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R—=FICENIZEDBEBPESEMEDLDNTLBINCDONTER DTN EE A,

RBLCTABIRII VI ARICHLT, ST - Fry b - YRFTLD, WMEICI VI ANEEY
R— b THRAT2HEEERREIETHINEGBAL LI, 19—y FTHERERELICD
5, XYV ZAKIE, AVEa2—-FICOTRSEA VA L—ILT B EICRODE L, TNIIEOER
EHOREEOEEN VI TNET IV EATESZEDTY, HETIIBEEDOYR— FEKXRIZED
RYVARDEAA—IVRY Y ZAICESNZ T EIFRKOTRSAHICERAETNZ A=)V T7AIY FIC
EESNEY., FIUY LY RATLARTOA-INRY I ACESEUINTOBEEDERET — I —
ACREFLET, HLLEREBIC, YATLRBBBNICBZZEML,. TNEERISEDXRY,
DIcHBEZERIERNZESNTELHICEKICH UBRESN BB DO DET, ORSIIEAHER
SBES, ILaOE, FIry FESELEML. EXBICHUTEAXY., RETIREZIZIEATL)
£Y, RERSEEOERIERHESN. BUABTO2EHOERAY -V EEL R TERS
BoreMBTY, XvVRAK, YaVERELTYa—RRABETIE. Y TIICI T THNS0TRS
A4 Y LTEEOEKRICEAEZELTNXY, YRATLAREEROF Iy FZEOVITENDT, £
DAY E—IERBICHOENNTHEESNDZLEIEIH ) FE A,

ASZARMINYI R - AVIZ—-[CHYR-FERE LT, BROAYEZ—-IHPOTRSTUEShfc &
BBEULTHELLD, YVavRIIBEOEKICEVEEZEZLXI, UHNUAZARIFFEOERBICHT
2V aVOBREICRUTCEIEHREERZE LRV ERS>TNET, YaVRIEISITDEHI VI AN
AZARDAYE-JICHBELERT, YV I ARIL ORSOEFEEEEICL > TTOEKICEAT 2O
SaZ5-YavVOETORNEEET T ENTEXY, AZTRARIIEHOY - ERELHED
BOEKREFRT DIHICHMDOTINBCEEMEBLIDTI A, KIIX Y7 ARDOREDHE
ENEEUVZOFMAICOVTAEBELTLET,

BB3h, CThIIFSTIV - FTy b - YATFLADEFAOOTHOF R SFHEERRCICBER
Bh, LML, EUBRIEORUNEA-IEEFEBUTREOBEZERENE LRITNIERS
BULESIE, EUT, EUERZ Y -ERBHENEQIEBBICHLIT Z2WENHBREE. F
TY bk YATFLARRERIUDCENTEEXY, B3h. ChBFSTIV - FIry b - YZATLD




FAOOTHOF RN CFHHEBRRCICBEZ A, UHU. HRIEOSUNEA—ILEEFEE
FEOTAEOBEEERELELBFTNIEESRVLESIE, ZLUT, EULERZ U -EXBHENE
RZEFECHIST IVENHDLEIE, Fryb - YRATFLARRERIEEXY, £FIrvbk -
ATAIR D=770- - TOCRESENI T ELRD. DRAEEREL. 2ENICEERE
BWEULEXT, FIY LY RATLARRRICUR- FOAINTTRAIVRBEBET DI ENTEXY,
BEL2ADT-—ERRYyIBOAZT 25— avEDhMIPTRDEY, RERNGMN
RIF. T—EXOMEMAB LT BT ETT, TLUTESLZOBEDREEIL. SHICKIRL)
MIsEEZEECSICETLELED,

