOM, 3adaHHbIM B 'Match'.
Ob6a cnncka OosmHKHbl 6bITb 0AVHAKOBHLI.

* 'Regex': 3HayeHMe NOA NPOBEPSAETCA C MOMOLLIO PErysisaspHOro Bbipa)keHus. Ba>KHbIM
apnsieTcs, 4To 'Match' conepxut gr{}xms kak 6a3oBoe ycsoBue. Mexay ckobkammu
MOXXeT BbITb 3anMMCcaHo peasibHOE PerysisipHoOe BbipaXkeHue.
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* 'Module': To3Bonsetr wucnonb3oBaTb perl mMoaynb [ns npoeBepkn ycnoBus. OH
BO3BpalllaeT, B Ka4decTBe pe3yabTaTta 1, pe3ynbTaT npoBepku BepeH. [lpumep
Moayns MoXHo HanTm B Kernel/System/ProcessManagement/TransitionValida-
tion/ValidateDemo.pm.

2.4.5. NencTeusa Nepexopa

DencTtBus Nepexona 3To AeNCTBMSA KOTOPbIE MOy T BbITh BbIMOSHEHbLI MOC/AE YCMeLwHoro
Mepexona (Korga npoueccHas 3asiBKka NepexoanT 0T 04HON AKTUBHOCTU K APYron). 9Tu
DectBus MNepexona MoryT 6bITb MCNOJIb30BaHbI AJ15 BbINOJIHEHWS PA3/IMYHbIX U3MEHEHUN
B 3asiBKe, Hanpumep, naMeHuTb Odepenb Wan Bnapenblia 3asiBKU, U Bbl MOXeTe
co3naTb cBOW cobcTBEHHbIE [lencTBUSA NepexonoB A1 OCYLLECTBEHNS APYTUX CNOXHbIX
N3MEHEeHUN.

2.4.5.1. HacTtpouka [lenctBuu Nepexona

[HaBante paccMOTpMM Npumep:

$Self->{'Process::TransitionAction'} = {

'TA1' => {
Name => 'Queue Move',
Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketQueueSet',
Config => {

Queue => 'Junk',
UserID => 123,

2.4.5.2. Ha3zBaHue

Nma Oencteua MNMepexona
2.4.5.3. Mopynsb

3agaeT ncnosb3lyemoin Perl mogynb.
2.4.5.4. Config

This parameter contains all settings which are required for the module. Its content de-
pends on the particular Transition Action module which is used. Please see the documen-
tation of the individual modules for details. In our example, only the Queue must be spec-
ified. Nevertheless we are also sending UserlD parameter, by using the UserID parameter.
The transition action will be executed impersonating the user with the given UserlID.

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 UserID 123 might have.

2.4.5.5. NoBTOpPHOE MCNONb30BaHue Mmoaynen [lencTeum
NMepexopnos..

To use Transition Action modules multiple times, just specify several Transition Actions in
your configuration. Example:

$Self->{'Process::TransitionAction'} = {
'TAL' => {
Name => 'Queue Move Junk',
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Module => 'Kernel::System::ProcessManagement::TransitionAction: :TicketQueueSet',
Config => {
Queue => 'Junk',

I
¥

'TA2' => {
Name => 'Queue Move Raw',
Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketQueueSet',
Config => {
Queue => 'Raw’,

Y
};

30ecb, OOAMH U TOT € MOAYJb MCMOoJb3yeTcs AJiIA nepefadvn MpoLecCHOW 3asBKK
B o4epedb "Raw", n B gpyrom pa3 Anga nepemMeuweHma B odepedb "junk'. [encteue
MNepexopa, ucnonb3lyemoe ANa KOHKpeTHOro lepexona onpepensetcs B napameTpe
"Path" HacTpoek Mpouecca.

2.4.5.6. flocTtynHble flenctBuna NMNepexopa
OTRS cTaHOapTHO MMeeT B COCTaBe HecKoNbKo encTteun MNMepexona, KOTopbie MOryT
6bITb MCMONb30BaHblI B BalUMX MpoLieccax. 34eCb Bbl MOXETe HalTu MX onmcaHue u
Ccnocob HacCTPOMKM.

2.4.5.6.1. DynamicFieldSet

3a0aeT O4HO UM HEeCKOJIbKO ANHAaMUYECKUX NoJiei B NpoLecCcHol 3asaBKe. MNpumep:

$Self->{'Process::TransitionAction'} = {
'TAL' => {
Name => 'Set DynamicField MasterSlave to Master and Approved to 1',
Module => 'Kernel::System::ProcessManagement::TransitionAction: :DynamicFieldSet',
Config => {
MasterSlave => 'Master’,
Approved = 'l',
1
I
i

"Nma" 3apaeT nMa KoHpurypmpyemoro Oencteusa MNepexopa.

'TnaBHbIN/TIOAYNHEHHBIN' N 'YTBEpXAeHue' AaHbl Kak NpuMep MMeH AOWHaMUYeCKUX
nonen. 3HadyeHus nonen ("MnaBHbin" n "1") 6yayT ycTaHOBAEHbl 3TUM [encTBuem
Mepexopa.

2.4.5.6.2. TicketArticleCreate

Co3paeT cooblleHne/3aMeTKy U MOXXeT ObiTb MCNOMIb30BaH AJ1S CO34aHNSA 3aMETOK UK
NMO4YTOBbIX OTBETOB. Mpumep:

$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
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ContentType => 'text/plain; charset=IS0-8859-15"', # or
optional Charset & MimeType (e.g. 'text/html; charset=UTF-8')

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 notifications,
# 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

"Uma" 3apaeT uMA HacTpauBaemoro [HewnctBus [Mepexona. Ero Mo)xxHo BbibpaTb
MPON3BOJIbLHO, HO XKenaTesibHO, YTOObl OHO OTpaXkasio Leb AENCTBUS.

"Tun 3ameTKn/cooblleHnsa" 3agaeT TUM co3gaBaeMon 3aMeTKU. Bo3Mo)XHble 3HavYeHus:
phone, fax, sms, webrequest, note-internal, note-external and note-report.

'SenderType' 3agaeT TN OTAPABUTENS OJ15 3aMeTKIN/coobLieHns. BO3MOXKHbIe 3Ha4YeHUs:
areHT, CUCTEMaA, KJINEHT.

"ContentType"/"Tun copep)xaHus" 3agaeT TUM COOEPXXUMOro 3aMeTKu/cooblieHuns.
Bo3mo)XHble 3HaudeHus: ‘'text/plain; charset=IS0O-8859-15' wnn nwbon apyras
JonyCcTuMas KogmpoBkKa nanm mime Tun.

TeMma - 3afaeT 3arosioBok coobuieHnsa/3ameTkn. ObazaTesnbHa.
"Teno" - 3agaeT cogepxmumoe cooblieHns/3ameTKn. YKasbiBaTb 06A3aTesnbHO.

'HistoryType/Tun 3anncn Uctopun' 3agaeT Tunbl/Ha3BaHUS 3anncen UCTOPUKN 3asiBKW.
Bo3MoxxHbie 3Ha4yeHus: AddNote, ArchiveFlagUpdate, Bounce, CustomerUpdate, EmailA-
gent, EmailCustomer, EscalationResponseTimeNotifyBefore, EscalationResponseTimeS-
tart, EscalationResponseTimeStop, EscalationSolutionTimeNotifyBefore, EscalationSolu-
tionTimeStart, EscalationSolutionTimeStop, EscalationUpdateTimeNotifyBefore, Escala-
tionUpdateTimeStart, EscalationUpdateTimeStop, FollowUp, Forward, Lock, LoopProtec-
tion, Merged, Misc, Move, NewTicket, OwnerUpdate, PhoneCallAgent, PhoneCallCustomer,
PriorityUpdate, Remove, ResponsibleUpdate, SendAgentNotification, SendAnswer, Sen-
dAutoFollowUp, SendAutoReject, SendAutoReply, SendCustomerNotification, ServiceUp-
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date, SetPendingTime, SLAUpdate, StateUpdate, Subscribe, SystemRequest, TicketDy-
namicFieldUpdate, TicketLinkAdd, TicketLinkDelete, TimeAccounting, TypeUpdate, Un-
lock, Unsubscribe, WebRequestCustomer.

"HistoryComment" onnceiBaeT conep>xmmMoe 3annucu ncTopun.

"OT1", "Komy", "Konua" un "OTBeTUTb" 3afaeT agpeca 3/IEKTPOHHOW MOYThbl C y4eTOM
MpaBwWJl, YKa3aHHbIX BbllUE.

'InReplyTo' n 'References' nonydaeT ngeHtundmnkaTopsbl/IDs coobLueHWA.

"NoAgentNotify"/He ngopmMmupoBaTb areHTa - ecaim ycTaHoBsieHO B "1", yBegomieHmne
areHTy Mocb1aTbCA He ByaeT.

"AutoResponseType"/"Tun aBToOTBETA" - MOXKET NMPUHMMATL Cleaylolime 3Ha4YeHns: au-
to follow up/aBTOOTKNAMK, auto reject/aBTooTKa3, auto remove/aBToygasneHune, auto re-
ply/aBTooTBeT, auto reply/new ticket/aBTooTBeT-HOBas 3asBKa.

'ForceNotificationToUserID', 'ExcludeNotificationToUserID', 'ExcludeMuteNotification-
ToUserID' moxeT copep»xaTb cnuncok UserlDs, KoTopble nnbo Bcerga orosellatoTcs,
He onoBewatoTcs, MO0 MOMEeYarTCs Kak OMOBELLEHHble, HO Ha CaMOM fdeJjie UM He
OTMNpaBJ/IEHO YBEAOMJIEHME MO 3/IEKTPOHHONM MNoyTe.

2.4.5.6.3. TicketCreate

Co3paeT 3asBKy C coobuieHMeM, HoBas 3asiBKa MOXXeT ObiTb CBS3aHa C MPOLLECCHON
3aaBKon. MNpumep:

$Self->{'Process::TransitionAction'} = {

'TAL' => {
Name => 'Ticket Create',
Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketCreate',
Config => {
# ticket required:
Title => 'Some Ticket Title',
Queue => 'Raw', # or QueueID => 123,
Lock => 'unlock"',
Priority => '3 normal', # or PriorityID => 2,
State => 'new', # or StateID => 5,
CustomerID => '123465",
CustomerUser => 'customer@example.com',
OwnerID => 123,
# ticket optional:
TN => $TicketObject->TicketCreateNumber(), # optional
Type => 'Incident’', # or TypeID => 1, not required
Service => 'Service A', # or ServiceID => 1, not required
SLA => 'SLA A', # or SLAID => 1, not required
ResponsibleID => 123, # not required
ArchiveFlag = 'y', # (y|n) not required
PendingTime => '2011-12-23 23:05:00', # optional (for pending states)
PendingTimeDiff => 123 , # optional (for pending states)

# article required:
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 (e.g. 'text/html; charset=UTF-8')
Subject => 'some short description', # required
Body => 'the message text', # required
HistoryType => 'OwnerUpdate’, #
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EmailCustomer|Move|AddNote|PriorityUpdate|WebRequestCustomer]|...
HistoryComment => 'Some free text!',

# article optional:

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

MessageID => '<asdasdasd.123@example.com>', # not required but
useful

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 ], # if you want to
force somebody
ExcludeNotificationToUserID => [ 43,56 ], # if you want full

exclude somebody from notifications,

# 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

TimeUnit => 123

# other:

DynamicField NameX => $Value,

LinkAs => $LinkType, # Normal, Parent,
Child, etc. (respective original ticket)

UserID => 123, # optional, to
override the UserID from the logged user

},
Vo
+;

"Mmsa" 3apaeT uMA HacTpaumBaemoro [HewnctBus [lMepexona. Ero Mo)xHo BbibpaTb
MPON3BOJIbHO, HO XKeNaTesIbHO, YTOObl OHO OTpaXkasio Lefb AEACTBUS.

'Ha3BaHne' Ha3BaHme 3as8BKW.

'‘Queue’ nnm 'QueuelD’ 3apaeT UMA UK ngeHTUMUKaTOP ovepenmn 4a8 UCNONb30BaHUS
B HOBOW 3asBKe.

'Lock' nnu 'LockID' 3apaeT cTaTyc 6J10KMPOBKU A1 3as9BKU.
'Priority' or 'PrioritylD' specifies the name or id of the priority to be used in the new ticket.

'State' nnm 'StatelD' 3apaeT cocToaHUE NN €ro NgeHTUdmnKaTop 414 UCMONb30BaHUSA B
HOBOW 3asBKe.

'CustomerID', ngeHTndmnkaTop KANEHTA/KOMMNaHUN KJAWEHTa O YKa3aHus B HOBOW
3asaBKe.

'CustomerUser', nma Bxoga/login knmeHTa, Ha3Ha4YaeMbIl HOBOWN 3asBKe.

'OwnerlD', ID areHTa, KOTOpbI ByaeT HOBbIM BnaaesbLeM 3asBKU.
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'TN', NoNb30BaTENILCKUA HOMEP HOBOW 3a8BKMN.

"Type' nunmu 'TypelD' 3agaeT Ha3BaHne wan id Tuna 3as8BKN 4719 UCMOSb30BaHNUA B HOBOW
3aaBKe.

Service' nnu 'ServicelD' 3apaeT Ha3BaHue unu id CepBuca A5 UCMoOb30BaHUS B HOBOWN
3asBKe.

'SLA' or 'SLAID' specifies the name or id of the SLA to be used in the new ticket.
'ResponsiblelD’', ID areHTa, Ha3Ha4YaeMoro OTBETCTBEHHbLIM 3@ HOBYIO 3asBKY.

'PendingTime’, a predefined date to set the Ticket Pending Times, when the ticket state
belongs to a pending state type.

'PendingTimeDiff', a dynamically date (expressed in seconds from current date/time) to
set the Ticket Pending Times, when the ticket state belongs to a pending state type.

"Tun 3ameTkn/coobuweHns" 3afaeT TN Co3gaBaeMon 3aMeTKN. BO3MOXXHbIe 3Ha4YeHuns:
phone, fax, sms, webrequest, note-internal, note-external and note-report.

Tun oTnpaBuTens 3adaeT TWUMN OTNpPaBUTens AN 3aMeTKu/coobuieHns. Bo3MoXKHble
3Ha4YeHUA: areHT, cucTemMa, KJnNeHT.

"ContentType"/"Tun copep)xaHus" 3agaeT TUM COOEPXXUMOro 3aMeTKu/cooblueHuns.
Bo3Mo)XHble 3HadeHus: ‘'text/plain; charset=IS0-8859-15' wnn nwbon apyras
OOoMyCcTUMas KOAMPOBKA UM mime Tun.

Tema - 3apaeT 3arosioBok coobLleHuns/3ametku. Obs3aTtesnbHa.
"Teno" - 3apaeT cogepxumoe coobuieHns/3ameTkn. YKasbiBaTb 06a3aTesibHO.

'HistoryType/Tun 3anucn UcTtopun' 3agaeT TUMbl/Ha3BaHUA 3anuncen UCTOPUN 3asaBKU.
Bo3moxHble 3HaveHunA: AddNote, ArchiveFlagUpdate, Bounce, CustomerUpdate, EmailA-
gent, EmailCustomer, EscalationResponseTimeNotifyBefore, EscalationResponseTimeS-
tart, EscalationResponseTimeStop, EscalationSolutionTimeNotifyBefore, EscalationSolu-
tionTimeStart, EscalationSolutionTimeStop, EscalationUpdateTimeNotifyBefore, Escala-
tionUpdateTimeStart, EscalationUpdateTimeStop, FollowUp, Forward, Lock, LoopProtec-
tion, Merged, Misc, Move, NewTicket, OwnerUpdate, PhoneCallAgent, PhoneCallCustomer,
PriorityUpdate, Remove, ResponsibleUpdate, SendAgentNotification, SendAnswer, Sen-
dAutoFollowUp, SendAutoReject, SendAutoReply, SendCustomerNotification, ServiceUp-
date, SetPendingTime, SLAUpdate, StateUpdate, Subscribe, SystemRequest, TicketDy-
namicFieldUpdate, TicketLinkAdd, TicketLinkDelete, TimeAccounting, TypeUpdate, Un-
lock, Unsubscribe, WebRequestCustomer.

"HistoryComment" onncbiBaeT cogep>xmmMoe 3annucu UCTopun.

"OT", "Komy", "Konua" n "OTBeTUTb" 3adaeT ajpeca 3JIeKTPOHHOW MOYTbl C y4eTOM
MpaBuWJl, YKa3aHHbIX BbilLe.

'InReplyTo' n 'References' nonyvaeT noeHtTudunkaTopsl/IDs coobuweHnn,

"NoAgentNotify"/He ucdopmMuposaTb areHTa - ecsim ycTaHoBsieHO B "1", yBefoMaeHue
areHTy MocbiaThCA He ByaeT.

"AutoResponseType"/"Tnn aBTooTBETA" - MOXXET MPUHMMaTb cnefyloline 3Ha4YeHns: au-
to follow up/aBTOOTKAMK, auto reject/aBTooTKas, auto remove/asToynaneHue, auto re-
ply/aBTooTBeT, auto reply/new ticket/aBTooTBeT-HOBasA 3asBKa.

'ForceNotificationToUserID', 'ExcludeNotificationToUserID', 'ExcludeMuteNotification-
ToUserID' moxeT copep»xaTb cnuncok UserlDs, koTopble nnbo Bcerga oroseLllatoTcs,
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He onoBellaTcsa, b0 MoMeyvalTCs KaK OMoBELeHHble, HO Ha CaMOM [Jefie UM He
OTrMpaB/ieHO YBEAOMJIEHNE MO 3/IEKTPOHHOW MoYTe.

"TimeUnit/EQuHMLbLI BpeMeHW' - BpeMs, MOTpayYeHHOe Ha TeKyllee OenCcTBMe No 3asBKe,
Bblpa>keHHOe CeKyHOax, MUHyTax, Yyacax, n T. 4.

‘DynamicField_NameX' where DynamicField_ is a required prefix and NameX is the name
of a Dynamic Field to be set in the new ticket (on ticket level, not article levels).

‘LinkAs/CBsi3aTb Kak' a5 onpegesieHns OTHOWEHUSA K OPUrMHasIbHOM 3asBKe, C TOYKMU
3peHuns HoBoM 3aaBKkK, Hanpumep, Normal/O6blyHas, Parent/PoauTens, Child/lToToMok n
T. 0.

2.4.5.6.4. TicketCustomerSet

3agaeT KAneHTa NpoueccHon 3aaBku. MNMpumep:

$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 => 'clientl123"',
# CustomerUserID => 'client-user-123"',

"Nma" 3apaeT uma KoHpuUrypmpyemoro fencteusa Nepexona.

'No' nnu 'CustomerID' 3apgaeTt Customer ID kKnveHTa.

‘User' unu 'CustomerUserID' 3apaeT nMma nosib3oBaTesisd KJINEHTA.
2.4.5.6.5. TicketLockSet

YCTaHaBﬂMBaeTCOCTOﬂHMG6ﬂOKMpOBaHMﬂﬂpOHeCCHOﬁ3aﬂBKM.anMep

$Self->{'Process::TransitionAction'} = {
'TAL' => {
Name => 'Set Lock to lock',
Module => 'Kernel::System::ProcessManagement::TransitionAction: :TicketLockSet',

Config => {
Lock => 'lock',
# or
LockID => 2,

}

"ma" 3agaeT umMa KoHdurypmpyemoro flencreus lNepexoaa.
'‘Lock/BnokunpoBKa' - 3a4aeT HOBbIN CTaTyC BJOKMPOBKU A1 MPOLLECCHOW 3asBKU.
'LockID' 3apgaeT BHyTpeHHWUI ID HOBOro ctaTyca 610KUPOBKMU.