1.2. FSTINFUry REIF?

ST Foy bE. BROBEDLOICEM UERLR— FCUTNET, BEENMFERETN
5EFT. INTOVERBEAEERBRERITFTIBILHICERLR— FMERShET, FAEE
B 2L BEZHEEFUHBEMMOEMICEZRESN, ZSRERL. BEORRRVAETO
MEICRAT BIRIREEMULR-FZEHULXY., COTBETHOEDERMPEERT Y I
TCICEEDOREERZICIBIET 5 ENTEET, BENOELRRT 2LE. BEELR-FH
S5ELNBZINTOERIIRFSNLR-FIALENEXT,

OTRSOESRBFSTIV - FUHY bk - YATALIZRSTIV - Fry L EBEDEA=ILDOLSICE

DI/LET, AvE—VIIVATAICRESINE T, EENMRKEEXEITD E. YATALIIEFLL
FoybEERULET, TOLOSBYRATALARRUSERSNZERLR-FCHEELET, FHL
WFT Y FADOREIL. EENEEBLR— EFADRRATRZICEICMUTULET, Frv kid, @EEDN
BEEANRZEINCIHZEEHZIE. Fry DAY RAFTAICE>TEBICEAUSNEGEIC, BRTER
X9, EUBEENITICETUEF Y FICBERETZE. ZOFT v R, #HiLLVIEHREE
MEehfc£ET, BERPERZRDET, 2TOFI v FEIEMch, R2RBRTT7—Hh1TSnE
I, FIUYRIIBEOEA=ILOISICEDFEDON., RTT 71V OXAR EDEFREXZEA-)L
[CHEMENET, S5Ic. BEH, ®ESBFR. FU v FOBRICE ULEERBREL EDOBRMNMR
FEnExd, ZORULDTE, FFY LY —FEh, RREETHD, SEFRIqINFTUY
T ANZXLEFBVNIRTOBREANITDICENTEXT,

2. OTRS NIV TFTRY

CDETIE, ORS AJILTF RS (OTRS) DHEEEICDUNTEBBLET, ORSO/I\— ROz F7EVT R
HITOEHICETBBRERMBULET, SSICCTOETIE, AZa=71 EOEEHE EUTE
UMNERSOTRSICEAT 3EAYR— F &SI 3 A EEMBENTEET,

2.1. Eif

OTRS NJVTFRY (OTRS) &, 97 B—N—=ICA VA =)lEh3DzT7TV -3y
TY, LEeH>T 9xT IS5SIOY-TERTBIENTEET,

OTRS ANJLTFRA%Y (OTRS) IF, Dz T H=N=[CAVA =IOz TT7IVs5—-3y
TY, LIEN2T Dx7 TFS5OY-TEHRITBZENTELXY, ORS I DI2HAOOVR—F
VhCHMNTUNEYS, ERAVR=RV LI FTUVS5=2a3vEFry b YATFLDOIARTO
FTEMEESATIVB30TRS JL—AD =9 TY, UWTFOEDRBRENMDT U —>avEIVR
F=ILT BT ENFEETY, ORS:IITSM EVa—-)l, XY FI—=YERYVU1- 3V EOHKE.
AN =R (YR— FHE#ER ) (FAQ) B &,

2.2. &8

OTRSICIIZ K DHEEN B VKT, ORS TJL—AD—J[CEFNZERHEOHMEZEUTICRLE
3_0

2.2.1. 1-Y-41V59-TJxMRX
- OTRS [Cld, EHELEERACHLORFOITT 1V~ 1 ANHTBLET.