2.4.5.6.6. TicketOwnerSet

M3meHseT Bnagesnblia 3TON NpoueccHon 3asasku. MNMpumep:
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$Self->{'Process::TransitionAction'} = {
'TA1' = {

Name => 'Owner Set root@localhost',

Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketOwnerSet',

Config => {
Owner => 'root@localhost',
# or
OwnerID => 1,

"Nma" 3apaeT nMa KoHpurypmpyemoro Oencteus MNepexona.

"Owner"/"Bnapeney" - 3agaeT NOrMH HOBOIro BJajesbLa.

"OwnerlD" 3agaeT BHyTpeHHUI ID HOBOro Bnagesbla.
2.4.5.6.7. TicketQueueSet

MNMepeMellaeT 3a8BKYy B YKa3aHHY0 oyepenb. Mpumep:

$Self->{'Process::TransitionAction'} = {
'TAL' = {

Name => 'Queue Move Raw',

Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketQueueSet',

Config => {
Queue => 'Raw',
# or
# QueuelID => '2',

"Mma" 3agaeT uMa KoHpurypmpyemoro lencrteus lNepexona.

"Queue" 3agaeT nMA ovepenn ONS NepeMeELLEHNS.

"QueuelD" 3apaeT BHYTpeHHUN ID onsg oyepenun ans nepemMelieHuns.
2.4.5.6.8. TicketResponsibleSet

N3MeHseT Bnagenbla npoLeccHon 3asasku. MNMpumep:

$Self->{'Process::TransitionAction'} = {
'TAL' => {
Name => 'Responsible Set root@localhost',
Module =>
'Kernel: :System: :ProcessManagement::TransitionAction: :TicketResponsibleSet"',

Config => {
Responsible => 'root@localhost',
# or
ResponsibleID => 1,

"ma" 3agaeT uma KoHdurypmpyemoro flencreus lNepexoaa.
"Responsible" 3agaeT NOrMH HOBOro OTBETCTBEHHOIO.

"ResponsiblelD" 3agaeT BHyTpeHHMIN ID HOBOro OTBETCTBEHHOIO.
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2.4.5.6.9. TicketServiceSet

Ha3HavyaeT cepBMC MPOLLECCHOWN 3asBKe. 3asiBKa OO0J/DKHA WUMETb KJIMEeHTa U CepBUC
[oKeH BbITb Ha3HaYeH 3TOMY KINeHTY. Mpumep:

$Self->{'Process::TransitionAction'} = {
'TA1' => {
Name => 'Set MyService service',

Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketServiceSet',
Config => {

Service => 'MyService',

# or

ServicelID => 123,

"Nma" 3apaeT nMA KoHpuUrypupyemoro Oencteus Nepexona.

"Service" 3afaeT HOBbIN CEPBUC AJ18 NPOLLECCHON 3aaBKW. TpebyeTca 3a4aTh MNOSHOE MM
cepsuca (Hanpumep, GrandFatherService::FatherService::SonService ).

"ServicelD" 3agaeT BHyTpeHHUM ID HOBOro cepsuca.

2.4.5.6.10. TicketSLASet

3anaeT SLA ansi npoueccHom 3aaBKN. 3asiBKE A0J1XKeH BbITb y>Ke Ha3HayeH cepBuc n SLA
nosxkeH bbITb MPUBS3aH K 3TOMY cepBucy. MNMpumep:

$Self->{'Process::TransitionAction'} = {
'TA1' => {
Name => 'Set MySLA SLA',

Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketSLASet',
Config => {

SLA => 'MySLA',

# or

SLAID => 123,

"Nma" 3apaeT uma KoHpuUrypmpyemoro encteus Nepexoaa.

"SLA" 3apaeT HOBOe cornawleHue o6 ypoBHe cepBuCa 419 NPOLLECCHON 3asBKU.
"SLAID" 3apaeT BHyTpeHHU ID HOBOroSLA.

2.4.5.6.11. TicketStateSet

M3MeHseT CoOCTOAHME NpoueccHon 3aaBku. Mpumep:

$Self->{'Process::TransitionAction'} = {
'TA1' => {
Name => 'Set State to open',

Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketStateSet',
Config => {

State => 'open',
# or
StateID => 4,

PendingTimeDiff => 123,
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"Mma" 3apaeT uma KoHdurypmpyemoro flencrteus lNepexoaa.

"State" 3apaeT HOBOE COCTOSIHME NMPOLLECCHOM 3a5BKU.
"StatelD" 3apaeT BHYTpeHHWUI ID HOBOro COCTOAHUSA.

"PendingTimeDiff" wncnonb3lyeTca TONMbKO ANA COCTOAHUA C OXWUAaHWEM, 3agaeT
OTHOCUTENbHYIO Pa3HOCTb B CEKYHAaX (OTHOCUTENIbHO 3a4aHHOIr0 BpeMEHU BbINOJIHEHNSA
Dencteua lNepexona) oNs yCTaHOBKM BPEMEHU OXUAaHMA ANA 3a89BKM (Hanpumep,
3600 o3Ha4vaeT 4TO yCTaHaB/IMBAETCA OXumpaHme B 1 4ac nocsie 3afaHHOro BpeEMEHU
BblinonHeHnsa Oencteus MNMepexona).

2.4.5.6.12. TicketTitleSet

3agaeT TeMy npoueccHon 3asaBku. Mpumep:

$Self->{'Process::TransitionAction'} = {
'TA1' => {
Name => 'Set Ticket Title to Ticket-title',
Module => 'Kernel::System::ProcessManagement::TransitionAction::TicketTitleSet',
Config => {
Title => 'Ticket-title',

"Nma" 3apaeT nMA KoHpUrypumpyemoro Oencteusa Nepexona.
"Title" 3apaeT HOBYIO TEMY 3a5BKU.
2.4.5.6.13. TicketTypeSet

3agaeT Tun npoueccHoun 3asaBku. MNMpumep:

$Self->{'Process::TransitionAction'} = {
'TA1' => {

Name => 'Set Ticket Type to default',

Module => 'Kernel::System::ProcessManagement::TransitionAction: :TicketTypeSet',

Config => {
Type => 'default',
# or
# TypeID => '1',

}l
};

"Nma" 3apaeT nMa KoHpurypmpyemoro Oencteusa MNepexona.
"Type"/"Tun" - 3apaeT Ha3BaHMeE TuUMNa 3asBKN.

"TypelD" 3apaeT BHyTpeHHUN ID gnsa Tuna 3asBKU.

2.4.6. Cnucku Kontponsa floctyna (ACLs)

C nomowbto ACL, Bbl MOXeTe orpaHM4YnTb BbIGOP 3HAYEHUA B MPOLLECCHON 3asiBKE.
CmoTpuTe Takxxe ACL reference ons o63opa nonHoro cuHtakcuca ACL gnsa 3asBok.

2.4.6.1. HacTpouka ACL

ACL moryT 6biTb 3apaHbl Tosibko B Kernel/Config.pm. /lpaBuibHee C MOMOLLbIO
penakTtopa ACL B SysConfig/. Mpumep:
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$Self->{TicketAcl}->{'001-ACL-ProcessProperties'} = {
Properties => {
Process => {
ProcessEntityID = ['P1'],
ActivityEntityID = ['Al'],
ActivityDialogEntityID => ['AD1'],
}
Yo
Possible => {
ActivityDialog => ['AD1', 'AD3'],
Yo
PossibleNot => {
ActivityDialog => ['AD3'],
Y
}

2.4.6.2. 001-ACL-ProcessProperties

Nmsa npasuna ACL. na 6onee nonHon nHhpopmaumm obpatutech K the ACL manual.
2.4.6.3. Npouecc

DTa cekuus npegHasHavyeHa ANs NPoBepKM MoXKeT nv npasunio ACL 6biTb NMpYMeEHEHO.
Ecnv napameTp umeeT 3afaHHOe 3HayYeHue, MNpaBuIo MNpuMeHsieTcsl. MoryT ObiTb
NCNosIb30BaHbl Cnefyloume 3Ha4YeHns:

2.4.6.3.1. ProcessEntitylD

ID npouecca Aona Tekywero npouecca. CoBnafaeT, ec/in 3asiBKa Ha3HavyeHa 3TOMy
npoueccy.

2.4.6.3.2. ActivityEntityID
ID AKTMBHOCTW, KOTOPOM Ha3Ha4YeHa rnpoLeccHas 3asBKa B TEKYLL A MOMEHT.
2.4.6.3.3. ActivityDialogEntitylD

ID Ounanora AKTUBHOCTM OTKPbLITOr0 B HAaCTOALLMIA MOMEHT A1 NMPOLLECCHOW 3asBKN.
2.4.6.4. Possible/PossibleNot Activity Dialog/Aunanor AKTUBHOCTHU

30ecb Bbl MoOXeTe 3ajaTb cnucok I[D'oB [OwuanoroB AKTUBHOCTU. ITOT CMUCOK
orpaHu4meaeT Onanorn AKTUBHOCTU, KOTOPbIE MOFYT ObiTb MPenJsioXKeHbl MoJb30BaTESI0
rMpu NPoCMOTpPE 3a5BKMU.

"Possible" moka3biBaeT CNNCOK AO0MNYCTUMbIX OuasnoroB AKTUBHOCTWU. YCTaHOBKa BbILUE,
ponyckaeT Tonbko '‘AD1' n 'AD3' U3 cnncka 3agaHHbIX JuanoroB AKTUBHOCTW.

'PossibleNot' oTobpakaeT cnncok Hepo3BoIeHHbIX Ananoros AKTUBHOCTW. B npumepe
BblLLe, HacTponka yganseT 'AD3' n3 cnucka 3agaHHbiX nanoros AKTUBHOCTMW.

Ecnn oba 'Possible' n 'PossibleNot' 3apaHbl, cNUCOK 3aAaHHbIX OuanoroB AKTUBHOCTU
CHavana punbTpyeTCcsa ucnonbiysa 'Possible’, octasnaa 'AD1' n 'AD3' B HaweM npumMepe.
3aTem npumeHseTca punbTp 'PossibleNot', koTopbin yananseT 'AD3', ocTaBnsas Takum
obpasoMm TonbkKo 'AD1', Kak AOCTYMHbIA MOMb30BATENO AN UCMONb30BaHUA [Ouanor
AKTUBHOCTMW.

Ecnn MHoxecTBO npaBun ACL yooBNeTBOPAOTCA, X nepeceyeHne b6yaeT BblYMCIEHO
ONsa onpefeneHns 4oCTyrnHbIX Ananoros AKTUBHOCTU. Mpumep:

Configured Activity Dialogs: 'AD1', 'AD2', 'AD3', 'AD4', 'AD5', 'AD6', 'AD7'.
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$Self->{TicketAcl}->{'001-ACL-Status'} = {
Properties => {
Ticket => {
Status => 'new',
}

},
Possible => {
ActivityDialog => ['AD1', 'AD2', 'AD3', 'AD6', 'AD7'l],
},
+
$Self->{TicketAcl}->{'002-ACL-Queue'} = {
Properties => {
Ticket => {
Queue => ['Raw']
}

Yo
Possible => {
ActivityDialog => ['AD2', 'AD3', 'AD4', 'AD7'l],
Y
+
$Self->{TicketAcl}->{'003-ACL-Priority'} = {
Properties => {
Ticket => {
Priority => ['3 normal']
}
Yo

PossibleNot => {
ActivityDialog => ['AD3', 'AD4'l],
Y
+

Ecnu 3asgBKa nMmeeT cocToaHUE 'new', HaxoguTcsa B odepenmn '‘Raw' n umeet npuoputet
'3 normal’, To BCce Tpu npasuna ACL 6yayT yA0BNeTBOPATLCS.

[MepBoe npaBuJio cokpallaeT cnncok Auanoros AkTuBHocTu ¢ ‘AD1', 'AD2', 'AD3', 'AD4’,
'AD5', 'AD6', 'AD7' no 'AD1', 'AD2', 'AD3', 'AD6', 'AD7' n 3anpewaet 'AD4' and 'AD5".

BTopoe npaBuio eLle cokpallaeT CrNMCOK ocTaBwmxca Ouanoros AKTUBHOCTU. B HaweM
npumepe, octatotca ‘AD2', 'AD3', 'AD7".

TpeTbe npaBuio elle 6onee cokpallaeT CNMCOK C nomoulbto 'PossibleNot'. 'AD3!
yhanseTcsa n3 cnucka. 'AD4' He 6yneT yaaseH, T.K. OH He Ha NepBOM MecTe B cnucke. U,
HakoHel, 'AD2' n'AD7' ocTaHYyTCS, Kak OOCTYMNHble AN5 Bbibopa nosib3oBaTesieM Ananoru
AKTUBHOCTW.

It is also possible to limit the processes that can be displayed in the "New process ticket"
screen. The functionality is similar to limiting the Activity Dialogs with one exception: The
ACLs could only be based on Users.

CMOTpUTE NPpUMEpPbI HUXE:

$Self->{TicketAcl}->{'200-ACL-Process'} = {

# match properties
Properties => {

User => {

UserID => [2, 3],

B
}I
Possible => {

Process => ['P1', 'P2', 'P3'],
}I
PossibleNot => {

Process => ['P4'],

}I
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$Self->{TicketAcl}->{'201-ACL-Process'} = {

# match properties
Properties => {

User => {

Group rw => [ 'MyGroup' 1],

i
Yo
Possible => {

Process => ['P1', 'P2', 'P3'],
Yo
PossibleNot => {

Process => ['P4'],

b

$Self->{TicketAcl}->{'202-ACL-Process'} = {
# match properties
Properties => {
User => {
Role => [ 'MyRole' ],
i
I
Possible => {
Process => ['P1', 'P2', 'P3'],
I
PossibleNot => {
Process => ['P4'],
Y
+;

3. Jlokanu3aumsa nurtepcgenca OTRS

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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Chapter 6. HacTpouka
MponsBoANTEJILHOCTH

Hu>Xxe npeacTaBsieH nepeyeHb pas/inyHbIX TEXHUK, KOTOPble MOXXHO WUCMOJ1b30BaTb A4
nonydyeHma MakCcmmalJibHO BO3MO>XHOW npon3BoanTeJZIbHOCTUN CUCTEMDbI OTRS: HaCTpOI7IKa,
KoOounpoBaHue, NCNoJib30BaHMe NaMaTn N MHOroe Apyroe.

1. OTRS

ECTb HECKOJ/IbKO BO3MOXXHbIX BAPUAHTOB YyJlydlleHns nponssoguTensHocTn OTRS.

1.1. TicketindexModule

There are two backend modules for the index for the ticket queue view:

* UsingKernel::System: :Ticket::IndexAccelerator: :RuntimeDB (default), generate
each queue view on the fly from the ticket table. You will not have performance trouble
until you have about 60,000 open tickets in your system.

e Kernel::System::Ticket::IndexAccelerator::StaticDB, the most powerful mod-
ule, should be used when you have above 80,000 open tickets. It uses an
extra ticket index table, which works like a view. Use bin/otrs.Console.pl
Maint::Ticket: :QueueIndexRebuild for generating an initial index after switching
backends.

Bbl Mo)xeTe n3MeHuTb IndexAccelerator yepes SysConfig.

1.2. TicketStorageModule

CyLLl,eCTByeT ABa Pa3/INdHbIX XpaHUInla Anda XpaHeHUA 3as8BOK/CTaTen:

* Configure Kernel::System::Ticket::ArticleStorageDB (default) to store attach-
ments, etc., in the database. Note: Don't use it with large setups.

Pro: Ecnn nonb3oBaTenb Ballero Beb-cepBepa He ABASAETCHA MNoJib3oBaTesnem 'otrs',
NCMosib3ynTe 3TOT MOAYJIb, 4TOBbI n3be)xaTb Npobnem c NnpaBamm gocTyna.

MpoTmBonokasaHua: He coBceM LUenecoobpa3Ho XpaHUTb BroXeHUs B bOase
JaHHbIX. ByabTe OCTOPOXHbI, MpU XpaHeHeHun 6onblinx obbekToB. HacTponmTte
KOH(UrypauUnoHHbIn napameTp MySQL "set-variable=max_allowed packet=8M" pns
XpaHeHns obbekToB pazmepoM 8 MB (no ymonyaHuio 310 2M).

* ConfigureKernel: :System: :Ticket::ArticleStorageFsS to store attachments etc. on
the local file system. Note: Recommended for large setups.

Pro: 3To 6bICcTpO!

MpoTmBonoka3saHus: NMonb3oBaTenb Beb-cepBepa O0J1KeH ObITb NoOsb30BaTeNIeM 'otrs'.
Kpome Toro, ecsim y BaC eCTb HECKOJIbKO CEPBEPOB, HY>KHO ybeanTbCA B TOM, 4TO
hannioBass cucTeMa pas3fensaerTca Mexny 3TUMKM cepBepaMu. Tak 4TO pasMecTuTe
ero Ha obwenoctynHbin NFS-pecypc nnm npegnoytutenbHee SAN, nan aHanornyHole
pelieHuns.

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 bin/otrs.Console.pl
Admin::Article::StorageSwitch to put the articles from the database onto the filesys-
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tem or the other way around. You can use the --target option to specify the target back-
end. 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.

shell> bin/otrs.Console.pl Admin::Article::StorageSwitch --target ArticleStorageFS

Script: Switching storage back-ends from database to filesystem.

If you want to keep old attachments in the database, you can activate the SysConfig option
Ticket::StorageModule::CheckAllBackends to make sure OTRS will still find them.

1.3. ApxuBupoBaHue 3afaBOK

Mockonbky OTRS MOXXeT UCMOJIb30BaTbCsl B KAYECTBE CUCTEMbI ayaMTa AOKa3aTeNbCTB,
TO y[ajleHMe 3aKpbITbiX 3asBKO He o4YeHb Xopowas maes. IMeHHo no 3ToMy Mbl
peannsoBann PyHKLNIO apXNBUPOBAHNS 3asiBOK.

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 ncnonb3oBaHUa PYyHKLUNN apxXnuBaL My BbIMOJHUTE Cleayole 0encTBus:
1. BktovyeHne apxmBmpoBaHue cuctembl B SysConfig

B TlMaHenn ApmunHucTpupoBaHua nepenante B SysConfig u BbibepuTte rpynny
3asBka. B Core: :Ticket HanauTe onuuto Ticket::ArchiveSystem, no ymon4aHuto
YCTaAHOBJIEHHYIO B 3Ha4YyeHue "HeT". I3mMeHnTe 3Ha4YeHue 3TON HaCcTPOMKKM Ha "ga" u
COXpPaHNTE N3MEHEHMUS.

2. OnpepeneHne pabotbl GenericAgent
On the Admin page, select GenericAgent and add a new job there.
a. HacTponkn 3agaHuns

Beeaute uma ana paboTbl apxuBMpoBaHUA, 1 BbibepuTe Haanexallime onuum ans
nJaHNPOBaHUSA 3Ton paboThl.

b. Ticket Filter

®dunbTp 3asBOK MNPOU3BOAUT TMOMCK 3asiBOK, KOTOpble OTBe4YalT BbibpaHbIM
Kputepusm. Xopowein naeen 6ynet 3aapxMBMpOBaTh 3aKpbiTble 3a8BKU, KOTOpPbIE
6blM 3aKPbIThl 3@ HECKONIbKO MecsiLeB 40 3TOoro.

c. JencTtBusa Hag 3assBKaMu

B 3ToM 4YacTu ycTaHoBMTe nosie "ApxMBMPOBaTb BblbpaHHbie 3asBKU" B "apXxuB
3aaBoOK".

d. CoxpaHuTb paboTy
B KOHLEe cTpaHuubl y Bac byAeT BO3MOXXHOCTb COXpaHUTb paboTy (3aaaHue).
e. ObpaboTaHHbIe 3a89BKMU

Cnctema oTobpa3nT BCe 3a8BKW, KOTopble 6yayT 3aapxmBupoOBaHbl Mpu
BbIMOJIHEHUW 3adaHunA Generic Agent-oMm.
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3. Monck 3asaBokK

Mpn noucke 3afABOK, CUCTEMa MO YMOJIYAaHUIO MNPOU3BOOUT TMOUCK Cpedn He
apXMBUPOBAHHbLIX 3aABOK. YCTAHOBUTE KpUTepuUin noucka "mMouck B apxmsax", ecnu
HY>XHO 4TOBObI MONCK MPOUCXOANS TaKXKe N B apXMBUPOBAHbIX 3aABKaXx.