* RetinaT4 AT LA ZIZLHETBENAMINTSY T F—LlCHIBL. EOETVYTSIYT
ERARIEETTY

c VT TAVI-TARE, HBDOT—IEAFYTHRIRAATEXT,

s BATHRAIIA XFTREREBEHERY v aR— Pl BAFT Y MREET ST 1 DIVIaEHE
BROYR—- FEERLTNET,

« JESRFTREIR LR — MER IV I VIR, HRE BT ELR-FORT T a-)b - 7T avzERH
bij_o

s JOCRBETF Iy k- R-AOMBEOEBEETIOELR (Fry k- 0-270-) EEET S
CENTIEETT,

* OTRS [, EREEIATLZRELTH ), SOMAMNT 7 2XHEHY X F (ACLs) THERY
BT ENTEET,

c 30N LEDSEEERDIILY—VEYR—-FULET,
2.2.2. A=) 415 —=Txx—R
e MIME A=JLiRfT T 7M1 ILFTEDA=)LEYR—FULZET,

s HIMLIER A= I)LETFF X FMERICHEZHRUEIT#HESHOE YT YVYOEFaUT 1 &1
HURRREELDEZEICLET),

 JEA-IVRBT IV T, BHEBRAIOS 5. FIARBRNAAYE-I&EIF 21—
BT T B2 EDRIMLIEDE]EET Y,

e PGP 25 1IC S/MIME EHLODEOIIAZNEIR & A — L ILIBHEEE B R — |,

s 2TDF 21— [CHRETRELBIFNE,

s iR, 740—-7vT7H3IOVIEBRINIEFI Y FICREAT 3IEHEADEA— LB,

e JAO—T7YV T (I2EZIXO-IV#., FUyb#, BBNVFIUISIAL#12E) ZRiBI B3
CHBEOFIY FO#BFEERT B ENTRETY, SEXIFRFIv FBESLEmMSE (A
R=—2R, SYFTLERE) BB, bREIBRIEEBEEEFNICHRETEICENTEZXZY, T2
O—7v JE£FzIn-Reference-To headers ( A=)V BBAYSY — ) £IZNBFr v FEET
MBTEXT,

2.2.3. Fr v k

* OTRSIZ., 4B, AFMICAABELTCL\Z2TOIZI a7 —>avell&I 3 HICFry +Z2H
VEKT, Chs0FTy RIE. Fa—-TEESINEXT,

 ERZFHMRLANIVNF/TLEA-)CSWTIATFLAADF I Y F (Fa—, KE IS
L=—23arviRe) eREIT B IHDZ<ZLTERBHENHESNTIET,

s FUvy FOERILX. FrytDHowdzLTEEILFUET,

s FUY R TEIERQRAETEEINET, RIE. #6iX. bouncing, BIOF 21— OEE). B
M CIREE, BAERE) OFH. OvY. BEBREOEELNDAETYT, FIrv LO—ELE
£08]ETI., (bulk action)

s REPREAEIRNL - a VR /SLA EBIE. Frv FCETEERN-XAORT Y a-)b
REEHIPRZEFFAILET,

s FUYRRIMEOFIY FEREIZFAQ IV FUREDMODA TV TV FICUV I TEXT,
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s BEIBLVIILTIYavDF oy A "GenericAgent s TRIETIEETT,

* OTRSIZ, F7 v FICETBEMTIINTF A LORRANFTERBHBY —FIVIVERDE
ED

2.2.4. AT LA

* OTRSIZ, BELDARL=F 157 « ¥ AF A(Linux, Solaris, AIX, FreeBSD, OpenBSD. Mac
0S 10.xX) ETED., FELOTRSNAY I IV FADLK DHIDT—IR—=R - Y AT L
(MySQL. PostgreSQL, #5577 )b, MSSQLZEHYR—FUL%ET,

© 7 + YATALIE, ORSNYT—=I DAV A L=IVICEDIBERT B ENTEEXT, ORSTIL—
TOU— ERZRKHBEENRATREDEEEN/ N v —Y EAKIC. B<OBHRON\vT—-I%
(FAQ. ORS:ITSMfttdD X S72)H D XT,

s BEEEIBHRADMEEINY I T FOHKE (FIAIX AD. eDirectoryd %0 \[E0OpenLDAPEH ), k8
=X, F—9I~R—2, LDAP, HTTPAuth 3% 3| \IE Radius ICX > CHRiEESNE T,

s — &1 > %—27 x4 R (Genericinterface ) T, DD = 7Y —EXCOTRSZELST 2 DIIEEH
TY, YVTNRITTY—ERICE T, FOATSLPHARAY LGRICK 3EMEYFUAR
EMBEETIC, ETBTENTEZXT, ORSFI Y R - OARII—IF Y—FN=-F 71—
FIVT—avOzIY—EBRICEDT, Fry FOEH. RESLOEREHFIULET,

Tl3, RICOTRSOFED/NN - 3V ORHLERFZL £ D,

2.2.5. New Features of OTRS 7

2.2.6. New Features of OTRS 6
2.2.6.1. 4£EH

* Implemented proper time zone support. Time zones can be configured system wide and
also on a per-user basis.