1.4. Ko

OTRS caches a lot of temporary data in /opt/otrs/var/tmp. Please make sure that this
uses a high performance file system/storage. If you have enough RAM, you can also try
to put this directory on a ramdisk like this:

shell> /opt/otrs/bin/otrs.Console.pl Maint::Session::DeleteAll
shell> /opt/otrs/bin/otrs.Console.pl Maint::Cache: :Delete
shell> sudo mount -o size=16G -t tmpfs none /opt/otrs/var/tmp

# add persistent mount point in /etc/fstab

Note

He 3abbiBaliTe, 4TO 3TO He MOCTOSAHHOE XpPaHWIULLE, AaHHblE B KOTOPOM ByayT
noTepsHbl NoCse nepesarpyskn cepeepa. Bce Bawwim ceaHcbl (€CnM Bbl X XpaHUTe
B (haliNnOBON CMCTEME) U AaHHble B Kalle 6yayT yTpayeHsl.

There is also a centralized memcached based Cache backend available for purchase from
OTRS Group.

2. ba3a paHHBbIX

PeweHuna 3aBucaT oT VICI'IOJ'Ib3yeMOVI 6a3bl OaHHbIX. Vl3y-|a|7|Te OOKYMEHTauunko K
|/|C|'|01'Ib3yeMOVI 6ase gaHHbIX NN Xe 06paTI/ITer 3a NMNOMOLWbK K agMNHUCTPATOPY.

2.1. MySQL

Ecnim pona MySQL-tabnunu ucnonbsyetca MyISAM (a no yMOA4aHUIO TakK U eCTb)
n n3 Tabnuubl 6blna ydaneHa 6onbWasfs YacTb [AaHHbIX, WKW >Xe MNPOU3BOAMIOCH
MHO>XeCTBO AENCTBUN Hapg Tabnuuen, KoTopasd COAEPXKUT CTPOKU NEPEMEHHON OJINHbI
(Tabnuubl, KoTopble cogepxaT nond Tunos VARCHAR, BLOB wnn TEXT), TO Hy>XHO
pnedparmeHTupoBaTb ¢dann (Tabnuuy), mam APYyrumMu CJ0BaMu BbIMOJHUTb KOMaHAy
"onTumMn3npoBsaTb".

Hy>KHO nonbiTaTbCA cAenaTb 3T0, ecam cepBep mysqld wncnonb3syetr MHOro
npoueccopHoro spemeHu. OntuMmnsauna Tabnuy ticket history n article (cm CueHapuin
HUXe).

shell> mysql -u user -p database
mysql> optimize table ticket;

mysql> optimize table ticket history;
mysql> optimize table article;

CueHapunii: OnTummnsaumnsa Tabamy 6asbl AaHHbIX.

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:
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* 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 npousBOAUTENBHOCTb OCTaeTCd Ha HeyaoBJIeTBOPUTENIbHOM YPOBHE, Mbl
npegjlaraeM BaM MNpUCOEOMHUTCA K COuUCKam paccbiikn "PostgreSQL Performance" (
http://www.postgresql.org/community/lists/ ) n 3apaBaTb BONPOCbl MMEHHO TaM. Jlloan B
3TOM CMMCKE paccCblsIKe O4eHb Opy>xentobHbl a BCeraga nocTtapatoTcsa BaM NMNOMOYb.

3. Beb-cepBep

KoHe4Ho »xe Hy>XHo ncnosib3oBatb mod_perl 2.0 ( http://perl.apache.org/ ). OH BbiCTpee
(~ *100) 4em "yncToin" cgi. Ho oH TpebyeT 6osnbLue onepaTMBHOM NamMaTh (RAM).

3.1. NpenycraHoOBJIEHHOE coeauHeHue ¢ basoun
AaHHbIX

Mpwn 3anycke Beb-cepBepa MOXXHO UMETL 3apaHee yCTaHOBJIEHHOe coeanHeHne ¢ 6azom
OaHHbIX. Takon noaxopn CyLLeCcTBEHHO COKOHOMUT Bpems (cMm. README.webserver).

3.2. NpenBapuTesibHO 3arpy>xeHHble MOAYJIM -
startup.pl

YT0obbl BCce paboTano 6biCTpee M 3aHMMasio MeHbLUe NaMATU UCMONb3yNTe CueHapui
3anycka scripts/apache2-perl-startup.pl g4na npegBapuTenbHON 3arpysku/
koMmnunauum Perl mogoynen Ha cepsepe ¢ mod_perl (cMm. README.webserver).

3.3. Nepe3arpy3ka Perl-moaynen Bo Bpema
OOHOBNIEHUA C AMUCKaA

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 in-
stall 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 Pack-
age Manager via the web interface, you need to use the command line variant - bin/
otrs.PackageManager.pl.

3.4. Buibop NMpaBunbHou CTpaTerum

Ecnm y Bac pencreutenbHo 6onblias cuctema, 6osee 1 000 HOBbIX 3a5BOK B [A€EHb
n 6onbe 40 areHTOB, TO COBeTyeM MNoYMTaTb CTaTbio "[poM3BOAUTENIBHOCTL" B
PykosacTBe nosb3oBaTensa no mod_perl (http://perl.apache.org/docs/2.0/user/index.html

).
3.5. mod_gzip/mod_deflate

Ncnonb3ynte mod_deflate pna Apache2, ecin y Bac "cnabas" nonoca nponyckaHus .
Mpun 3arpy3ske html-ctpaHnubl pa3mepom B 45K, mod_gzip/mod_deflate coxmeT ee
N CTpaHuua OyaeT 3aHMMaTb OKOJI0 7K. HepocTaTKoOM TakKoro rnogxoga SBAseTCs
OOMNoJIHUTENIbHAA Harpyska Ha cepsep.
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Appendix A. lonoJsiIHUTeNibHbIE

pecypchl

otrs.com

The OTRS website with source code, documentation and news is available at
www.otrs.com. Here you can also find information about professional services and
OTRS Administrator training seminars from OTRS Group, the creator of OTRS.

MouToBLIE pacCbUIKMU

Table A.1. NMouToBbIE PACCbIJIKMN

Name & URL

OnucaHue

announce@otrs.org

Hun3knm Tpadmk, Ha aHrJIMNCKOM A3bIKE,
ana obbvasneHnn o HoBbix penmidax OTRS
1 peweHnsax o beszonacHoCTN.

otrs@otrs.org

OT cpenHero Ao BbICOKOro ob6beMa
Tpadurka, Ha aHIMIACKOM fA3blke, rae
Bbl MOXXeTe HalTu BCE BUIbl BOMPOCOB,
KacaloLmnxcsa noaaep>XxXKm 1 NnpoaykKTa.

otrs-de@otrs.org

oT cpeaoHero A0 BbICOKOIo obbvema
Tpadhuka, Ha HeMeLKOM s3blke, rge Bbl
MOXXeTe HaWTu Bce Buabl BOMpPOCOB,
KaCaloWnMXca noanep>XKn n npogykKTa.

dev@otrs.org

CpenHuin TpadmK Ha aHIMJIMACKOM S3bIKE,
roe OTRS-pa3zpaboTynkm obcyxpawoT
pasnnyHble nJaHbl " BOMpPOCHI
peanusaunm.

Translations

You can help translate OTRS to your language at Transifex.

TpeKUHr owmnbok

To report software defects, please 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 or other open source OTRS modules itself. For configuration issues, you
should either use the commercial support, available from OTRS, or the public mailing

lists.
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Figure A.l1. WHCTpyMeHT oTCcnexuBaHua wuHdopmauum o006
owmnbKax

>{/ OTRS Portal

Home Create a new bug report Browse Search Reports Register Login

Welcome to the OTRS Bugtracker

xS Q&

File a Bug Search Register

Quick Search help | Install the Quick Search plugin

Bugzilla User's Guide | Release Notes

272



OTRS

Real Services

Appendix B. CnpaBO4YHUK Oonuun
KOHUrypauum

1. CloudService

CloudService - CloudService::Admin::ModuleRegistration

CloudService::Admin::Module###100-SupportDataCollector
Cloud service admin module registration for the transport layer.

3HaHeHMe[H)yMOﬂHaHMDZ

$Self->{'CloudService: :Admin: :Module'}->{'100-SupportDataCollector'} = {
'ConfigDialog' => 'AdminCloudServiceSupportDataCollector',
'Description' => 'Configure sending of support data to OTRS Group for improved
support. ',
'Icon' => 'fa fa-compass',
'Name' => 'Support data collector'

o

CloudService::Admin::Module###200-SMS
Cloud service admin module registration for the transport layer.

3HaHeHMETH)yMOﬂHaHMDI

$Self->{'CloudService: :Admin: :Module'}->{'200-SMS'} = {
'ConfigDialog' => 'AdminCloudServiceSMS',
'Description' => 'This will allow the system to send text messages via SMS.',
'Icon' => 'fa fa-mobile',
'IsOTRSBusiness' => '1',
‘Name' => 'SMS'
+

CloudService - Core

CloudServices::Disabled
Disables the communication between this system and OTRS Group servers that pro-
vides cloud services. If active, some functionality will be lost such as system registra-
tion, support data sending, upgrading to and use of OTRS Business Solution™, OTRS
Verify™, OTRS News and product News dashboard widgets, among others.

oT0T napaMeTp Nno-ymMoa4aHUIO He aKTUBEH.

3HaYeHme no ymMmon4aHuio:

\ $Self->{'CloudServices::Disabled'} = '0';

CloudService - Frontend::Agent::ModuleNotify

Frontend::NotifyModule###1000-CloudServicesDisabled
Defines the module to display a notification if cloud services are disabled.

STOT NapamMeTp He MOXXET ObITb OTKJIIOYEH.

3HayeHune rno yMmo4aHuio:

$Self->{'Frontend: :NotifyModule'}->{'1000-CloudServicesDisabled'} = {
'Group' => 'admin',
'‘Module' => 'Kernel::OQutput::HTML::Notification::AgentCloudServicesDisabled'

s
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2. Daemon

Daemon - Core::Daemon::ModuleRegistration

DaemonModules###SchedulerGenericAgentTaskManager
The daemon registration for the scheduler generic agent task manager.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4vyeHne No yMOJIHaHM Io:

$Self->{'DaemonModules'}->{'SchedulerGenericAgentTaskManager'} = {
'Module' => 'Kernel::System::Daemon: :DaemonModules: :SchedulerGenericAgentTaskManager'

b

DaemonModules###SchedulerCronTaskManager
The daemon registration for the scheduler cron task manager.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HayeHune no YMOJIHaHUIKO:

$Self->{'DaemonModules'}->{'SchedulerCronTaskManager'} = {
'Module' => 'Kernel::System::Daemon: :DaemonModules: :SchedulerCronTaskManager'

};

DaemonModules# ##SchedulerFutureTaskManager
The daemon registration for the scheduler future task manager.

ITOT NapaMeTp He MOXKET ObITb OTKJIIOYEH.

3Ha4vyeHune no YMOJTHaHWUIKO:

$Self->{'DaemonModules'}->{'SchedulerFutureTaskManager'} = {
'Module' => 'Kernel::System::Daemon: :DaemonModules: :SchedulerFutureTaskManager'

};

DaemonModules###SchedulerTaskWorker
The daemon registration for the scheduler task worker.

DTOT NapamMeTp He MOXXeT OblTb OTKJIIOYEH.

3Ha4vyeHune no YMOJTHaHNIO:

$Self->{'DaemonModules'}->{'SchedulerTaskWorker'} = {
'Module' => 'Kernel::System::Daemon: :DaemonModules: :SchedulerTaskWorker'

};

Daemon - Core::Log

Daemon::Log::DaysToKeep
Defines the number of days to keep the daemon log files.

oT0T napaMeTp no-ymMoa4aHUIO He aKTUBEH.

3Ha4YeHme no yMoJ1HaHu1Io:

\ $Self->{'Daemon::Log: :DaysToKeep'} = '1';

Daemon::Log::STDOUT
If enabled the daemon will redirect the standard output stream to a log file.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4YeHme no yMoJ1HaHuIo:
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| $Self->{'Daemon::Log::STDOUT'} = '0';

Daemon::Log::STDERR
If enabled the daemon will redirect the standard error stream to a log file.

DTOT NapamMeTp HEe MOXXET ObITb OTKJIIOYEH.

3HaHeHmeru)yMonanmw:

\ $Self->{'Daemon::Log::STDERR'} = '1°';

Daemon - Core::Web

Loader::Agent::CommonCSS###001-Daemon
List of CSS files to always be loaded for the agent interface.

DTOT NapamMeTp He MOXXET BObITb OTKJIIOYEH.

3HaHeHMe[H)yMOﬂHaHMDZ

$Self->{'Loader::Agent::CommonCSS"'}->{'001-Daemon'} = [
'Core.Agent.Daemon.css'
1;

Loader::Agent::Common)S###001-Daemon
List of JS files to always be loaded for the agent interface.

3TOT MapaMeTp He MOXXET BbITb OTKJIIOYEH.

3Ha4veHme no yMoJIHaHMIO:

$Self->{"'Loader::Agent::CommonJS'}->{'001-Daemon'} = [
'Core.Agent.Daemon.js'
1;

Daemon -» Daemon::SchedulerCronTaskManager::Task

Daemon::SchedulerCronTaskManager::Task###CoreCacheCleanup
Delete expired cache from core modules.

3HaHeHmeru)yMonanmw:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'CoreCacheCleanup'} = {
'Function' => 'CleanUp',
'MaximumParallellnstances' => 'l1',
'Module' => 'Kernel::System::Cache',
'Params' => [
'Expired’,
1
]I
'Schedule' => '20 0 * * 0',
'TaskName' => 'CoreCacheCleanup'

g

Daemon::SchedulerCronTaskManager::Task###WebUploadCacheCleanup
Delete expired upload cache hourly.

3HaHeHM8[K)yMOﬂHaHMD:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'WebUploadCacheCleanup'} = {
'"Function' => 'FormIDCleanUp',
'MaximumParallellInstances' => '1"',
'Module' => 'Kernel::System: :Web::UploadCache',
'Params' => [],
'Schedule' => '46 * * * *!',
'TaskName' => 'WebUploadCacheCleanup'
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Daemon::SchedulerCronTaskManager::Task###LoaderCacheDelete
Delete expired loader cache weekly (Sunday mornings).

3HaHeHmeru)yMonanmw:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{"'LoaderCacheDelete'} = {
'Function' => 'CacheDelete',
'MaximumParallelInstances' => '1',
'Module' => 'Kernel::System::Loader',
'Params' => [],
'Schedule' => '30 0 * * @',
'TaskName' => 'LoaderCacheDelete'

};

Daemon::SchedulerCronTaskManager::Task# ##FetchMail
Fetch emails via fetchmail.

DTOT NapamMeTp Mo-yMOJIHaHMIO HE aKTMBEH.

3HaHeHMETH)yMOﬂHaHMDZ

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'FetchMail'} = {
'Function' => 'Fetch',
'MaximumParallellInstances' => '1',
'Module' => 'Kernel::System::FetchMail',
'Params' => [],
'Schedule' => '*/5 * * x !
'TaskName' => 'FetchMail'

};

Daemon::SchedulerCronTaskManager::Task###FetchMailSSL
Fetch emails via fetchmail (using SSL).

3TOT MapaMeTp MNo-yMOJSIHaHUIO HE aKTUBEH.

3Ha4YeHme no yMoJIHaHuUIo:

$Self->{'Daemon: :SchedulerCronTaskManager::Task'}->{'FetchMailSSL'} = {
'Function' => 'Fetch',
'MaximumParallelInstances' => '1',
'Module' => 'Kernel::System::FetchMail',
'Params' => [
'SSL*',
1
]I
'Schedule' => '*/5 * * * x!
'TaskName' => 'FetchMailSSL'
g

Daemon::SchedulerCronTaskManager::Task###GenerateDashboardStats
Generate dashboard statistics.

3HaHeHmeru)yMonanmm:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'GenerateDashboardStats'} = {
'Function' => 'Execute',
'MaximumParallelInstances' => '1',
'Module' => 'Kernel::System::Console::Command::Maint::Stats::Dashboard: :Generate"',
'Params' => [],
'Schedule' => '5 * * x *x!,
'TaskName' => 'GenerateDashboardStats'

IFa

Daemon::SchedulerCronTaskManager::Task###EscalationCheck
Triggers ticket escalation events and notification events for escalation.

3HayeHune rno yMmo4aHuio:

$Self->{"'Daemon: :SchedulerCronTaskManager: :Task'}->{'EscalationCheck'} = {
'Function' => 'Execute',
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'MaximumParallelInstances' => '1',

'Module' => 'Kernel::System::Console::Command: :Maint::Ticket::EscalationCheck',
'Params' => [],

'Schedule' => '*/5 * * * *',

'TaskName' => 'EscalationCheck'

};

Daemon::SchedulerCronTaskManager::Task# ##TicketPendingCheck
Process pending tickets.

3Ha4YeHme no yMoJ1HaHu1Io:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'TicketPendingCheck'} = {
'Function' => 'Execute',
'MaximumParallellnstances' => 'l1"',
'Module' => 'Kernel::System::Console::Command: :Maint::Ticket::PendingCheck",
'Params' => [],
'Schedule' => '45 */2 * * %!/
'TaskName' => 'TicketPendingCheck'

}

Daemon::SchedulerCronTaskManager::Task###SpoolMailsReprocess
Reprocess mails from spool directory that could not be imported in the first place.

3Haqumeru)yMonanmw:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'SpoolMailsReprocess'} = {
'Function' => 'Execute',

'MaximumParallelInstances' => '1',

'Module' =>
Kernel::System::Console: :Command: :Maint: :PostMaster: :SpoolMailsReprocess',
'Params' => [],

'Schedule' => '10 0 * * *',

'TaskName' => 'SpoolMailsReprocess'

};

Daemon::SchedulerCronTaskManager::Task###MailAccountFetch
Fetch incoming emails from configured mail accounts.

3HayeHune o yMmoJi4aHuio:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'MailAccountFetch'} = {
'Function' => 'Execute',
'MaximumParallellInstances' => 'l1"',
'Module' => 'Kernel::System::Console::Command: :Maint::PostMaster: :MailAccountFetch',
'Params' => [],
'Schedule' => '*/10 * * * *!',
'TaskName' => 'MailAccountFetch'

s

Daemon::SchedulerCronTaskManager::Task###TicketAcceleratorRebuild
Rebuild the ticket index for AgentTicketQueue.

3HayYeHme no ymon4aHuio:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'TicketAcceleratorRebuild'} = {
'Function' => 'TicketAcceleratorRebuild',
'MaximumParallelInstances' => '1',
'Module' => 'Kernel::System::Ticket',
'Params' => [],
'Schedule' => '01 01 * * *',
'TaskName' => 'TicketAcceleratorRebuild'
%

Daemon::SchedulerCronTaskManager::Task###SessionDeleteExpired
Delete expired sessions.