* Improvements to ticket handling
* Added possibility to store unfinished ticket forms as drafts for later reuse.

e Completely revamped ticket zoom screen, with a fresh new design with accent on
content. User avatars have been introduced as a visual aid for easier identification of
the article sender. Article display settings are now displayed in a settings dialog.

* Dropped dubious and somewhat confusing article types, and introduced the concept
of communication channels as source for ticket articles (e.g. Email, Phone, Chat, etc).
Customer visibility of articles can now be determined by a simple check-box.

* Improved AgentTicketHistory screen usability.

* Merged the add-on module OTRSAdvancedTicketSplit. Now it's possible to select to
which kind of ticket an article should be split: phone (default), email or process ticket.
For process tickets, additional selection of specific process will be provided. However,
only those fields which are configured in the first activity dialog will be adopted from
original ticket.

* Added support for ticket number and title search in ticket merge and bulk screens.
Auto-complete list can be used to populate the ticket number field with a single click,
therefore speeding up the process and limiting room for error. In the ticket merge
screen, there is also a CustomeriD search filter option, which will limit the results to
tickets belonging to the same customer company as the source ticket.
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Split last sender and ticket title columns in ticket overviews.

It's now possible to access all supported article actions directly from large ticket
overview screen.

It is now possible to delete linked objects directly from the zoom view.
Ticket search and statistic can now filter for pending until time.

Added possibility to restrict zoom and print screens in the customer interface by using
ACLs.

The used search template is now shown on the ticket search result screen.
Added possibility to automatically lock new tickets to the agent who creates them.

Added possibility to send notifications to the agent who created a ticket, thanks to
Dian Tong Software.

Added new recipient notification groups ‘'AllRecipientsFirstArticle’ and
'AllRecipientsLastArticle’'.

Make it possible to configure which ticket state types to show striked through in the
linked objects table, thanks to Renée Backer.

Made possible to define ServicelDs and SLAIDs as default shown ticket search
attributes, thanks to Pawet Bogustawski.

Merged the add-on module OTRSTicketCloseRedirect. It is now possible by a new
SysConfig setting to stay in Ticket Zoom after an action that closes the ticket instead
of been redirected to the last overview screen or dashboard. This is now controlled
by the new SysConfig setting "Ticket::Frontend::RedirectAfterCloseDisabled".

Merged the add-on module OTRSUserDefaultQueue, With a new SysConfig setting
now it is possible to pre-select a queue to create a ticket in the New Phone, Email
and Process ticket screens.

Merged the add-on module OTRSAppointmentCalendar. Now OTRS provides a calendar
implementation that allows agents to manage and display multiple calendars and their
appointments.

Improvements for working with customers

Added dynamic field support for customer users and customers. This makes it possible
to attach additional data fields to customer users and customers (companies) without
making manual changes to the database.

Modernized the OTRS address book. It is now possible to search for all configured
custom user and customer fields.

Added the Customer User Information Center frontend. This works like the existing
Customer Information Center, but focuses on all data of one particular customer user,
rather than a complete customer (company).

Improved the selection of customers in various screens by adding autocomplete
fields.

Added support for proper Chinese name formatting, thanks to Dian Tong Software.

Removed custom spell-checker in favor of using the built-in spell checker features of
the different browsers.
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Email articles now support display of their transmission status in the agent zoom
screen. Messages with errors will be flagged as such, and automatic notifications will be
triggered for relevant agents. Useful email resend screen can be used to resend failed
messages.

Added option for dashboard widgets to mark them as mandatory. With this feature
administrators have the ability to configure dashboard widgets that can't be disabled
by the agents individually.

Added the possibility to filter content of the CCl Dashboard Widget.

2.2.6.2. Usability & Accessibility

Added beautiful drag & drop muilti file upload for agent and customer interface.

Added a high contrast skin for visually impaired agents.

2.2.6.3. Ay—-SEUF4—&/)I\T+x—-I VR

Improved session storage to no longer include permission information. This should result
in significant performance gains for large systems with many agents and groups.

Moved ticket number counter from the TicketCounter.log file to the database. This allows
OTRS to process incoming e-mails much faster and in parallel.

Improved web upload cache performance, thanks to Pawet Bogustawski.

Improved Generic Agent performance at deleting old execution times. Thanks to Moritz
Lenz @ noris networks!

2.2.6.4. zF¥aUT«

Made bcrypt cost configurable for agent and customer password hashing, thanks to
Pawet Bogustawski.

2.2.6.5. MR AT L EDIESE

Web service improvements

* Added support for additional response headers in REST and SOAP provider
configuration.

* Added possibility to filter for events before calling Invokers.

» Added the possibility to include the ticket data in web service response data.
¢ Added automatic cleanup of old web service debug log information.

¢ Added new operations TicketHistoryGet and SessionGet.

¢ Updated default web service configurations.

* Improved Authentication, Proxy and SSL handling in SOAP and REST transport.
¢ Improved usability of debugger.

* Added SOAPAction naming flexibility.

¢ Improved SOAP output generation.

* Prevent usage of invalid web services in provider.
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* Globally changed wording from 'webservice' to 'web service'.
* Added error handling to the Generic Interface.

* Improved XSLT mapping functionality.

Email improvements

e Added possibility to configure default headers for outgoing emails
(Sendmail::DefaultHeaders), thanks to Renée Backer.

¢ Added possibility to use multiple named captures in Postmaster filters, thanks to
Renée Backer.

» Added possibility to set the ticket title in Postmaster filters, thanks to Renée Backer.

¢ Add support for setting owner and responsible via filter also for follow-ups, thanks to
Renée Backer.

¢ Make it possible to re-enable auto responses from Postmaster filters by setting X-
OTRS-Loop to no/false, thanks to Pawet Bogustawski.

¢ All email communication is now being queued for sending and handled by dedicated
scheduled daemon task. In case of errors, multiple retries will be scheduled, in order
to alleviate temporary problems.

¢ Added possibility to add an external link to the action menu in AgentTicketZoom,
thanks to Pawet Bogustawski.

2.2.6.6. TV A+—JVETEEZX -3y (BE)

Renewed system configuration mechanism including a totally new graphical user
interface.

* Added possibility to review changes before they are effective.

e Exclusively edit settings, so other administrators can not change the same setting
at the same time.

¢ Added possibility to define favorite settings for quick access.

e Added new console commands to display and update setting values
(Maint::Config::Dump and Maint::Config::Rebuild).

e Added possibility to distribute configuration states to all nodes in a cluster
environment.

Added new command Admin::Package::UpgradeAll, which allows updating all installed
packages at once. This can also be triggered from the package manager screen.

Renewed main administration screen.

Renewed user preferences screen.

Added SHA-512 as new password digest method to agent and customer authentication.
Added support for multi-tiered customer and customer user relationships.

Added the possibility to use the auto complete search for the customer ID selection in
the user management frontend.
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* Improved command Maint::Ticket::InvalidUserCleanup. It can now now both unlock
tickets of invalid users and also (optionally) change their state to make sure they will
not be overlooked. Thanks to Moritz Lenz @ noris networks!

* Added per-address email loop protection configuration
(PostmasterMaxEmailsPerAddress), thanks to Moritz Lenz.

* Added console command to list configured queues, thanks to Martin Burggraf.