3HaHeHMe[H)yMOﬂHaHMDZ

\ $Self->{"'Daemon: :SchedulerCronTaskManager: :Task'}->{'SessionDeleteExpired'} = {
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'Function' => 'Execute',

'MaximumParallelInstances' => '1°',

'Module' => 'Kernel::System::Console::Command: :Maint::Session: :DeleteExpired’,
'Params' => [],

'Schedule' => '55 */2 * x !,

'TaskName' => 'SessionDeleteExpired'

};

Daemon::SchedulerCronTaskManager::Task###TicketUnlockTimeout
Unlock tickets that are past their unlock timeout.

3HaYeHme no ymona4aHuio:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'TicketUnlockTimeout'} = {
'Function' => 'Execute',
'MaximumParallellInstances' => '1',
'Module' => 'Kernel::System::Console::Command: :Maint::Ticket::UnlockTimeout"',
'Params' => [],
'Schedule' => '35 * * * !
'TaskName' => 'TicketUnlockTimeout'

o

Daemon::SchedulerCronTaskManager::Task###RenewCustomerSMIMECertificates
Renew existing SMIME certificates from customer backend. Note: SMIME and
SMIME::FetchFromCustomer needs to be active in SysConfig and customer backend
needs to be configured to fetch UserSMIMECertificate attribute.

3HaHeHmeru)yMonanmm:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'RenewCustomerSMIMECertificates'} =
{

'Function' => 'Execute',

'MaximumParallellnstances' => 'l1"',

'Module' =>
Kernel::System::Console: :Command: :Maint: :SMIME: :CustomerCertificate: :Renew',

'Params' => [],

'Schedule' => '02 02 * * *',

'TaskName' => 'RenewCustomerSMIMECertificates'

s

Daemon::SchedulerCronTaskManager::Task###Custom1
Executes a custom command or module. Note: if module is used, function is required.

oT0T napaMeTp no-ymMoa4aHUIO He aKTUBEH.

3Haqumeru)yMonanmw:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'Customl'} = {
'Function' => '"',
'MaximumParallelInstances' => '1',
'Module' => "',
'Params' => [],
'Schedule' => '"* * x * %!,
'TaskName' => 'Customl'

g

Daemon::SchedulerCronTaskManager::Task###Custom?2
Executes a custom command or module. Note: if module is used, function is required.

oT0T napaMeTp no-ymMmoa4aHUIO He aKTUBEH.

3HaYeHme no ymon4aHuio:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'Custom2'} = {
'Function' => '"',
'MaximumParallelInstances' => 'l1',
'Module' => '',
'Params' => [],
'Schedule' => '* x * x *!
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'TaskName' => 'Custom2'

};

Daemon::SchedulerCronTaskManager::Task###Custom3
Executes a custom command or module. Note: if module is used, function is required.

DTOT NapamMeTp NMo-yMOoJIHaHMIO HE aKTMBEH.

3HayvYeHme no ymon4aHuio:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'Custom3'} = {
'Function' => '"',
'MaximumParallelInstances' => '1',
'Module' => '',
'Params' => [],
'Schedule' => '* * x x xt
'TaskName' => 'Custom3'

s

Daemon::SchedulerCronTaskManager::Task###Custom4
Executes a custom command or module. Note: if module is used, function is required.

oT0T napaMeTp Nno-yMoa4aHUIO He aKTUBEH.

3HaquMe[H)yMOﬂHaHMDZ

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'Custom4'} = {
'Function' => "'',
‘MaximumParallelInstances' => '1°',
'Module' => "',
'Params' => [],
'Schedule' => '* * * x *x'
'TaskName' => 'Custom4'

g

Daemon::SchedulerCronTaskManager::Task###Custom5
Executes a custom command or module. Note: if module is used, function is required.

oT0T rnapaMeTp no-ymMmoa4aHUIO He aKTUBEH.

3HaHeHMGTHJYMOﬂHaHMDZ

$Self->{"'Daemon: :SchedulerCronTaskManager: :Task'}->{'Custom5'} = {
'Function' => '"',
'MaximumParallelInstances' => '1',
'Module' => '',
'Params' => [],
'Schedule' => '* * * x %!,
'TaskName' => 'Custom5'
I 5

Daemon::SchedulerCronTaskManager::Task###Custom6
Executes a custom command or module. Note: if module is used, function is required.

DTOT NMapamMeTp NOo-yMOJIHaHUIO HE aKTUBEH.

3Ha4YeHme no yMoJIHaHuIo:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'Custom6'} = {
'Function' => '"',
'MaximumParallellInstances' => '1',
'Module' => "',
'Params' => [],
'Schedule' => '* * x * %!
'TaskName' => 'Custom6'

};

Daemon::SchedulerCronTaskManager::Task###Custom7
Executes a custom command or module. Note: if module is used, function is required.
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DTOT NMapamMeTp NO-yMOJIHaHUIO HE aKTUBEH.

3HayYeHme no ymon4aHuio:

};

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'Custom7'} = {

'Function' => )
'MaximumParallelInstances' => '1',
'Module' => "',

'Params' => [],

'Schedule' => '* * x * %!
'TaskName' => 'Custom7'

Daemon::SchedulerCronTaskManager::Task###Custom8
Executes a custom command or module. Note: if module is used, function is required.

oT0T napaMeTp no-ymMoa4aHUIO He aKTUBEH.

3HayeHune rno yMmoa4yaHuio:

i

$Self->{"'Daemon: :SchedulerCronTaskManager: :Task'}->{'Custom8'} = {

'Function' => ,
'MaximumParallelInstances' => 'l1',
'Module' => '',

'Params' => [],

'Schedule' => '* * * x %!

'TaskName' => 'Custom8'

Daemon::SchedulerCronTaskManager::Task###Custom9
Executes a custom command or module. Note: if module is used, function is required.

DTOT NapamMeTp Mo-yMOoJIHaHNIO HE aKTMBEH.

3HaHeHM8[K)yMOﬂHaHMD:

g

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'Custom9'} = {

'Function' => )
'MaximumParallelInstances' => '1',
'Module' => "',

'Params' => [],

'Schedule' => '"* * x * *x!,
'TaskName' => 'Custom9'

Daemon::SchedulerCronTaskManager::Task###GenericAgentFilel
Run file based generic agent jobs (Note: module name need needs to be specified in
-configuration-module param e.g. "Kernel::System::GenericAgent").

oT0T napaMeTp no-ymMoa4aHUIO He aKTUBEH.

3Ha4YeHme no yMoJIHaHu1Io:

};

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'GenericAgentFilel'} = {

'Function' => 'Execute',
'MaximumParallelInstances' => '1',
'Module' => 'Kernel::System::Console::Command: :Maint: :GenericAgent::Run',
'Params' => [
'--configuration-module',
'<ModuleName>'
]I
'Schedule' => '*/20 * * * %'/
'TaskName' => 'GenericAgentFilel'

Daemon::SchedulerCronTaskManager::Task###GenericAgentFile2
Run file based generic agent jobs (Note: module name need needs to be specified in
-configuration-module param e.g. "Kernel::System::GenericAgent").
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DTOT NMapamMeTp NO-yMOJIHaHUIO HE aKTUBEH.

3HaYeHmne no ymon4aHuio:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'GenericAgentFile2'} = {
'Function' => 'Execute',
'MaximumParallelInstances' => '1',
'Module' => 'Kernel::System::Console::Command: :Maint::GenericAgent::Run',
'Params' => [
'--configuration-module',
'<ModuleName>'
]I
'Schedule' => '*/20 * * * *x!',
'TaskName' => 'GenericAgentFile2'
}

Daemon::SchedulerCronTaskManager::Task###GenericAgentFile3

Run file based generic agent jobs (Note: module name need needs to be specified in
-configuration-module param e.g. "Kernel::System::GenericAgent").

DTOT NapamMeTp Mo-yMOJIHaHUIO HE aKTMBEH.

3Haqumeru)yMonanmw:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'GenericAgentFile3'} = {
'Function' => 'Execute',
'MaximumParallelInstances' => '1',
'Module' => 'Kernel::System::Console::Command: :Maint: :GenericAgent::Run',
'Params' => [
'--configuration-module',
'<ModuleName>'
]I
'Schedule' => '*/20 * * * *!',
'TaskName' => 'GenericAgentFile3'
%

Daemon::SchedulerCronTaskManager::Task###GenericAgentFile4

Run file based generic agent jobs (Note: module name need needs to be specified in
-configuration-module param e.g. "Kernel::System::GenericAgent").

DTOT NapamMeTp No-yMoJIHaHMIO HE aKTMBEH.

3HaHeHmeru)yMonanmw:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'GenericAgentFile4'} = {
'Function' => 'Execute',
'MaximumParallelInstances' => '1',
'Module' => 'Kernel::System::Console::Command: :Maint: :GenericAgent::Run',
'Params' => [
'--configuration-module',
'<ModuleName>'
1,
'Schedule' => '*/20 * * * *!',
'TaskName' => 'GenericAgentFile4'

};

Daemon::SchedulerCronTaskManager::Task###GenericAgentFile5

Run file based generic agent jobs (Note: module name need needs to be specified in
-configuration-module param e.g. "Kernel::System::GenericAgent").

oT0T napaMeTp no-ymMoa4aHUIO He aKTUBEH.

3HaHeHMe[H)yMOﬂHaHMDZ

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'GenericAgentFile5'} = {
'Function' => 'Execute',
'MaximumParallelInstances' => '1',
'Module' => 'Kernel::System::Console::Command: :Maint: :GenericAgent::Run',
'"Params’' => [
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'--configuration-module',
'<ModuleName>"
15
'Schedule' => '*/20 * * * *',
'TaskName' => 'GenericAgentFile5'

};

Daemon::SchedulerCronTaskManager::Task###RegistrationUpdateSend
Sends registration information to OTRS group.

ITOT NapaMeTp He MOXKET BbITb N3MEHEH.

3Ha4veHme no yMoJ1HaHu1Io:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'RegistrationUpdateSend'} = {
'Function' => 'Execute',
'MaximumParallellInstances' => '1',
'Module' => 'Kernel::System::Console::Command: :Maint::Registration::UpdateSend',
'Params' => [],
'Schedule' => '30 * * * *!',
'TaskName' => 'RegistrationUpdateSend'

};

Daemon::SchedulerCronTaskManager::Task###SupportDataCollectAsynchronous
Collect support data for asynchronous plug-in modules.

ITOT NapaMeTp He MOXKET BbITb N3MEHEH.

3Ha4YeHme no yMoJIHaHuUIo:

$Self->{"'Daemon: :SchedulerCronTaskManager: :Task'}->{'SupportDataCollectAsynchronous'} =
{

'Function' => 'Execute',

'MaximumParallelInstances' => '1',

'Module' =>
Kernel::System::Console: :Command: :Maint: :SupportData: :CollectAsynchronous"',

'Params' => [],

'Schedule' => 'l * * * !

'TaskName' => 'SupportDataCollectAsynchronous'

};

Daemon::SchedulerCronTaskManager::Task###OTRSBusinessEntitlementCheck
Checks the entitlement status of OTRS Business Solution™.

ITOT NapaMeTp He MOXKET BbITb N3MEHEH.

3Ha4YeHme no yMoJIHaHUIo:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'0TRSBusinessEntitlementCheck'} =
{

'Function' => 'Execute',
'MaximumParallelInstances' => '1',
'Module' => 'Kernel::System::Console::Command: :Maint::0TRSBusiness::EntitlementCheck",
'Params' => [],
'Schedule' => '25,45 */1 * * x',
'TaskName' => 'OTRSBusinessEntitlementCheck'

}

Daemon::SchedulerCronTaskManager::Task###OTRSBusinessAvailabilityCheck
Checks the availability of OTRS Business Solution™ for this system.

ITOT NapaMeTp He MOXKET BbITb N3MEHEH.

3HaYeHmne no ymon4aHuio:

$Self->{'Daemon: :SchedulerCronTaskManager: :Task'}->{'0TRSBusinessAvailabilityCheck'} =
{
'Function' => 'Execute',

'MaximumParallelInstances' => '1',
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'Module' =>
'Kernel: :System::Console::Command: :Maint: :0TRSBusiness: :AvailabilityCheck"',
'"Params' => [],

'Schedule' => '15,35,55 */1 * * *!',
'TaskName' => 'OTRSBusinessAvailabilityCheck"
}i

Daemon -» Daemon::SchedulerGenericAgentTaskManager

Daemon::SchedulerGenericAgentTaskManager::TicketLimit
Defines the maximum number of affected tickets per job.

DTOT NapamMeTp He MOXXET OblTb OTKJIIOYEH.

3Ha4vyeHune no YMOJTHaHNIO:

\ $Self->{'Daemon: :SchedulerGenericAgentTaskManager: :TicketLimit'} = '4000';

Daemon::SchedulerGenericAgentTaskManager::SleepTime
Defines a sleep time in microseconds between tickets while they are been processed
by a job.

DTOT NapamMeTp He MOXXET ObITb OTKJIIOYEH.

3Ha4vyeHune no YMOJTHaHNIO:

\ $Self->{'Daemon: :SchedulerGenericAgentTaskManager: :SleepTime'} = '0°';

Daemon -» Daemon::SchedulerGenericlnterfaceTaskManager

Daemon::SchedulerGenericlnterfaceTaskManager::FutureTaskTimeDiff
Defines the default the number of seconds (from current time) to re-schedule a generic
interface failed task.

DTOT NapaMeTp He MOXXET ObITb OTKJIIOYEH.

3Ha4yeHune no YMOJIHaHUIO:

\ $Self->{'Daemon: :SchedulerGenericInterfaceTaskManager::FutureTaskTimeDiff'} = '300'; \

Daemon -» Daemon::SchedulerTaskWorker

Daemon::SchedulerTaskWorker::MaximumWorkers
Defines the maximum number of tasks to be executed as the same time.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HayvyeHune rno ymo4aHuio:

\ $Self->{'Daemon: :SchedulerTaskWorker: :MaximumWorkers'} = '5';

Daemon::SchedulerTaskWorker::NotificationRecipientEmail
Specifies the email addresses to get notification messages from scheduler tasks.

DTOT NapamMeTp He MOXXeT OblTb OTKJIIOYEH.

3Ha4vyeHune no YMOJIHaHUIO:

\ $Self->{'Daemon: :SchedulerTaskWorker: :NotificationRecipientEmail'} = 'root@localhost';

Daemon - Frontend::Admin::ModuleRegistration

Frontend::Module###AgentDaemoninfo
Frontend module registration for the agent interface.
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3HayeHune rno yMmo4yaHuio:

$Self->{'Frontend: :Module'}->{'AgentDaemonInfo'} = {
'Description' => 'Admin',
'Group' => [
'admin'
1

'Title' => 'Shows information on how to start OTRS Daemon'
}

Daemon - Frontend::Agent::ModuleNotify

Frontend::NotifyModule# ##8000-Daemon-Check
Defines the module to display a notification in the agent interface if the OTRS Daemon
is not running.

3Ha4YeHme no yMo14HaHuIo:

$Self->{'Frontend: :NotifyModule'}->{'8000-Daemon-Check'} = {
'Module' => 'Kernel::Qutput::HTML::Notification::DaemonCheck"

};

3. DynamicFields

DynamicFields -» DynamicFields::Driver::Registration

DynamicFields::Driver###Text
DynamicField backend registration.

3Ha4veHme rno yMoJIHaHMuIo:

$Self->{'DynamicFields::Driver'}->{'Text'} = {
'ConfigDialog' => 'AdminDynamicFieldText',
'DisplayName' => 'Text',
'Module' => 'Kernel::System::DynamicField::Driver::Text'

b

DynamicFields::Driver###TextArea
DynamicField backend registration.

3HaquMe[H)yMOﬂHaHMDZ

$Self->{'DynamicFields: :Driver'}->{'TextArea'} = {
'ConfigDialog' => 'AdminDynamicFieldText',
'DisplayName' => 'Textarea',
'Module' => 'Kernel::System::DynamicField::Driver::TextArea'
i

DynamicFields::Driver###Checkbox
DynamicField backend registration.

3HayeHune rno yMmo4yaHuio:

$Self->{'DynamicFields::Driver'}->{'Checkbox'} = {
'ConfigDialog' => 'AdminDynamicFieldCheckbox',
'DisplayName' => 'Checkbox"',
'Module' => 'Kernel::System::DynamicField::Driver: :Checkbox"
}i

DynamicFields::Driver###Dropdown
DynamicField backend registration.

3Ha4YeHme no yMoJIHaHu1Io:

$Self->{'DynamicFields::Driver'}->{'Dropdown'} = {
'ConfigDialog' => 'AdminDynamicFieldDropdown',
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'DisplayName' => 'Dropdown',
'Module' => 'Kernel::System::DynamicField::Driver::Dropdown'

b

DynamicFields::Driver###DateTime

DynamicField backend registration.

3Ha4YeHme no yMoJIHaHuIo:

$Self->{'DynamicFields::Driver'}->{'DateTime'} = {
‘ConfigDialog' => 'AdminDynamicFieldDateTime',
'DisplayName' => 'Date / Time',
'Module' => 'Kernel::System::DynamicField::Driver::DateTime'

s

DynamicFields::Driver###Date

DynamicField backend registration.

3HaHeHMETK)yMOﬂHaHMD:

$Self->{'DynamicFields::Driver'}->{'Date'} = {
'ConfigDialog' => 'AdminDynamicFieldDateTime',
'DisplayName' => 'Date’,
'Module' => 'Kernel::System::DynamicField::Driver::Date'
i

DynamicFields::Driver###Multiselect

DynamicField backend registration.

3HaHeHme[H)yMOﬂHaHMDZ

$Self->{'DynamicFields::Driver'}->{'Multiselect'} = {
'ConfigDialog' => 'AdminDynamicFieldMultiselect',
'DisplayName' => 'Multiselect’,
'ItemSeparator' => ', ',
'Module' => 'Kernel::System::DynamicField::Driver::Multiselect'

b

DynamicFields - DynamicFields::ObjectType::Registration

DynamicFields::ObjectType###CustomerCompany

DynamicField object registration.

3HaYeHme no ymon4aHuio:

$Self->{'DynamicFields: :0bjectType'}->{'CustomerCompany'} = {
'DisplayName' => 'Customer',
'Module' => 'Kernel::System::DynamicField: :0bjectType: :CustomerCompany',
'Prio' => '120°',
'UseObjectName' => '1'

+

DynamicFields::ObjectType###CustomerUser

DynamicField object registration.

3HaHeHmeru)yMonanmw:

$Self->{'DynamicFields::0bjectType'}->{'CustomerUser'} = {
'DisplayName' => 'Customer User',
'Module' => 'Kernel::System::DynamicField::0ObjectType::CustomerUser',
'"Prio' => '130°',
'UseObjectName' => '1'

}'

DynamicFields::ObjectType###Article

DynamicField object registration.

3Ha4YeHme no yMoJ1HaHuIo:

285




OTRS

Real Services

$Self->{'DynamicFields::0bjectType'}->{"'Article'} = {
'DisplayName' => 'Article',
'Module' => 'Kernel::System::DynamicField::0ObjectType::Article',
'Prio' => '110'

}

DynamicFields::ObjectType###Ticket
DynamicField object registration.

3HaHeHM8[K)yMOﬂHaHMD:

$Self->{'DynamicFields::0bjectType'}->{'Ticket'} = {
'DisplayName' => 'Ticket',
'Module' => 'Kernel::System::DynamicField::0bjectType::Ticket',
'Prio' => '100'

g

DynamicFields - Frontend::Admin::ModuleRegistration

Frontend::Module###AdminDynamicField
Frontend module registration for the agent interface.

3HaHeHMETH)yMOﬂHaHMDZ

$Self->{'Frontend: :Module'}->{'AdminDynamicField'} = {
'Description' => 'This module is part of the admin area of OTRS.',
'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::Output::HTML: :NavBar: :ModuleAdmin',
'Name' => 'Dynamic Fields',
'Prio' => '1000'
}I
'NavBarName' => 'Admin',
'Title' => 'Dynamic Fields GUI'

g

Frontend::Module###AdminDynamicFieldText
Frontend module registration for the agent interface.