* Added completely new log mechanism for email communications. The dashboard-like
display allows administrators to quickly see what might be wrong in their system
regarding receiving and sending emails. Account overview can be used to determine
which mail accounts might be having issues and why. Detailed logging should help
figuring out how an email was processed by the system before ending up in a specific
ticket.

2.2.7. OTRS 5 TOFaE

2.2.7.1. &EH

* OTRSIE, TETXABARES - BHEOENMILTNA ATHAHATESLDCRBILSNTIE
ED

s B—RL\UEEBUERAIBEEBAN T 1 =)L RIE. BRUCEBSEBRREE T IVF U THEEEBA
TL\E T (MUhlbauer®Dusan VuckovicEE IC Zz51),

e WYSIWYG IF«47&ENULTCIAE—&R—XAFPRSyT&ROvITRElCK), 7TU
T—avDDESTEERI 7AIVEEN - 7Y TO— RT3 ENTEXT(TSUHRED
9. P RAVERETTI),

s Fhvy FBHMIYATLANKRESNE UL, BFHFO LU —POREEOEREZEEEICTF IV LB
MERTEIT B ENTEETY, ORS Business Solution™ ZHEINBZIESEIE. SMS
Notification Web View #B@BUCBIMEZ(TRHZCEETEZXT, Notification Web

View [3, —RRIBBFA-INISAT7Y FEEDRSTEIRTOI-I 1V MBEHMZEIEET
&3, ORSHBDRY ) —VH#EETY,

* Statistics received a new graphical user interface which is much better accessible and
helps to create great statistics quickly and easily.

* CNICIA T, MREHEREISITIC USRS VICHBEYR—- FUE U,

* It is now possible to group action menu items in the ticket zoom screen. Less often used
items can be grouped in a submenu, improving screen usage and clarity.

e FHYF FA-N\—Ea1—THELET—IERRTEDILESICEIELRE, ( Renée Backer
[Tk ! )

s FUy rTOCAOBBT 73y "Foy MER L T, BBESXBFI Y FELERFTEIC
ANVE- 3 V) =S

2.2.7.2. 25-5EUT4— & I\T+—-XV 2R

* MULIOTRST—EVIZ, FEANDEMHICY RV ENIEY B, ThETOcrony 3 TIcb
DHEETI, VSRIEMTE /) — FEATHEMICRAEBZITIEXT,

s BROFAHERZIS —(AL—NT—IR—-REHEREICE > EICK D, HEtERP2
XIREREDEBDT —IRN-RAICE> THTOBERFHECHB UE UL,

2.2.7.3. ZF¥alUF«
 WflcOV M4V EFaUTs 2@ LESER2ERZRAL 1 PHEMEShE UL,
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s EEIA-—Y—RKBEINRAT—RICMAT, BAR—ZADA—T RIS —ERRIVIALINA
D—REANNTZUENSH ) FET(RFC 6238, &H Google Authenticator),

* After having enabled the two-factor authentication, agents and customers can add a
shared secret to their preferences and immediately start logging in using one-time
passwords created by a compatible method of their choice (e.g. the Android Google
Authenticator app).

2.2.7.4. I SV AT L EDIEEE

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

22.75. MV AL=VWETEEIZRA =23y (BE)

* The new OTRS console makes working on the commandline easy and fun. All commands
have a consistent interface, useful documentation and provide helpful colored output.

* Administrators can now specify a minimum log level to reduce logging volume, thanks
to Renée Backer.

* Overview screens in the admin area now show invalid entities in gray, making it easy
to focus on active elements.

2.3. \=FROxF7EVI DT TOMNEEHE

OTRS can be installed on many different operating systems. OTRS can run on linux and on
other unix derivates (e.g. OpenBSD or FreeBSD). OTRS does not have excessive hardware
requirements. We recommend using a machine with at least a 3 GHz Xeon or comparable
CPU, 8 GB RAM, and a 256 GB hard drive.