3Ha4YeHme no yMoJ1HaHu1Io:

$Self->{'Frontend: :Module'}->{"'AdminDynamicFieldText'} = {
'Description' => 'This module is part of the admin area of OTRS.',
'Group' => [
'admin'
]I
'Loader' => {

'JavaScript' => [
'Core.Agent.Admin.DynamicField.js",
'Core.Agent.Admin.DynamicFieldText.js'

]

}I

'Title' => 'Dynamic Fields Text Backend GUI'

}i

Frontend::Module###AdminDynamicFieldCheckbox
Frontend module registration for the agent interface.
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3HayeHune rno yMmo4yaHuio:

$Self->{'Frontend: :Module'}->{"'AdminDynamicFieldCheckbox'} = {
'Description' => 'This module is part of the admin area of OTRS.',
'Group' => [
'admin’
]I
'Loader' => {
'JavaScript' => [
'Core.Agent.Admin.DynamicField.js",
'Core.Agent.Admin.DynamicFieldCheckbox.js'
]

}I
'Title' => 'Dynamic Fields Checkbox Backend GUI'

};

Frontend::Module###AdminDynamicFieldDropdown
Frontend module registration for the agent interface.

3Ha4YeHme no yMoJIHaHuIo:

$Self->{'Frontend: :Module'}->{"'AdminDynamicFieldDropdown'} = {
'Description' => 'This module is part of the admin area of OTRS.',
'Group' => [
'admin'
]I
'Loader' => {
'CSS' => [
'Core.Agent.Admin.DynamicField.css'
]l
'JavaScript' => [
'Core.Agent.Admin.DynamicField.js"',
'Core.Agent.Admin.DynamicFieldDropdown.js'
]
}I
'Title' => 'Dynamic Fields Drop-down Backend GUI'

};

Frontend::Module###AdminDynamicFieldDateTime
Frontend module registration for the agent interface.

3Ha4YeHme no yMoJIHaHuIo:

$Self->{'Frontend: :Module'}->{"'AdminDynamicFieldDateTime'} = {
'Description' => 'This module is part of the admin area of OTRS.',
'Group' => [
'admin'

]

oader' => {
'CSS' => [
'Core.Agent.Admin.DynamicField.css'
15
'JavaScript' => [
'Core.Agent.Admin.DynamicField.js",
'Core.Agent.Admin.DynamicFieldDateTime.js'
]
},
'Title' => 'Dynamic Fields Date Time Backend GUI'

b

Frontend::Module###AdminDynamicFieldMultiselect
Frontend module registration for the agent interface.

3HavYeHne no ymon4aHuio:

$Self->{'Frontend: :Module'}->{'AdminDynamicFieldMultiselect'} = {
'Description' => 'This module is part of the admin area of OTRS.',
'Group' => [
'admin’
]I
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'Loader' => {
'CSS' => [
'Core.Agent.Admin.DynamicField.css'
15
'JavaScript' => [
'Core.Agent.Admin.DynamicField.js",
'Core.Agent.Admin.DynamicFieldMultiselect.js'
]
},
'Title' => 'Dynamic Fields Multiselect Backend GUI'
}i

DynamicFields —» Frontend::Agent::Preferences

PreferencesGroups###DynamicField
Defines the config parameters of this item, to be shown in the preferences view.

DTOT NapamMeTp Mo-yMOJIHaHUIO HE aKTMBEH.

3HayeHune rno yMmo4aHuio:

$Self->{'PreferencesGroups'}->{'DynamicField'} = {
'Active' => '1',
'Block' => 'Input',
'Column' => 'Other Settings',
'‘Data' => '[% Env("UserDynamicField NameX") %]',
'Key' => 'Default value for NameX',
'Label' => 'NameX',
'Module' => 'Kernel::Output::HTML::Preferences::Generic',
'PrefKey' => 'UserDynamicField NameX',
'Prio' => '7000'

+

PreferencesGroups###DynamicFieldsOverviewPageShown
Parameters for the pages (in which the dynamic fields are shown) of the dynamic
fields overview.

3Ha4YeHme no yMoJIHaHUIO:

$Self->{'PreferencesGroups'}->{'DynamicFieldsOverviewPageShown'} = {
'Active' => '0',
'Column' => 'Other Settings',

'Data' => {
'10' = '10',
'15' = '15"',
'20' = '20"',
'25' => '25"',
'30' => '30',
'35' => '35'

}I

'DataSelected' => '25',

'Key' => 'Dynamic fields limit per page for Dynamic Fields Overview',
'Label' => 'Dynamic Fields Overview Limit',

'Module' => 'Kernel::Output::HTML::Preferences::Generic',

'PrefKey' => 'AdminDynamicFieldsOverviewPageShown',

'Prio' => '8000'

};

4. Framework

Framework - Core

SecureMode
Disables the web installer (http://yourhost.example.com/otrs/installer.pl), to prevent
the system from being hijacked. If set to "No", the system can be reinstalled and
the current basic configuration will be used to pre-populate the questions within the
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installer script. If not active, it also disables the GenericAgent, PackageManager and
SQL Box.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HayeHune rno ymo4yaHuio:

| $Self->{'SecureMode'} = '0';

Frontend::DebugMode
Enables or disables the debug mode over frontend interface.

3Ha4veHune no YMOJIHaHUIO:

| $Self->{"'Frontend: :DebugMode'} = '0'; |

Frontend::AjaxDebug
Delivers extended debugging information in the frontend in case any AJAX errors oc-
cur, if enabled.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HayeHune no yMmo4aHuio:

| $Self->{"'Frontend::AjaxDebug'} = '0';

Frontend::TemplateCache
Enables or disables the caching for templates. WARNING: Do NOT disable template
caching for production environments for it will cause a massive performance drop!
This setting should only be disabled for debugging reasons!

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4YeHme no yMoJIHaHuUIo:

[ $Self->{"'Frontend::TemplateCache'} = '1';

ConfiglLevel
Sets the configuration level of the administrator. Depending on the config level, some
sysconfig options will be not shown. The config levels are in in ascending order: Expert,
Advanced, Beginner. The higher the config level is (e.g. Beginner is the highest), the
less likely is it that the user can accidentally configure the system in a way that it is
not usable any more.

DTOT NapamMeTp He MOXXET ObITb OTKJIIOYEH.

3Ha4vyeHune no YMOJTHaHNIO:

| $Self->{'ConfigLevel'} = '100';

ConfiglmportAllowed
Controls if the admin is allowed to import a saved system configuration in SysConfig.

DTOT NapamMeTp He MOXXET OblTb OTKJIIOYEH.

3Ha4veHune no YMOJIHaHWUIKO:

| $Self->{'ConfigImportAllowed'} = '1';

ProductName
Defines the name of the application, shown in the web interface, tabs and title bar
of the web browser.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4YeHme no yMoJiHaHuIo:
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| $Self->{'ProductName'} = 'OTRS 6';

SystemlID
Defines the system identifier. Every ticket number and http session string contains
this ID. This ensures that only tickets which belong to your system will be processed
as follow-ups (useful when communicating between two instances of OTRS).

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HayeHune no YMOJIHaHUIO:

[ $Self->{'SystemID'} = '10"; |

FQDN
Defines the fully qualified domain name of the system. This setting is used as a vari-
able, OTRS_CONFIG_FQDN which is found in all forms of messaging used by the appli-
cation, to build links to the tickets within your system.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4YeHme no yMoiHaHuIo:

\ $Self->{'FQDN'} = ‘'yourhost.example.com';

SupportDataCollector::HTTPHostname
Defines the HTTP hostname for the support data collection with the public module
'PublicSupportDataCollector' (e.g. used from the OTRS Daemon).

oT0T MnapaMeTp no-yMoa4aHUIO He aKTUBEH.

3Ha4veHme no yMoJIHaHuIo:

\ $Self->{'SupportDataCollector: :HTTPHostname'} = '';

NodelD
Defines the cluster node identifier. This is only used in cluster configurations where
there is more than one OTRS frontend system. Note: only values from 1 to 99 are
allowed.

DTOT NapamMeTp Mo-yMOJIHaHNIO HE aKTUBEH.

3HaYeHme no ymon4aHuio:

[$Self->{'NodeID'} = '1'; |

HttpType

Defines the type of protocol, used by the web server, to serve the application. If https
protocol will be used instead of plain http, it must be specified here. Since this has
no affect on the web server's settings or behavior, it will not change the method of
access to the application and, if it is wrong, it will not prevent you from logging into
the application. This setting is only used as a variable, OTRS_CONFIG_HttpType which
is found in all forms of messaging used by the application, to build links to the tickets
within your system.

DTOT NapamMeTp He MOXXET BbITb OTKJIIOYEH.

3Ha4vyeHune no YMOJTHaHNIO:

| $Self->{"'HttpType'} = 'http';

ScriptAlias
Sets the prefix to the scripts folder on the server, as configured on the web server.
This setting is used as a variable, OTRS_CONFIG_ScriptAlias which is found in all forms
of messaging used by the application, to build links to the tickets within the system.
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DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3Ha4YeHme no yMoJ1HaHuIo:

| $Self->{'ScriptAlias'} = ‘'otrs/';

AdminEmail
Defines the system administrator's email address. It will be displayed in the error
screens of the application.

DTOT NapamMeTp He MOXKeT BbITb OTKJIYEH.

3Ha4YeHme no yMoiHaHuIo:

\ $Self->{'AdminEmail'} = ‘'admin@example.com';

Organization
Company name which will be included in outgoing emails as an X-Header.

DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3Ha4YeHme no yMoJlHaHuIo:

| $Self->{'0Organization'} = 'Example Company';

DefaultLanguage
Defines the default front-end language. All the possible values are determined by the
available language files on the system (see the next setting).

STOT NapaMeTp He MOXXET OblTb OTKJIIOYEH.

3Ha4YeHme no yMoJIHaHuUIo:

\ $Self->{'DefaultLanguage'} = 'en'; \

DefaultUsedLanguages
Defines all the languages that are available to the application. Specify only English
names of languages here.

DTOT NMapaMeTp He MOXET OblTb OTKJIIOYEH.

3Ha4YeHme no yMoJIHaHuIo:

$Self->{'DefaultUsedLanguages'} = {
'ar SA' => 'Arabic (Saudi Arabia)',
'bg' => 'Bulgarian',
'ca' => 'Catalan',
'cs' => 'Czech',
'da' => 'Danish',
'de' => 'German',
'el' => 'Greek',
'en' => 'English (United States)',
'en CA' => 'English (Canada)',
'en GB' => 'English (United Kingdom)',
'es' => 'Spanish',
'es CO' => 'Spanish (Colombia)',
'es MX' => 'Spanish (Mexico)',
'et' => 'Estonian',
'fa' => 'Persian',
'fi' => 'Finnish',
'fr' => 'French',
'fr CA' => 'French (Canada)',
'gl' => 'Galician',
'he' => 'Hebrew',
'hi' => 'Hindi',
"hr' => 'Croatian',
"hu' => 'Hungarian',
'id' => 'Indonesian',
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'it' => 'Italian',

'ja' => 'Japanese',

'lt' => 'Lithuanian',

'lv' => 'Latvian',

'ms' => 'Malay’,

‘'nb NO' => 'Norwegian',

‘'nl' => 'Nederlands',

'pl' => 'Polish',

'pt' => 'Portuguese’',

'pt BR' => 'Portuguese (Brasil)',
‘ru' => 'Russian',

'sk SK' => 'Slovak',

'sl' => 'Slovenian',

'sr Cyrl' => 'Serbian Cyrillic',
'sr Latn' => 'Serbian Latin',
'sv' => 'Swedish',

'sw' => 'Swahili',

'th TH' => 'Thai',

'tr' => 'Turkish',

'uk' => 'Ukrainian',

'vi VN' => 'Vietnam',

'zh CN' => 'Chinese (Simplified)',
'zh TW' => 'Chinese (Traditional)'

};

DefaultUsedLanguagesNative

Defines all the languages that are available to the application. Specify only native

names of languages here.
3TOT MapaMeTp He MOXXET BbITb OTKJIIOYEH.

3HaHeHme[H)yMOﬂHaHMDZ

$Self->{'DefaultUsedLanguagesNative'} = {
‘ar SA' => 'ss_ o7, edl!
'bg' => 'Bwnrapckun',
‘ca' => 'Catala’,
‘cs' => 'Cesky',
‘da' => 'Dansk',
'de' => 'Deutsch',
'el' => 'EAANVKA',
‘en' => 'English (United States)',
'en_CA' => 'English (Canada)',
'en_GB' => 'English (United Kingdom)',
'es' => 'Espafiol"',
'es_CO' => 'Espafiol (Colombia)',
'es_MX' => 'Espafiol (México)',
'et' => 'Eesti',
‘fa' = 'Guls',
'fi' => 'Suomi',
'fr' => 'Francais',
'fr CA' => 'Frangais (Canada)',
'gl' => 'Galego',
'he' => '#####",
"hi' => "##HHHE,
"hr' => 'Hrvatski',
'hu' => 'Magyar',
'id' => 'Bahasa Indonesia',
'it' => 'Italiano’',
'ja' => 'BA:E,
'lt' => 'Lietuviy kalba',
'"lv' => 'Latvijas',
'ms' => 'Melayu',
'nb_ NO' => 'Norsk bokmdl',
‘'nl' => 'Nederlandse',
'pl' => 'Polski',
'pt' => 'Portugués’,
'pt BR' => 'Portugués Brasileiro',
'ru' => 'Pycckun',
'sk SK' => 'Slovencina',
'sl' => 'Slovensc¢ina',
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'sr Cyrl' => 'Cpncku',
'sr Latn' => 'Srpski',
'sv' => 'Svenska',
'sw' => 'Kiswahili',
"th TH' => '######4t"
"tr' => 'Tlrkge',
'uk' => 'YKpaiHcbka',
'vi_VN' => 'Vi#t Nam',
'zh CN' => 'R,
'zh TW' => 'EfEHY

}i

DefaultTheme
Defines the default front-end (HTML) theme to be used by the agents and customers.
If you like, you can add your own theme. Please refer the administrator manual located

at http://otrs.github.io/doc/.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HaYeHme no ymon4aHuio:

| $Self->{'DefaultTheme'} = 'Standard';

DefaultTheme::HostBased
It is possible to configure different themes, for example to distinguish between agents
and customers, to be used on a per-domain basis within the application. Using a reg-
ular expression (regex), you can configure a Key/Content pair to match a domain.
The value in "Key" should match the domain, and the value in "Content" should be
a valid theme on your system. Please see the example entries for the proper form

of the regex.
ITOT NapaMeTp MO-yMOJYaHUIO HE aKTUBEH.

3Ha4YeHme no yMoJIHaHuUIo:

$Self->{'DefaultTheme: :HostBased'} = {
"hostl\\.example\\.com' => 'SomeThemel',
"host2\\.example\\.com' => 'SomeTheme2'

s

CheckMXRecord
Makes the application check the MX record of email addresses before sending an email

or submitting a telephone or email ticket.

DTOT NapamMeTp He MOXXET BblTb OTKJIIOYEH.

3HaHeHMGTH)yMOﬂHaHMD:

| $Self->{'CheckMXRecord'} = '1';

CheckMXRecord::Nameserver
Defines the address of a dedicated DNS server, if necessary, for the "CheckMXRecord"

look-ups.
ITOT NapaMeTp MOo-yMOJHaHUIO HE aKTUBEH.

3HavYeHme no ymon4aHuio:

\ $Self->{'CheckMXRecord: :Nameserver'} = 'ns.example.com';

CheckEmailAddresses
Makes the application check the syntax of email addresses.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4YeHme no yMoJiHaHuIo:
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| $Self->{'CheckEmailAddresses'} = '1';

CheckEmailValidAddress
Defines a regular expression that excludes some addresses from the syntax check
(if "CheckEmailAddresses" is set to "Yes"). Please enter a regex in this field for
email addresses, that aren't syntactically valid, but are necessary for the system (i.e.
"root@localhost").

DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3Ha4vyeHune no YMOJTHaHNIO:

\ $Self->{'CheckEmailValidAddress'} = '~(root@localhost|admin@localhost)$"';

CheckEmaillnvalidAddress
Defines a regular expression that filters all email addresses that should not be used
in the application.

DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3Ha4vyeHune no YMOJIHaHWUIO:

| $Self->{'CheckEmailInvalidAddress'} = '@(example)\\.(..[...)$";

CGIlLogPrefix
Specifies the text that should appear in the log file to denote a CGI script entry.

DTOT NMapaMeTp He MOXXET OblTb OTKJIIOYEH.

3Ha4veHune no YMOJIHaHWUIO:

\ $Self->{'CGILogPrefix'} = 'OTRS-CGI';

DemoSystem
Runs the system in "Demo" mode. If set to "Yes", agents can change preferences, such
as selection of language and theme via the agent web interface. These changes are
only valid for the current session. It will not be possible for agents to change their
passwords.

DTOT NMapaMeTp He MOXET OblTb OTKJIIOYEH.

3Ha4vyeHune no YMOJTHaHNIO:

[ $Self->{'DemoSystem'} = '0"'; |

OutOfOfficeMessageTemplate
Defines out of office message template. Two string parameters (%s) available: end
date and number of days left.

3Ha4YeHme no yMoJIHaHuIo:

\ $Self->{'0ut0fOfficeMessageTemplate'} = '*** out of office until %s (%s d left) ***'; \

SwitchToUser
Allows the administrators to login as other users, via the users administration panel.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4YeHme no yMoJI4HaHuIo:

| $Self->{'SwitchToUser'} = '0'; |

SwitchToCustomer
Allows the administrators to login as other customers, via the customer user admin-
istration panel.
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DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3HayYeHme no ymon4aHuio:

| $Self->{'SwitchToCustomer'} = '0';

SwitchToCustomer::PermissionGroup
Specifies the group where the user needs rw permissions so that he can access the
"SwitchToCustomer" feature.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4yeHne No yMOJIHaHM Io:

[ $Self->{"'SwitchToCustomer::PermissionGroup'} = ‘admin';

NotificationSenderName
Specifies the name that should be used by the application when sending notifications.
The sender name is used to build the complete display name for the notification mas-
ter (i.e. "OTRS Notifications" otrs@your.example.com).

DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3HavYeHme no ymon4aHuio:

\ $Self->{'NotificationSenderName'} = 'OTRS Notifications';

NotificationSenderEmail
Specifies the email address that should be used by the application when sending no-
tifications. The email address is used to build the complete display name for the no-
tification master (i.e. "OTRS Notifications" otrs@your.example.com). You can use the
OTRS_CONFIG_FQDN variable as set in your configuation, or choose another email
address.

ITOT NapaMeTp He MOXKET ObITb OTKJIIOYEH.

3Ha4YeHne Nno yMoJIHaHM Io:

| $Self->{'NotificationSenderEmail'} = 'otrs@<OTRS_CONFIG_FQDN>';

System::Customer::Permission
Defines the standard permissions available for customers within the application. If
more permissions are needed, you can enter them here. Permissions must be hard
coded to be effective. Please ensure, when adding any of the afore mentioned per-
missions, that the "rw" permission remains the last entry.

DTOT NapamMeTp He MOXKeT BblTb OTKJIOYEH.

3HayvYeHme no ymon4aHuio:

$Self->{'System: :Customer: :Permission'} = [
‘ro',
Crw

1;

LanguageDebug
Debugs the translation set. If this is set to "Yes" all strings (text) without translations
are written to STDERR. This can be helpful when you are creating a new translation
file. Otherwise, this option should remain set to "No".