E5IC, ORSEETYIBREHIC, I TT-NET—IR—R - G- N\&EAITIVENHBT
L&D, ENERRBIC, perlEA YA F=JbU. MO, KRRV IOHDDEMDper €Y 21— %&
OTRSY Y VICA VA F=IVTBINETY, ORSERMURI VIO TH—NEN=ILEA VR
F=ILLBFNIEWTERA, T—9R= - Ny I IV RIE O-HILICHZVIFRIOKRR + L
TAVAL=ILUTELETY,

D1 7Y —=/NICDL\TIE. Apache HTTP ServerQF|AZHEIH LET, ZOEY 2 —)bmod_perl
MNOTRSOMEEZIEEICINET 21 TY, ThEIFRIIC, ORSIE, PerlRV U T FEETISZC
ENTEZVITY—-NETELEBZINRETT,

BRZ3T—HIR—ALEOOTRSZRASE R ENTEEXY, MySQL. PostgreSQLd 31 \[EOracle
DLNTNHERIRFTEETY, MySQLH B \[EPostgreSQLEFERITNIE. 9z 7 - 7OV FIVER

CE2T. 1YVAF=IHICT=IR=ZAB IV DIODDV AT LEEETOCENTES L)
SEENHBDET,

Perl[CIX, Perl ShellECPANEY 2 —=)LE UK BZHRRADOAR L —=F 1T - Y XAFLABITOINY
=Y - IR—=Yv— (rpm, yast, apt-get) ENULTEMEI 21— IEEANTZIRE[CRBZZ L
NHINET,
VI LDz 7NERE

2.3.1. PerlbR— |

* Perl 5.16 or higher

2.3.2. Dz 79 —)\V- BiR—F

» Apache2, nginx or any other web server that can be used as a reverse proxy
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2.3.3. T—HIR=R - YR—-F
« MySQL 5.0U4 F
* MariaDB
» PostgreSQL 9.2 or higher
» Oracle 10gA E

2.3.4. Other Dependencies
* Elasticsearch 6.0 or or higher
* Node.js 8.9 or higher

Perl - EVa—IlDA VA F=)VICEAT IR ZaZIVFROEIZ Y aVId ORSICHEESNBZIED
EEDELDICEYE - TYTFTBRTENTEDINELDFMICEHRALTIET,

2.3.5. 97750 - BR-+

To use OTRS, you'll be OK if you use a modern browser with JavaScript support enabled.
Supported Browsers are:

* Google Chrome
* Firefox version 31 and higher

» Safari version 6 and higher

Internet Explorer version 11 and higher, Microsoft Edge

We recommend keeping your browser up-to-date. JavaScript and rendering performance
in newer versions is always improved. Dramatic performance issues can be seen in larger
systems when using older versions. We are happy to consult you on that matter.

2.4. 1=1"7 14—

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.

OTRSOZa=ZF 14 —DIR—LR=VITRD EH 1) TY :http://www.otrs.com/open-source/ .

2.5. OTRSOfchDO7OT7 vy aF)-P—EX

We offer 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 deployment scenarios.

The OTRS Group offers specific training programs in different countries. You can either
participate in one of our public OTRS Administrator trainings which take place regularly,
or benefit from an inhouse training that covers all the specific needs of your company.
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5

This chapter describes the installation and basic configuration of the central OTRS
framework.

KEQFHMBRRAT Y TICR > TOTRSEY —/NICA VA F=ILUEL&LD, 1V A B—ILAET LT
5T AV —-TJx—REFEALTYRATALICOTAY UVEET B ENTEET,

1

. Installation From Source (Linux,

Unix)

1

.1. Preparation: Disable SELinux

iEEC

If your system uses SELinux, you should disable it, otherwise OTRS will not work
correctly.

Here's how to disable SELinux for RHEL/CentOS/Fedora:

Configure SELINUX=disabled in the /etc/selinux/config file:

# This file controls the state of SELinux on the system.

# SELINUX= can take one of these three values:

enforcing - SELinux security policy is enforced.
permissive - SELinux prints warnings instead of enforcing.
disabled - No SELinux policy is loaded.