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HaHeHme[H)yMOﬂHaHMDZ

[ $Self->{"'LanguageDebug'} = '0';
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Secure::DisableBanner
If enabled, the OTRS version tag will be removed from the Webinterface, the HTTP
headers and the X-Headers of outgoing mails.

DTOT NapamMeTp HEe MOXXET ObITb OTKJIIOYEH.

3HaYeHme no ymon4aHuio:

| $Self->{"'Secure::DisableBanner'} = '0';

Framework - Core::Cache

Cache::Module
Selects the cache backend to use.

DTOT NapamMeTp HEe MOXXET ObITb OTKJIIOYEH.

3Ha4YeHme no yMoJ14HaHuIo:

\ $Self->{'Cache::Module'} = ‘'Kernel::System::Cache::FileStorable';

Cache::InMemory
Should the cache data be held in memory?

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HaHeHme[H)yMOﬂHaHMDZ

| $Self->{'Cache::InMemory'} = '1';

Cache::InBackend
Should the cache data be stored in the selected cache backend?

DTOT NapamMeTp He MOXXET BbITb OTKJIIOYEH.

3HaHeHmeru)yMonanmm:

| $Self->{'Cache::InBackend'} = '1';

Cache::SubdirLevels
Specify how many sub directory levels to use when creating cache files. This should
prevent too many cache files being in one directory.

DTOT NapamMeTp He MOXKeT BblTb OTKJIOYEH.

3Ha4YeHme no yMoJIHaHuIo:

| $Self->{"'Cache::SubdirLevels'} = '2';

Framework - Core::CustomerCompany

CustomerCompany::EventModulePost###2000-UpdateCustomerUsers
Event module that updates customer users after an update of the Customer.

3HaHeHme[H)yMOﬂHaHMDZ

$Self->{'CustomerCompany: :EventModulePost'}->{'2000-UpdateCustomerUsers'} = {
'Event' => 'CustomerCompanyUpdate',
'Module' => 'Kernel::System::CustomerCompany: :Event::CustomerUserUpdate',
'Transaction' => '0'

+;

CustomerCompany::EventModulePost###2100-
UpdateDynamicFieldObjectName
Event module that updates customer company object name for dynamic fields.
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3HayeHune rno yMmo4yaHuio:

$Self->{'CustomerCompany: :EventModulePost'}->{'2100-UpdateDynamicFieldObjectName'} =
'Event' => 'CustomerCompanyUpdate',
'Module' => 'Kernel::System::CustomerCompany: :Event::DynamicFieldObjectNameUpdate',

'Transaction' => '0'

};

{

Framework - Core::CustomerUser

CustomerUser::EventModulePost###2100-UpdateSearchProfiles
Event module that updates customer user search profiles if login changes.

3HaHeHmeru)yMonanmw:

$Self->{'CustomerUser: :EventModulePost'}->{'2100-UpdateSearchProfiles'} = {
'Event' => 'CustomerUserUpdate',
'Module' => 'Kernel::System::CustomerUser::Event::SearchProfileUpdate',
'Transaction' => '0'

g

CustomerUser::EventModulePost###2200-UpdateServiceMembership
Event module that updates customer user service membership if login changes.

3HaHeHmeru)yMonanmw:

$Self->{'CustomerUser: :EventModulePost'}->{'2200-UpdateServiceMembership'} = {
'Event' => 'CustomerUserUpdate',
'Module' => 'Kernel::System::CustomerUser::Event::ServiceMemberUpdate',
'Transaction' => '0'

g

CustomerUser::EventModulePost###2000-UpdateDynamicFieldObjectName
Event module that updates customer user object name for dynamic fields.

3HaHeHmeru)yMonanmw:

$Self->{'CustomerUser: :EventModulePost'}->{'2000-UpdateDynamicFieldObjectName'} = {
'Event' => 'CustomerUserUpdate',
'Module' => 'Kernel::System::CustomerUser::Event::DynamicFieldObjectNameUpdate',

'Transaction' => '0'
g

Framework - Core::Fetchmail

Fetchmail::Bin

Defines the fall-back path to open fetchmail binary. Note: The name of the binary

needs to be 'fetchmail', if it is different please use a symbolic link.
ITOT NapaMeTp Mo-yMosiHaHUIO HE aKTUBEH.

3Haqumeru)yMonanmm:

\ $Self->{'Fetchmail::Bin'} = '/usr/bin/fetchmail’;

Framework - Core::LinkObject

LinkObject::ViewMode
Determines the way the linked objects are displayed in each zoom mask.

DTOT NapamMeTp He MOXXeT OblTb OTKJIIOYEH.

3HaHeHmeru)yMonanmw:

[ $Self->{"'LinkObject::ViewMode'} = 'Simple’;
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LinkObject::Type###Normal

Defines the link type 'Normal'. If the source name and the target name contain the
same value, the resulting link is a non-directional one; otherwise, the result is a di-
rectional link.

DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3Ha4YeHme no yMo1HaHuIo:

$Self->{'LinkObject::Type'}->{'Normal'} = {
'SourceName' => 'Normal',
'TargetName' => 'Normal'

}

LinkObject::Type###ParentChild

Defines the link type 'ParentChild'. If the source name and the target name contain
the same value, the resulting link is a non-directional one; otherwise, the result is a
directional link.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HaHeHMETK)yMOﬂHaHMD:

$Self->{'LinkObject: :Type'}->{'ParentChild'} = {
'SourceName' => 'Parent',
'TargetName' => 'Child'

};

LinkObject::TypeGroup###0001

Defines the link type groups. The link types of the same group cancel one another.
Example: If ticket A is linked per a 'Normal' link with ticket B, then these tickets could
not be additionally linked with link of a 'ParentChild' relationship.

3Ha4veHme no yMoJIHaHUIO:

$Self->{'LinkObject: :TypeGroup'}->{'0001'} = [
"Normal',
'ParentChild'

1;

Framework - Core::Log

LogModule

Defines the log module for the system. "File" writes all messages in a given lodfile,
"SysLog" uses the syslog daemon of the system, e.g. syslogd.

DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3Ha4YeHme no yMoIHaHuIo:

\ $Self->{'LogModule'} = 'Kernel::System::Log::SysLog';

LogModule::SysLog::Facility

If "SysLog" was selected for LogModule, a special log facility can be specified.
ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HaHeHMETK)yMOﬂHaHMD:

| $Self->{"'LogModule::SysLog::Facility'} = ‘'user';

LogModule::SysLog::Charset

If "SysLog" was selected for LogModule, the charset that should be used for logging
can be specified.

DTOT NapamMeTp He MOXXET OblTb OTKJIIOYEH.
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3HayeHune rno yMmo4yaHuio:

\ $Self->{'LogModule: :SysLog: :Charset'} = 'utf-8';

LogModule::LogFile
If "file" was selected for LogModule, a logfile must be specified. If the file doesn't exist,
it will be created by the system.

DTOT NapamMeTp He MOXXET ObITb OTKJIIOYEH.

3Ha4veHme no yMoJ1HaHuIo:

| $Self->{'LogModule::LogFile'} = '/tmp/otrs.log';

LogModule::LogFile::Date
Adds a suffix with the actual year and month to the OTRS log file. A logfile for every
month will be created.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HayeHune no YMOJTHaHNIO:

| $Self->{"'LogModule::LogFile::Date'} = '0';

MinimumLogLevel
Set minimum loglevel. If you select 'error’, just errors are logged. With 'debug' you
get all logging messages.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4veHne no yMOoJIHaHMIo:

\ $Self->{'MinimumLogLevel'} = ‘'error';

Framework - Core::MIME-Viewer

MIME-Viewer###application/excel
Specifies the path to the converter that allows the view of Microsoft Excel files, in the
web interface.

DTOT NapamMeTp Mo-yMOoJIHaHMIO HE aKTMBEH.

3HaYeHme no ymon4aHuio:

| $Self->{'MIME-Viewer'}->{"application/excel'} = ‘'xlhtml';

MIME-Viewer###application/msword
Specifies the path to the converter that allows the view of Microsoft Word files, in the
web interface.

oT0T napaMeTp no-ymMosi4aHUIO He aKTUBEH.

3HayeHune no YMOJIHaHUIO:

\ $Self->{"'MIME-Viewer'}->{'application/msword'} = ‘wvWare';

MIME-Viewer###application/pdf
Specifies the path to the converter that allows the view of PDF documents, in the web
interface.

DTOT NapamMeTp NOo-yMOJIHaHUIO HE aKTUBEH.

3Ha4YeHme no yMoJiHaHuIo:

\ $Self->{"'MIME-Viewer'}->{'application/pdf'} = 'pdftohtml -stdout -i';
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MIME-Viewer###text/xml
Specifies the path to the converter that allows the view of XML files, in the web in-
terface.

DTOT NapamMeTp Mo-yMOJIHaHMIO HE aKTMBEH.

3HavyeHune no YMOJTHaHNIO:

\ $Self->{'MIME-Viewer'}->{"'text/xml'} = '<OTRS CONFIG Home>/scripts/tools/xml2html.pl';

Framework - Core::MirrorDB

Core::MirrorDB::DSN
OTRS can use one or more readonly mirror databases for expensive operations like
fulltext search or statistics generation. Here you can specify the DSN for the first mirror
database.

oT0T napaMeTp no-ymMoa4aHUIO He aKTUBEH.

3HayeHune rno yMmo4yaHuio:

\ $Self->{'Core::MirrorDB::DSN'} = 'DBI:mysql:database=mirrordb;host=mirrordbhost’;

Core::MirrorDB::User
Specify the username to authenticate for the first mirror database.

3T0T napaMeTp no-ymMon4aHUIO He aKTUBEH.

3HayeHune o yMmo4aHuio:

\ $Self->{'Core::MirrorDB::User'} = 'some user';

Core::MirrorDB::Password
Specify the password to authenticate for the first mirror database.

oT0T napaMeTp no-yMoa4aHUIO He aKTUBEH.

3HavyeHune rno ymMmos4aHuio:

\ $Self->{'Core::MirrorDB::Password'} = 'some password';

Core::MirrorDB::AdditionalMirrors###1
Configure any additional readonly mirror databases that you want to use.

oT0T napaMeTp no-ymMoa4aHUIO He aKTUBEH.

3HayeHune rno yMmo4aHuio:

$Self->{'Core::MirrorDB: :AdditionalMirrors'}->{'1'} = {
'DSN' => 'DBI:mysql:database=mirrordb;host=mirrordbhost',
'Password' => 'some password',
‘User' => 'some_user'

o

Core::MirrorDB::AdditionalMirrors###2
Configure any additional readonly mirror databases that you want to use.

oT0T napaMeTp no-ymMoa4aHUIO He aKTUBEH.

3HayeHune rno yMmoa4aHuio:

$Self->{'Core::MirrorDB: :AdditionalMirrors'}->{'2'} = {
'DSN' => 'DBI:mysql:database=mirrordb;host=mirrordbhost',
'Password' => 'some password',
‘User' => 'some_user'

g
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Core::MirrorDB::AdditionalMirrors###3
Configure any additional readonly mirror databases that you want to use.

oT0T napaMeTp no-yMoa4aHUIO He aKTUBEH.

3HaHeHmeru)yMonanmw:

$Self->{'Core::MirrorDB: :AdditionalMirrors'}->{'3'} = {
'DSN' => 'DBI:mysql:database=mirrordb;host=mirrordbhost’,
'Password' => 'some password',
'User' => 'some user'

g

Core::MirrorDB::AdditionalMirrors###4
Configure any additional readonly mirror databases that you want to use.

DTOT NapamMeTp Mo-yMOJIHaHNIO HE aKTMBEH.

3HayeHune no yMmon4aHuio:

$Self->{'Core::MirrorDB::AdditionalMirrors'}->{'4'} = {
'DSN' => 'DBI:mysql:database=mirrordb;host=mirrordbhost',
'Password' => 'some password',
'User' => 'some user'

g

Core::MirrorDB::AdditionalMirrors###5
Configure any additional readonly mirror databases that you want to use.

DTOT MapaMeTp Mo-yMOJ4aHNIO HE aKTUBEH.

3Ha4YeHme no yMoJIHaHuUIo:

$Self->{'Core: :MirrorDB: :AdditionalMirrors'}->{'5'} = {
'DSN' => 'DBI:mysql:database=mirrordb;host=mirrordbhost',
'Password' => 'some password',
‘User' => 'some_user'

};

Framework - Core::OTRSBusiness

OTRSBusiness::ReleaseChannel
Specify the channel to be used to fetch OTRS Business Solution™ updates. Warning:
Development releases might not be complete, your system might experience unre-
coverable errors and on extreme cases could become unresponsive!

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HayvYeHme no ymon4aHuio:

\ $Self->{'0TRSBusiness: :ReleaseChannel'} = '1';

Framework - Core::PDF

PDF::LogoFile
Specifies the path of the file for the logo in the page header (gif|jpg|png, 700 x 100
pixel).
ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HaquMe[H)yMOﬂHaHMDZ

| $Self->{'PDF::LogoFile'} = '<OTRS_CONFIG Home>/var/logo-otrs.png';

PDF::PageSize
Defines the standard size of PDF pages.
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DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3Ha4YeHme no yMoJIHaHuUIo:

| $Self->{'PDF::PageSize'} = 'a4';

PDF::MaxPages
Defines the maximum number of pages per PDF file.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4vyeHune no YMOJIHaHUIO:

\ $Self->{'PDF::MaxPages'} = '100';

PDF::TTFontFile###Proportional
Defines the path and TTF-File to handle proportional font in PDF documents.

DTOT NapamMeTp HEe MOXXET ObITb OTKJIIOYEH.

3Ha4YeHme no yMoJIHaHu1Io:

\ $Self->{'PDF::TTFontFile'}->{'Proportional'} = 'DejaVuSans.ttf';

PDF::TTFontFile###ProportionalBold
Defines the path and TTF-File to handle bold proportional font in PDF documents.

3TOT MapaMeTp He MOXXET BbITb OTKJIIOYEH.

3Ha4vyeHune no YMOJIHaHWUIKO:

| $Self->{'PDF::TTFontFile'}->{'ProportionalBold'} = 'DejaVuSans-Bold.ttf';

PDF::TTFontFile###Proportionalltalic
Defines the path and TTF-File to handle italic proportional font in PDF documents.

DTOT NapamMeTp He MOXXET OblTb OTKJIIOYEH.

3HaYeHme No yMoN4aHuio:

\ $Self->{'PDF::TTFontFile'}->{'ProportionallItalic'} = 'DejaVuSans-Oblique.ttf"';

PDF::TTFontFile###ProportionalBolditalic
Defines the path and TTF-File to handle bold italic proportional font in PDF documents.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HayeHune rno yMmoa4aHuio:

\ $Self->{'PDF::TTFontFile'}->{'ProportionalBoldItalic'} = 'DejaVuSans-BoldOblique.ttf';

PDF::TTFontFile###Monospaced
Defines the path and TTF-File to handle monospaced font in PDF documents.

DTOT NapamMeTp He MOXXeT OblTb OTKJIIOYEH.

3Ha4vyeHune no YMOJTHaHNIO:

\ $Self->{'PDF::TTFontFile'}->{"'Monospaced'} = 'DejaVuSansMono.ttf"';

PDF::TTFontFile###MonospacedBold
Defines the path and TTF-File to handle bold monospaced font in PDF documents.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4YeHme no yMoJiHaHuIo:
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| $Self->{'PDF::TTFontFile'}->{'MonospacedBold'} = 'DejaVuSansMono-Bold.ttf';

PDF::TTFontFile###MonospacedItalic
Defines the path and TTF-File to handle italic monospaced font in PDF documents.

DTOT NapamMeTp He MOXXET ObITb OTKJIIOYEH.

3HaYeHme no ymon4aHuio:

\ $Self->{'PDF::TTFontFile'}->{'MonospacedItalic'} = 'DejaVuSansMono-Oblique.ttf';

PDF::TTFontFile###MonospacedBolditalic
Defines the path and TTF-File to handle bold italic monospaced font in PDF documents.

oT0T napamMeTp He MOXeT ObiTb OTKJIOYEH.

3Ha4veHme no yMoJIHaHuIo:

$Self->{'PDF::TTFontFile'}->{'MonospacedBoldItalic'} = 'DejaVuSansMono-
BoldOblique.ttf';

Framework - Core::Package

Package::FileUpload
Enables file upload in the package manager frontend.

3TOT MapaMeTp He MOXXET BbITb OTKJIIOYEH.

3Ha4veHune no YMOJIHaHWUIKO:

| $Self->{'Package::FileUpload'} = '1';

Package::RepositoryRoot
Defines the location to get online repository list for additional packages. The first avail-
able result will be used.

3HayYeHme no yMon4aHuio:

$Self->{'Package: :RepositoryRoot'} = [
"http://ftp.otrs.org/pub/otrs/misc/packages/repository.xml’
1;

Package::RepositorylList
Defines the list of online repositories. Another installations can be used as repository,
for example: Key="http://example.com/otrs/public.pl?Action=PublicRepository;File="
and Content="Some Name".

DTOT NMapamMeTp NO-yMOJIHaHUIO HE aKTUBEH.

3Ha4YeHme no yMoJ1HaHuIo:

$Self->{'Package: :RepositoryList'} = {
'ftp://ftp.example.com/pub/otrs/misc/packages/' => '[Example] ftp://ftp.example.com/'
}i

Package::RepositoryAccessRegExp
Defines the IP regular expression for accessing the local repository. You need to enable
this to have access to your local repository and the package::RepositoryList is required
on the remote host.

oT0T napaMeTp no-ymMoa4aHUIO He aKTUBEH.

3HayeHune no YMOJIHaHUIO:

| $Self->{'Package: :RepositoryAccessRegExp'} = '127\\.0\\.0\\.1';
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Package::Timeout
Sets the timeout (in seconds) for package downloads. Overwrites
"WebUserAgent::Timeout".

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HaHeHMGTH)yMOﬂHaHMDZ

| $Self->{"'Package::Timeout'} = '120';

Package::Proxy
Fetches packages via proxy. Overwrites "WebUserAgent::Proxy".

3TOT MapaMeTp MNo-yMOJIHaHUIO HE aKTUBEH.

3Ha4YeHme no yMoJIHaHuUIo:

| $Self->{'Package::Proxy'} = ‘'http://proxy.sn.no:8001/';

Package::AllowLocalModifications
If this setting is active, local modifications will not be highlighted as errors in the
package manager and support data collector.

DTOT NapamMeTp NO-yMOJIHaHUIO HE aKTUBEH.

3HaHeHme[H)yMOﬂHaHMDZ

\ $Self->{'Package::AllowLocalModifications'} = '0°';

Package::ShowFeatureAddons
Toggles display of OTRS FeatureAddons list in PackageManager.

3HaquMGTK)yMOﬂanMD:

| $Self->{'Package: :ShowFeatureAddons'} = '1';

Package::EventModulePost###9000-SupportDataSend
Package event module file a scheduler task for update registration.

3Ha4veHme rno yMoJ14HaHu1Io:

$Self->{'Package: :EventModulePost"'}->{"'9000-SupportDataSend'} = {
'Event' => '(PackageInstall|PackageReinstall|PackageUpgrade|PackageUninstall)",
'Module' => 'Kernel::System::Package: :Event: :SupportDataSend',
'Transaction' => '1'

s

Framework - Core::PerformancelLog

PerformancelLog
Enables performance log (to log the page response time). It will affect the system
performance. Frontend::Module# ##AdminPerformancelLog must be enabled.

3HaHeHMGTK)yMOﬂHaHMD:

| $Self->{'Performancelog'} = '0';

Performancelog::File
Specifies the path of the file for the performance log.

DTOT NapamMeTp He MOXXET BOblTb OTKJIIOYEH.

3Ha4YeHme no yMoJ1HaHuIo:

| $Self->{'Performancelog::File'} = '<OTRS_CONFIG_Home>/var/log/Performance.log';
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Performancelog::FileMax
Defines the maximum size (in MB) of the log file.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4yeHne No yMOJIHaHM Io:

| $Self->{'PerformancelLog::FileMax'} = '25';

Framework - Core::ReferenceData

ReferenceData::OwnCountrylList
This setting allows you to override the built-in country list with your own list of coun-
tries. This is particularly handy if you just want to use a small select group of countries.

aT0T napaMeTp no-ymMoa4aHUIO He aKTUBEH.

3Ha4YeHme no yMoJiHaHuIo:

$Self->{'ReferenceData: :0wnCountryList'} = {
'AT' => 'Austria‘',
'"CH' => 'Switzerland',
'DE' => 'Germany'

}

Framework - Core::SOAP

SOAP::User
Defines the username to access the SOAP handle (bin/cgi-bin/rpc.pl).

oT0T napaMeTp no-yMoa4aHuIo He aKTUBEH.

3Ha4YeHme no yMoJIHaHUIo:

| $Self->{'S0AP::User'} = 'some user';

SOAP::Password
Defines the password to access the SOAP handle (bin/cgi-bin/rpc.pl).

aT0T napaMeTp no-ymMoa4aHUIO He aKTUBEH.

3Ha4YeHme no yMoJiHaHuIo:

| $Self->{"'SO0AP: :Password'} = ‘'some pass';

SOAP::Keep-Alive
Enable keep-alive connection header for SOAP responses.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HayeHune no YMOJIHaHUIO:

| $Self->{'SOAP: :Keep-Alive'} = '0';

Framework - Core::Sendmail

SendmailModule
Defines the module to send emails. "Sendmail" directly uses the sendmail binary of
your operating system. Any of the "SMTP" mechanisms use a specified (external)
mailserver. "DoNotSendEmail" doesn't send emails and it is useful for test systems.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4YeHme no yMoiHaHuIo:
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\ $Self->{'SendmailModule'} = 'Kernel::System::Email::Sendmail';

SendmailModule::CMD
If "Sendmail" was selected as SendmailModule, the location of the sendmail binary
and the needed options must be specified.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HayeHune rno yMmoa4aHuio:

\ $Self->{'SendmailModule::CMD'} = '/usr/sbin/sendmail -i -f';

SendmailModule::Host
If any of the "SMTP" mechanisms was selected as SendmailModule, the mailhost that
sends out the mails must be specified.

DTOT NapamMeTp He MOXXET BbITb OTKJIIOYEH.

3Ha4vyeHune no YMOJTHaHNIO:

\ $Self->{'SendmailModule: :Host'} = 'mail.example.com';

SendmailModule::Port
If any of the "SMTP" mechanisms was selected as SendmailModule, the port where
your mailserver is listening for incoming connections must be specified.

DTOT NapaMeTp MO-yMOJIHaHUIO HE aKTUBEH.

3HaYeHmne no ymMmoa4aHuio:

| $Self->{'SendmailModule::Port'} = '25';

SendmailModule::AuthUser
If any of the "SMTP" mechanisms was selected as SendmailModule, and authentication
to the mail server is needed, an username must be specified.
ITOT MapaMeTp No-yMOSIHaHMIO HE aKTUBEH.

3Ha4YeHme no yMoJiHaHuIo:

| $Self->{'SendmailModule: :AuthUser'} = 'MailserverLogin’;

SendmailModule::AuthPassword
If any of the "SMTP" mechanisms was selected as SendmailModule, and authentication
to the mail server is needed, a password must be specified.

DTOT MapaMeTp MNo-yMoJIHaHUIO HE aKTUBEH.

3HayeHune no YMOJIHaHUIKO:

| $Self->{'SendmailModule: :AuthPassword'} = ‘'MailserverPassword';

SendmailBcc
Sends all outgoing email via bcc to the specified address. Please use this only for
backup reasons.

3Ha4YeHme no yMoJiHaHuIo:

| $Self->{"'SendmailBcc'} = '';

SendmailEnvelopeFrom
If set, this address is used as envelope sender in outgoing messages (not notifications
- see below). If no address is specified, the envelope sender is equal to queue e-mail
address.
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DTOT NMapamMeTp NO-yMOJIHaHUIO HE aKTUBEH.

3HavyeHune no YMOJTHaHNIO:

\ $Self->{'SendmailEnvelopeFrom'} = '';

SendmailNotificationEnvelopeFrom
If set, this address is used as envelope sender header in outgoing notifications. If no
address is specified, the envelope sender header is empty.

oT0T napaMeTp no-yMmoa4aHUIO He aKTUBEH.

3Ha4YeHme no yMoJ14HaHu1Io:

\ $Self->{'SendmailNotificationEnvelopeFrom'} = ;

SendmailEncodingForce
Forces encoding of outgoing emails (7bit|8bit|quoted-printable|base64).

oT0T napaMeTp no-ymMon4aHUIO He aKTUBEH.

3Ha4YeHme no yMoiHaHuIo:

\ $Self->{'SendmailEncodingForce'} = ‘'base64';

Sendmail::DefaultHeaders
Defines default headers for outgoing emails.

DTOT MapaMeTp Mo-yMOJ4aHNIO HE aKTUBEH.

3HayeHune no YMOJIHaHUIKO:

$Self->{'Sendmail::DefaultHeaders'} = {
'Auto-Submitted:' => 'auto-generated',
'Precedence:' => 'bulk'

g

Framework - Core::Session

SessionModule
Defines the module used to store the session data. With "DB" the frontend server can
be splitted from the db server. "FS" is faster.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4veHme rno yMoJ14HaHu1Io:

\ $Self->{'SessionModule'} = ‘'Kernel::System::AuthSession::DB';

SessionName
Defines the name of the session key. E.g. Session, SessionID or OTRS.

ITOT NapaMeTp He MOXKET ObITb OTKJIIOYEH.

3HayeHune rno yMmo4aHuio:

| $Self->{"'SessionName'} = 'OTRSAgentInterface’;

CustomerPanelSessionName
Defines the name of the key for customer sessions.

DTOT NapamMeTp He MOXXeT OblTb OTKJIIOYEH.

3Ha4veHune no YMOJIHaHWUIO:

\ $Self->{'CustomerPanelSessionName'} = 'OTRSCustomerInterface';
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SessionCheckRemotelP
Turns on the remote ip address check. It should be set to "No" if the application is
used, for example, via a proxy farm or a dialup connection, because the remote ip
address is mostly different for the requests.

DTOT NapamMeTp He MOXXET BblTb OTKJIIOYEH.

3Ha4vyeHune no YMOJTHaHNIO:

\ $Self->{'SessionCheckRemoteIP'} = '1';

SessionDeletelfNotRemotelD
Deletes a session if the session id is used with an invalid remote IP address.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4vyeHune no YMOJIHaHUIKO:

| $Self->{'SessionDeleteIfNotRemoteID'} = 'I1';

SessionMaxTime
Defines the maximal valid time (in seconds) for a session id.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4YeHme no yMoJIHaHuIo:

| $Self->{'SessionMaxTime'} = '57600';

SessionMaxldleTime
Sets the inactivity time (in seconds) to pass before a session is killed and a user is
logged out.

DTOT NapamMeTp HE MOXXET ObITb OTKJIIOYEH.

3HayeHune no YMOJIHaHWUIO:

\ $Self->{'SessionMaxIdleTime'} = '21600';

SessionActiveTime
Sets the time (in seconds) a user is marked as active (minimum active time is 300
seconds).

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4vyeHune no YMOJIHaHUIO:

| $Self->{'SessionActiveTime'} = '600';

SessionDeletelfTimeToOld
Deletes requested sessions if they have timed out.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4YeHme no yMoJiHaHuIo:

| $Self->{'SessionDeleteIfTimeToOld'} = 'I1';

SessionUseCookie
Makes the session management use html cookies. If html cookies are disabled or if the
client browser disabled html cookies, then the system will work as usual and append
the session id to the links.

DTOT NapamMeTp HEe MOXXET ObITb OTKJIIOYEH.
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3HayeHune rno yMmo4yaHuio:

| $Self->{'SessionUseCookie'} = '1';

SessionUseCookieAfterBrowserClose
Stores cookies after the browser has been closed.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4vyeHune no YMOJIHaHUIO:

| $Self->{'SessionUseCookieAfterBrowserClose'} = '0';

SessionCSRFProtection
Protection against CSRF (Cross Site Request Forgery) exploits (for more info see http://
en.wikipedia.org/wiki/Cross-site_request _forgery).
DTOT MapaMeTp He MOXeT BbITb OTKJIHOYEH.

3HaYeHme no ymon4aHuio:

\ $Self->{'SessionCSRFProtection'} = '1';

AgentSessionLimitPriorWarning
Sets the maximum number of active agents within the timespan defined in Session-
ActiveTime before a prior warning will be visible for the logged in agents.
3TOT NapaMeTp NO-yMOJYaHMIO HE aKTUBEH.

3Ha4YeHme no YMOJIHaHUIO:

\ $Self->{"'AgentSessionLimitPriorWarning'} = '90';

AgentSessionLimit
Sets the maximum number of active agents within the timespan defined in Session-
ActiveTime.

3HayeHune no YMOJIHaHUIO:

| $Self->{"'AgentSessionLimit'} = '100';

AgentSessionPerUserLimit
Sets the maximum number of active sessions per agent within the timespan defined
in SessionActiveTime.

3HaYeHme no ymon4aHuio:

\ $Self->{'AgentSessionPerUserLimit'} = '20';

CustomerSessionLimit
Sets the maximum number of active customers within the timespan defined in Ses-
sionActiveTime.

3Ha4YeHme no yMoiHaHuIo:

| $Self->{'CustomerSessionLimit'} = '100';

CustomerSessionPerUserLimit
Sets the maximum number of active sessions per customers within the timespan de-
fined in SessionActiveTime.

3Ha4vyeHune no YMOJIHaHUIO:

| $Self->{'CustomerSessionPerUserLimit'} = '20°';
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SessionDir
If "FS" was selected for SessionModule, a directory where the session data will be
stored must be specified.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4YeHme no yMoJIHaHuIo:

| $Self->{'SessionDir'} = '<OTRS_CONFIG_Home>/var/sessions';

SessionTable
If "DB" was selected for SessionModule, a table in database where session data will
be stored must be specified.

DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3Ha4vyeHune no YMOJTHaHNIO:

\ $Self->{'SessionTable'} = 'sessions';

Framework - Core::SpellChecker

SpellChecker
Enables spell checker support.

3TOT NapaMeTp He MOXXET BbITb OTKJIIOYEH.

3Ha4YeHme no yMoJ1HaHuUIo:

| $Self->{'SpellChecker'} = '0';

SpellCheckerBin
Install ispell or aspell on the system, if you want to use a spell checker. Please specify
the path to the aspell or ispell binary on your operating system.

STOT NapamMeTp He MOXXET OblTb OTKJIIOYEH.

3HayeHune no YMOJTHaHNIO:

\ $Self->{'SpellCheckerBin'} = '/usr/bin/ispell’;

SpellCheckerDictDefault
Defines the default spell checker dictionary.

ITOT NapaMeTp He MOXKET ObITb OTKJIIOYEH.

3HayeHune rno yMmoa4yaHuio:

\ $Self->{'SpellCheckerDictDefault'} = 'english';

SpellCheckerignore
Defines a default list of words, that are ignored by the spell checker.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HaYeHme no ymon4aHuio:

$Self->{'SpellCheckerIgnore'} = [
"',
'webmail',
'https',
'http',
"html',
'rfc'

1;
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Framework - Core::Stats

Stats::StatsHook
Sets the stats hook.

DTOT NapamMeTp He MOXXET ObITb OTKJIIOYEH.

3Ha4veHme no yMoJIHaHuUIo:

| $Self->{'Stats::StatsHook'} = 'Stat#';

Stats::StatsStartNumber
Start number for statistics counting. Every new stat increments this number.

DTOT NapaMeTp He MOXXET ObITb OTKJIIOYEH.

3HayeHune rno yMmo4aHuio:

| $Self->{'Stats::StatsStartNumber'} = '10000°;

Stats::MaxXaxisAttributes
Defines the default maximum number of X-axis attributes for the time scale.

oT0T napaMeTp no-ymMoa4aHUIO He aKTUBEH.

3HayeHune no YMOJIHaHUIO:

| $Self->{'Stats::MaxXaxisAttributes'} = '1000°';

Framework - Core::Time

TimelnputFormat
Defines the date input format used in forms (option or input fields).

DTOT NapamMeTp He MOXKeT BblTb OTKJIOYEH.

3Ha4YeHme No yMoHaHuUIo:

| $Self->{'TimeInputFormat'} = ‘'Option';

TimeShowAlwayslLong
Shows time in long format (days, hours, minutes), if set to "Yes"; or in short format
(days, hours), if set to "No".

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4vyeHune no YMOJIHaHWUIO:

| $Self->{'TimeShowAlwaysLong'} = '0';

TimeZone
This setting is deprecated. Set OTRSTimeZone instead.

aT0T napaMeTp no-ymMoa4aHUIO He aKTUBEH.

3Ha4vyeHune no YMOJIHaHUIO:

[ $Self->{'TimeZone'} = '+0';

OTRSTimeZone
Sets the time zone being used internally by OTRS to e. g. store dates and times in the
database. WARNING: This setting must not be changed once set and tickets or any
other data containing date/time have been created.
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DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3Ha4YeHme no yMoJiHaHuIo:

\ $Self->{'0TRSTimeZone'} = 'UTC';

UserDefaultTimeZone
Sets the time zone that will be assigned to newly created users and will be used for
users that haven't yet set a time zone. This is the time zone being used as default to
convert date and time between the OTRS time zone and the user's time zone.

DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3Ha4YeHme no yMoJ14HaHuIo:

\ $Self->{'UserDefaultTimeZone'} = 'UTC';

ShowUserTimeZoneSelectionNotification
If enabled, users that haven't selected a time zone yet will be notified to do so. Note:
Notification will not be shown if (1) user has not yet selected a time zone and (2)
OTRSTimeZone and UserDefaultTimeZone do match and (3) are not set to UTC.

DTOT NapamMeTp He MOXXET OblTb OTKJIIOYEH.

3Ha4YeHme no yMoJ1HaHuIo:

\ $Self->{'ShowUserTimeZoneSelectionNotification'} = '1';

MaximumcCalendarNumber
Maximum Number of a calendar shown in a dropdown.

DTOT NapamMeTp NMo-yMOJIHaHUIO HE aKTMBEH.

3Ha4YeHme no yMoJIHaHUIo:

\ $Self->{'MaximumCalendarNumber'} = '50';

CalendarWeekDayStart
Define the start day of the week for the date picker.

DTOT NapamMeTp He MOXXET OblTb OTKJIIOYEH.

3Ha4veHme no yMoJ1HaHuIo:

\ $Self->{'CalendarWeekDayStart'} = '1';

TimeVacationDays
Adds the permanent vacation days. Please use single digit pattern for numbers from
1 to 9 (instead of 01 - 09).
DTOT MapaMeTp He MOXKET BbITb OTKJIHOYEH.

3Ha4veHme rno yMoJ1HaHu1Io:

$Self->{'TimeVacationDays'} = {

I1I =>{
'l' => 'New Year\'s Day'

}I

'12' = {
'24' => 'Christmas Eve',
'25' => 'First Christmas Day',
'26' => 'Second Christmas Day',
‘31" => 'New Year\'s Eve'

}I
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I5I =>{
'1l'" => 'International Workers\' Day'
)
};

TimeVacationDaysOneTime
Adds the one time vacation days. Please use single digit pattern for numbers from 1
to 9 (instead of 01 - 09).
DTOT NapaMeTp He MOXXEeT BbITb OTKJIIOHEH.

3HaHeHme[K)yMOﬂHaHMDZ

$Self->{'TimeVacationDaysOneTime'} = {
'2004' => {
I1I =>{
'1' => 'test'
)
)

};

TimeWorkingHours
Defines the hours and week days to count the working time.

DTOT NapamMeTp He MOXXET OblTb OTKJIIOYEH.

3HaHeHme[H)yMOﬂHaHMDZ

$Self->{'TimeWorkingHours'} = {
"Fri' => [
'8,
9",
'10',
‘11°,
'12°,
'13',
'14',
15",
‘16",
'17',
‘18",
'19',

59"

1,

'‘Mon' => [
'8,
9",
'10',
‘11°,
'12°,
'13',
'14',
15",
‘16",
'17',
‘18",
'19',

59"

1,

‘Sat' => [],

'Sun' => [],

'Thu' => [
'8,

9",

'10',
‘11°,
'12°,
'13',
'14',
‘15",
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‘16",
‘17,
‘18",
‘19",
g

'Tue' => [
g,
gt
10"
11
12
113"
14
15"
16"
17
118"
19
59"

'Wed' => [
g,
9t
'10',
'11°,
'12',
'13',
'14',
15",
‘16",
'17',
‘18",
'19',
59"
]

b

TimeShowCompleteDescription
Shows time use complete description (days, hours, minutes), if set to "Yes"; or just
first letter (d, h, m), if set to "No".

DTOT NMapaMeTp He MOXET OblTb OTKJIIOYEH.

3HayeHune no ymoa4aHuio:

\ $Self->{'TimeShowCompleteDescription'} = '0°';

Framework - Core::Time::Calendarl

TimeZone::CalendarlName
Defines the name of the indicated calendar.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4YeHme no yMoJiHaHuIo:

\ $Self->{'TimeZone: :CalendarlName'} = 'Calendar Name 1';

TimeZone::Calendarl
Defines the time zone of the indicated calendar, which can be assigned later to a
specific queue.

aT0T napaMeTp no-ymMoa4aHUIO He aKTUBEH.

3Ha4YeHme no yMoJIHaHuIo:

\ $Self->{'TimeZone::Calendarl'} = 'UTC';
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CalendarWeekDayStart::Calendarl
Define the start day of the week for the date picker for the indicated calendar.

DTOT NapamMeTp HEe MOXXET OblTb OTKJIIOYEH.

3HayYeHme no ymon4aHuio:

\ $Self->{'CalendarWeekDayStart::Calendarl'} = '1';

TimeVacationDays::Calendarl
Adds the permanent vacation days for the indicated calendar. Please use single digit
pattern for numbers from 1 to 9 (instead of 01 - 09).

DTOT NapamMeTp He MOXXET ObITb OTKJIIOYEH.

3Haqumeru)yMonanmw:

$Self->{'TimeVacationDays::Calendarl'} = {
|1| = {
'l' => 'New Year\'s Day'
h

1 2I => {

'24' => 'Christmas Eve',

'25' => 'First Christmas Day',
'26' => 'Second Christmas Day',
'31' => 'New Year\'s Eve'

é' => {
'1l'" => 'International Workers\' Day'

};

TimeVacationDaysOneTime::Calendarl
Adds the one time vacation days for the indicated calendar. Please use single digit
pattern for numbers from 1 to 9 (instead of 01 - 09).

DTOT NapaMeTp He MOXXET BblTb OTKJIIOYEH.

3HaHeHMGTK)yMOﬂHaHMD:

$Self->{'TimeVacationDaysOneTime: :Calendarl'} = {
'2004' => {
I1I =>{
'1' => 'test'
)

}
};

TimeWorkingHours::Calendarl
Defines the hours and week days of the indicated calendar, to count the working time.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HaquMe[H)yMOﬂHaHMD:

$Self->{'TimeWorkingHours::Calendarl'} = {
"Fri' => [
'8,
9",
‘10",
'11',
‘12",
'13',
‘14",
‘15",
'16',
‘17",
'18",
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19",
120"

'Mon' => [
'8,
9t
10"
11
12
13"
14
15"
16"
17
118"
19
59"

‘Sat' => []
'Sun' => []
'Thu' => [
‘g,
9t
10"
11
12
13"
14
15"
16"
17
118"
19
59"

'Tue' => [
g,
9t
10"
11
12
13"
14
15"
16"
17
118"
19
59"

'Wed' => [
g,
9t
‘10",
‘11",
‘12",
‘13",
‘14",
‘15",
‘16",
'17',
‘18",
'19',
59"
1

};

Framework - Core::Time::Calendar2

TimeZone::Calendar2Name

Defines the name of the indicated calendar.
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DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3Ha4vyeHune no YMOJIHaHUIKO:

\ $Self->{'TimeZone: :Calendar2Name'} = 'Calendar Name 2';

TimeZone::Calendar2

Defines the time zone of the indicated calendar, which can be assigned later to a
specific queue.

aT0T napaMeTp no-yMoa4aHUIO He aKTUBEH.

3Ha4vyeHune no YMOJTHaHNIO:

| $Self->{'TimeZone::Calendar2'} = 'UTC';

CalendarWeekDayStart::Calendar2

Define the start day of the week for the date picker for the indicated calendar.
ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HaYeHme no ymMmon4aHuio:

\ $Self->{'CalendarWeekDayStart::Calendar2'} = '1';

TimeVacationDays::Calendar2

Adds the permanent vacation days for the indicated calendar. Please use single digit
pattern for numbers from 1 to 9 (instead of 01 - 09).

ITOT NapaMeTp He MOXKET ObITb OTKJIIOYEH.

3Ha4veHme rno yMoJIHaHuIo:

$Self->{'TimeVacationDays::Calendar2'} = {
"1 = {
‘1" => 'New Year\'s Day'
}I
'12' = {
'24' => 'Christmas Eve',
'25' => 'First Christmas Day',
'26' => 'Second Christmas Day',
‘31" => 'New Year\'s Eve'
}I
I5I =>{
'l' => 'International Workers\' Day'
}

g

TimeVacationDaysOneTime::Calendar2

Adds the one time vacation days for the indicated calendar. Please use single digit
pattern for numbers from 1 to 9 (instead of 01 - 09).

DTOT NapamMeTp HEe MOXXET BbITb OTKJIIOYEH.

3HayeHune rno yMmo4aHuio:

$Self->{'TimeVacationDaysOneTime: :Calendar2'} = {
'2004' => {
"1 o= {
'l' => 'test'’
}
}
i

TimeWorkingHours::Calendar2

Defines the hours and week days of the indicated calendar, to count the working time.
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DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3HaYeHme no ymon4aHuio:

$Self->{'TimeWorkingHours::Calendar2'} = {

"Fri'
g,
9,
10"
11"
12
13"
14"
15"
16"
17"
18"
19"
9"

1,

‘Mon'
g,
9,
10"
11"
12
113"
14"
'15°
16"
17"
18"
19"
9"

1,

'Sat!

'Sun'’

'"Thu'
g,
9,
10"
11"
12
13"
14"
'15°
16"
17"
18"
19"
0"

1,

'Tue'
g,
9,
10"
11"
12!
113"
14"
'15°
16"
17"
18"
19"
9"

1,

Iedl
g,
9,
10"
11"

=>[

=>[

= []
= []

=>[

=>[

=>[

’

’
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RY,
13",
14",
15,
‘16",
970,
18",
'19',
120"
]
};

Framework - Core::Time::Calendar3

TimeZone::Calendar3Name
Defines the name of the indicated calendar.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HaHeHMe[H)yMOﬂHaHMDZ

\ $Self->{'TimeZone: :Calendar3Name'} = 'Calendar Name 3';

TimeZone::Calendar3
Defines the time zone of the indicated calendar, which can be assigned later to a
specific queue.

3T0T napaMeTp no-ymMoa4aHUIO He aKTUBEH.

3HaHeHMGTK)yMOﬂHaHMDZ

| $Self->{'TimeZone::Calendar3'} = 'UTC';

CalendarWeekDayStart::Calendar3
Define the start day of the week for the date picker for the indicated calendar.

ITOT NapaMeTp He MOXKET ObITb OTKJIIOYEH.

3HaHeHMGTK)yMOﬂHaHMD:

\ $Self->{'CalendarWeekDayStart::Calendar3'} = '1';

TimeVacationDays::Calendar3
Adds the permanent vacation days for the indicated calendar. Please use single digit
pattern for numbers from 1 to 9 (instead of 01 - 09).

DTOT NapamMeTp He MOXXeT BblTb OTKJIIOYEH.

3HaYeHme no ymon4aHuio:

$Self->{'TimeVacationDays::Calendar3'} = {
Ill =>{
'l' => 'New Year\'s Day'
)

1 2I => {

'24' => 'Christmas Eve',

'25'" => 'First Christmas Day',
'26' => 'Second Christmas Day',
'31' => 'New Year\'s Eve'

é' => {
'1l'" => 'International Workers\' Day'

};

TimeVacationDaysOneTime::Calendar3
Adds the one time vacation days for the indicated calendar. Please use single digit
pattern for numbers from 1 to 9 (instead of 01 - 09).
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DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3Ha4vyeHune no YMOJIHaHUIKO:

$Self->{'TimeVacationDaysOneTime: :Calendar3'} = {
'2004' => {
"1 o= {
'1' => 'test'
}
}
}

TimeWorkingHours::Calendar3

Defines the hours and week days of the indicated calendar, to count the working time.
ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4veHune no YMOJIHaHUIO:

$Self->{'TimeWorkingHours::Calendar3'} = {
"Fri' => [

'8,
9",
10"
11
12
113"
14
15"
16"
17
118"
19
9"

1,
'‘Mon' => [
'8,
9",
10"
11
12
113"
14
15"
16"
17
18"
19
9"

1,
‘Sat' => [],
‘Sun' => [],
'Thu' => [
'8,
9",
10"
11
12
113"
14
15"
16"
17
118"
19
9"
1,
'Tue' => [
g,
9",
‘10",
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‘11,
‘12,
‘13,
‘14,
‘15",
‘16",
‘17,
‘18",
‘19",
g

'Wed' => [
g,
9t
‘10",
‘11",
‘12",
‘13",
‘14",
‘15",
‘16",
‘17",
‘18",
'19',
59"

1

};

Framework - Core::Time::Calendar4

TimeZone::CalendardName
Defines the name of the indicated calendar.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4YeHme no yMoJIHaHUIo:

\ $Self->{'TimeZone: :Calendar4Name'} = 'Calendar Name 4';

TimeZone::Calendar4
Defines the time zone of the indicated calendar, which can be assigned later to a
specific queue.

oT0T napaMeTp no-ymMmoa4aHUIO He aKTUBEH.

3Ha4veHme no yMoJslHaHuIo:

\ $Self->{'TimeZone::Calendar4'} = 'UTC';

CalendarWeekDayStart::Calendar4
Define the start day of the week for the date picker for the indicated calendar.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HayeHune no yMmo4aHuio:

\ $Self->{'CalendarWeekDayStart::Calendar4'} = '1';

TimeVacationDays::Calendar4
Adds the permanent vacation days for the indicated calendar. Please use single digit
pattern for numbers from 1 to 9 (instead of 01 - 09).

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HayeHune rno ymoa4yaHuio:

$Self->{'TimeVacationDays::Calendar4'} = {
|1| = {
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'l' => 'New Year\'s Day'
i)
1 2I =>{

'24' => 'Christmas Eve',

'25'" => 'First Christmas Day',

'26' => 'Second Christmas Day',

'31' => 'New Year\'s Eve'

é' => {
'1l'" => 'International Workers\' Day'

};

TimeVacationDaysOneTime::Calendar4
Adds the one time vacation days for the indicated calendar. Please use single digit
pattern for numbers from 1 to 9 (instead of 01 - 09).

DTOT NapamMeTp He MOXXET ObITb OTKJIIOYEH.

3HaHeHMe[H)yMOﬂHaHMDZ

$Self->{'TimeVacationDaysOneTime::Calendard4'} = {
'2004' => {
Ill => {
'1' => 'test'
}
}

};

TimeWorkingHours::Calendar4
Defines the hours and week days of the indicated calendar, to count the working time.

DTOT NapamMeTp HE MOXXET ObITb OTKJIIOYEH.

3HaHeHMe[H)yMOﬂHaHMDZ

$Self->{'TimeWorkingHours::Calendar4'} = {
'"Fri' => [

g,
9,
10"
11
12
113"
14
‘15
16"
17
118"
19
59"

1,
'‘Mon' => [
'8,
9",
‘10",
‘11",
‘12",
‘13",
‘14",
‘15",
‘16",
'17',
‘18",
'19',
59"
1,
‘Sat' => [],
‘Sun' => [],
'Thu' => [
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8,
9,

‘10",
‘11,
‘12,
‘13,
‘14,
‘15",
‘16",
‘17,
‘18",
‘19",
g

'Tue' => [
g,
gt
‘10",
‘11",
‘12",
‘13",
‘14",
‘15",
‘16",
‘17",
‘18",
'19',
59"

'Wed' => [
g,
9t
‘10",
‘11",
‘12",
‘13",
‘14",
‘15",
‘16",
'17',
‘18",
'19',
59"

1

};

Framework - Core::Time::Calendar5

TimeZone::Calendar5Name
Defines the name of the indicated calendar.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4YeHme no yMoJIHaHuUIo:

\ $Self->{'TimeZone: :Calendar5Name'} = 'Calendar Name 5';

TimeZone::Calendar5
Defines the time zone of the indicated calendar, which can be assigned later to a
specific queue.

aT0T napaMeTp Nno-ymMoa4aHUIO He aKTUBEH.

3Ha4YeHme no yMoJi4HaHu1Io:

| $Self->{'TimeZone::Calendar5'} = 'UTC';

CalendarWeekDayStart::Calendar5
Define the start day of the week for the date picker for the indicated calendar.
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DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3Haqumeru)yMonanmm:

| $Self->{'CalendarWeekDayStart::Calendar5'} = '1';

TimeVacationDays::Calendar5
Adds the permanent vacation days for the indicated calendar. Please use single digit
pattern for numbers from 1 to 9 (instead of 01 - 09).
DTOT NapaMeTp He MOXXeT ObITb OTKJIIOYEH.

3HaHeHme[H)yMOﬂHaHMD:

$Self->{'TimeVacationDays::Calendar5'} = {
'Y = {
'l' => 'New Year\'s Day'
}I
'12' = {
'24' => 'Christmas Eve',
'25' => 'First Christmas Day',
'26' => 'Second Christmas Day',
'31' => 'New Year\'s Eve'
}I
I5I =>{
'1l'" => 'International Workers\' Day'

}

i

TimeVacationDaysOneTime::Calendar5
Adds the one time vacation days for the indicated calendar. Please use single digit
pattern for numbers from 1 to 9 (instead of 01 - 09).
ITOT NapaMeTp He MOXKET ObITb OTKJIIOYEH.

3Ha4YeHme no yMoJIHaHuIo:

$Self->{'TimeVacationDaysOneTime: :Calendar5'} = {
'2004' => {
l1l =>{
'l1' => 'test'
)
)

};

TimeWorkingHours::Calendar5
Defines the hours and week days of the indicated calendar, to count the working time.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HaYeHmne no ymMmon4aHuio:

$Self->{'TimeWorkingHours::Calendar5'} = {
"Fri' => [

'8,

g,

'10',
'11',
‘12",
'13',
‘14",
‘15",
'16',
'17',
‘18",
'19',
9"
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on' => [
g,

g,
10"
11
12
13"
14
15"
16"
17
118"
19
59"

'Sat' => [],
‘Sun' => [],
'"Thu' => [
‘g

9t
19"
11
12
113
14"
‘15"
‘16"
117"
‘18"
‘19"
129"

'Tue' => [
g,
g,
10"
11
12
13"
14
15"
16"
17
118"
19
59"

‘Wed' => [
g,
9t
'10',
'11°,
'12',
'13',
'14',
15",
‘16",
'17',
‘18",
'19',
59"
]

b

Framework - Core::Time::Calendar6

TimeZone::Calendar6Name

Defines the name of the indicated calendar.

DTOT NapamMeTp He MOXXET OblTb OTKJIIOYEH.
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3HayeHune rno yMmo4yaHuio:

\ $Self->{'TimeZone: :Calendar6Name'} = 'Calendar Name 6';

TimeZone::Calendar6
Defines the time zone of the indicated calendar, which can be assigned later to a
specific queue.
ITOT NapaMeTp Mo-yMoJYaHUIO HE aKTUBEH.

3HayeHune rno ymoa4yaHuio:

| $Self->{'TimeZone::Calendar6'} = 'UTC';

CalendarWeekDayStart::Calendar6
Define the start day of the week for the date picker for the indicated calendar.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HavyeHne no ymoa4aHuio:

\ $Self->{'CalendarWeekDayStart::Calendar6'} = '1';

TimeVacationDays::Calendar6
Adds the permanent vacation days for the indicated calendar. Please use single digit
pattern for numbers from 1 to 9 (instead of 01 - 09).
ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4veHne No yMOJIHaHMIO:

$Self->{'TimeVacationDays::Calendar6'} = {
Ill =>{
'l' => 'New Year\'s Day'
)

Ll 2I => {

'24' => 'Christmas Eve',

'25"'" => 'First Christmas Day',
'26' => 'Second Christmas Day',
'31' => 'New Year\'s Eve'

5' => {
'1l'" => 'International Workers\' Day'

};

TimeVacationDaysOneTime::Calendar6
Adds the one time vacation days for the indicated calendar. Please use single digit
pattern for numbers from 1 to 9 (instead of 01 - 09).
ITOT NapaMeTp He MOXKET ObITb OTKJIIOYEH.

3HaHeHme[H)yMOﬂHaHMDZ

$Self->{'TimeVacationDaysOneTime::Calendar6'} = {
'2004' => {
I1I =>{
'1' => 'test'
)

}
};

TimeWorkingHours::Calendar6
Defines the hours and week days of the indicated calendar, to count the working time.
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DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3HaYeHme no ymon4aHuio:

$Self->{'TimeWorkingHours::Calendar6'} = {

"Fri'
g,
9,
10"
11"
12
13"
14"
15"
16"
17"
18"
19"
9"

1,

‘Mon'
g,
9,
10"
11"
12
113"
14"
'15°
16"
17"
18"
19"
9"

1,

'Sat!

'Sun'’

'"Thu'
g,
9,
10"
11"
12
13"
14"
'15°
16"
17"
18"
19"
0"

1,

'Tue'
g,
9,
10"
11"
12!
113"
14"
'15°
16"
17"
18"
19"
9"

1,

Iedl
g,
9,
10"
11"

=>[

=>[

= []
= []

=>[

=>[

=>[

’

’
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RY,
13",
14",
15,
‘16",
970,
18",
'19',
120"
]
};

Framework - Core::Time::Calendar?7

TimeZone::Calendar7Name
Defines the name of the indicated calendar.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HaHeHMe[H)yMOﬂHaHMDZ

\ $Self->{'TimeZone: :Calendar7Name'} = 'Calendar Name 7';

TimeZone::Calendar?7
Defines the time zone of the indicated calendar, which can be assigned later to a
specific queue.

3T0T napaMeTp no-ymMoa4aHUIO He aKTUBEH.

3HaHeHMGTK)yMOﬂHaHMDZ

\ $Self->{'TimeZone::Calendar7'} = 'UTC';

CalendarWeekDayStart::Calendar?7
Define the start day of the week for the date picker for the indicated calendar.

ITOT NapaMeTp He MOXKET ObITb OTKJIIOYEH.

3HaHeHMGTK)yMOﬂHaHMD:

\ $Self->{'CalendarWeekDayStart::Calendar7'} = '1';

TimeVacationDays::Calendar?7
Adds the permanent vacation days for the indicated calendar. Please use single digit
pattern for numbers from 1 to 9 (instead of 01 - 09).

DTOT NapamMeTp He MOXXeT BblTb OTKJIIOYEH.

3HaYeHme no ymon4aHuio:

$Self->{'TimeVacationDays::Calendar7'} = {
Ill =>{
'l' => 'New Year\'s Day'
)

1 2I => {

'24' => 'Christmas Eve',

'25'" => 'First Christmas Day',
'26' => 'Second Christmas Day',
'31' => 'New Year\'s Eve'

é' => {
'1l'" => 'International Workers\' Day'

};

TimeVacationDaysOneTime::Calendar?
Adds the one time vacation days for the indicated calendar. Please use single digit
pattern for numbers from 1 to 9 (instead of 01 - 09).
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DTOT NapamMeTp He MOXKeT BbITb OTKJIOYEH.

3HaHeHme[K)yMOﬂHaHMDZ

$Self->{'TimeVacationDaysOneTime: :Calendar7'} = {
'2004' => {
1 = {
'1l' => 'test'
}
}
}i

TimeWorkingHours::Calendar7

Defines the hours and week days of the indicated calendar, to count the working time.
ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HaHeHMGTK)yMOﬂHaHMD:

$Self->{'TimeWorkingHours::Calendar7'} = {
"Fri' => [

'8,
9",
10"
11
12
113"
14
15"
16"
17
118"
19
9"

1,
'‘Mon' => [
'8,
9",
10"
11
12
113"
14
15"
16"
17
18"
19
9"

1,
‘Sat' => [],
‘Sun' => [],
'Thu' => [
'8,
9",
10"
11
12
113"
14
15"
16"
17
118"
19
9"
1,
'Tue' => [
g,
9",
‘10",

329




OTRS

Real Services

‘11,
‘12,
‘13,
‘14,
‘15",
‘16",
‘17,
‘18",
‘19",
g

'Wed' => [
g,
9t
‘10",
‘11",
‘12",
‘13",
‘14",
‘15",
‘16",
‘17",
‘18",
'19',
59"

1

};

Framework - Core::Time::Calendar8

TimeZone::Calendar8Name
Defines the name of the indicated calendar.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3Ha4YeHme no yMoJIHaHUIo:

\ $Self->{'TimeZone: :Calendar8Name'} = 'Calendar Name 8';

TimeZone::Calendar8
Defines the time zone of the indicated calendar, which can be assigned later to a
specific queue.

oT0T napaMeTp no-ymMmoa4aHUIO He aKTUBEH.

3Ha4veHme no yMoJslHaHuIo:

| $Self->{'TimeZone::Calendar8'} = 'UTC';

CalendarWeekDayStart::Calendar8
Define the start day of the week for the date picker for the indicated calendar.

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HayeHune no yMmo4aHuio:

\ $Self->{'CalendarWeekDayStart::Calendar8'} = '1';

TimeVacationDays::Calendar8
Adds the permanent vacation days for the indicated calendar. Please use single digit
pattern for numbers from 1 to 9 (instead of 01 - 09).

ITOT NapaMeTp He MOXKET BbITb OTKJIIOYEH.

3HayeHune rno ymoa4yaHuio:

$Self->{'TimeVacationDays::Calendar8'} = {
|1| = {
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'l' => 'New Year\'s Day'
i)
1 2I =>{

'24' => 'Christmas Eve',

'25'" => 'First Christmas Day',

'26' => 'Second Christmas Day',

'31' => 'New Year\'s Eve'

é' => {
'1l'" => 'International Workers\' Day'

};

TimeVacationDaysOneTime::Calendar8
Adds the one time vacation days for the indicated calendar. Please use single digit
pattern for numbers from 1 to 9 (instead of 01 - 09).

DTOT NapamMeTp He MOXXET ObITb OTKJIIOYEH.

3HaHeHMe[H)yMOﬂHaHMDZ

$Self->{'TimeVacationDaysOneTime::Calendar8'} = {
'2004' => {
I1I =>{
'1' => 'test'
)
)

};

TimeWorkingHours::Calendar8