SELINUX=disabled

# SELINUXTYPE= can take one of these two values:

# targeted - Targeted processes are protected,

# mls - Multi Level Security protection.
SELINUXTYPE=targeted

# H H

Reboot your system. After reboot, confirm that the getenforce command returns
Disabled:

root> getenforce
Disabled

1.2. Step 1: Unpack and Install the
Application

u

npack the source archive (for example, using tar) into the directory /opt, and rename

the directory from otrs-x.x.x to otrs (see Script below).

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

1.3. Step 2: Install Additional Programs and
Perl Modules

Use the following script to get an overview of all installed and required CPAN modules
and other external dependencies.
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root> perl /opt/otrs/bin/otrs.CheckEnvironment.pl
Checking for Perl Modules:
0 Archive::Tar........... ..o ok (v1.90)
0 Archive::Zip....... .o ok (v1.37)
o Crypt::Eksblowfish::Bcrypt....... ok (v0.009)
7E&C

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.

OTRS requires a supported stable version of Node.js to be installed. Please refer to the
Node.js installation instructions.

1.4. Step 3: Create the OTRS User

Create a dedicated user for OTRS:

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

1.5. Step 4: Activate the Default Config File

There is one OTRS config file bundled in $0TRS HOME/Kernel/Config.pm.dist. You must
activate it by copying it without the ".dist" filename extension.

root> cp /opt/otrs/Kernel/Config.pm.dist /opt/otrs/Kernel/Config.pm

1.6. Step 5: Configure the Apache Web Server

OTRS comes with an own built-in web server that is used behind apache as a reverse
proxy (or any other reverse proxy server). A few apache modules are needed for correct
operation: proxy module, proxy http module and proxy wstunnel module.

# On some systems like Debian and SuSE, these modules need to be specifically enabled:

root> a2enmod proxy
root> a2enmod proxy http
root> a2enmod proxy wstunnel

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 toafilecalled zzz otrs.conf inthe Apache configuration directory
(to make sure it is loaded after the other configurations).

# Debian/Ubuntu:
root> ln -s /opt/otrs/scripts/apache2-httpd.include.conf /etc/apache2/sites-enabled/
zzz _otrs.conf

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.

12
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1.7. Step 6: Set File Permissions

Please execute the following command as root user to set the file and directory
permissions for OTRS. It will try to detect the correct user and group settings needed for
your setup.

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

1.8. Step 7: Setup the Database

The following steps need to be taken to setup the database for OTRS properly:

e Create a dedicated database user and database.

Create the database structure.
* Insert the initial data.

* Configure the database connection in Kernel/Config.pm.

IR
~ —

E&

Please note that OTRS requires utf8 as database storage encoding.

1.8.1. MySQL

#

# Run the following commands in mysql as admin user:
#

mysql -uroot -p

# Create database
CREATE DATABASE otrs CHARACTER SET utf8;

# Create database user

# Special handling for MySQL 8, as the default caching sha2 password can only be used
over secure connections.

CREATE USER 'otrs'@'localhost' IDENTIFIED WITH mysql native password BY 'choose-your-
password';

# Older mysqgl versions:

CREATE USER 'otrs'@'localhost' IDENTIFIED BY 'choose-your-password';

# Assign user privileges to the new database.
GRANT ALL PRIVILEGES ON otrs.* TO 'otrs'@'localhost';
FLUSH PRIVILEGES;

#
# Run the following commands on the shell:
#

# Create schema and insert data.

mysql -uroot -p otrs < /opt/otrs/scripts/database/otrs-schema.mysql.sql

mysql -uroot -p otrs < /opt/otrs/scripts/database/otrs-initial insert.mysql.sql
mysql -uroot -p otrs < /opt/otrs/scripts/database/otrs-schema-post.mysql.sql

# Configure database settings in Kernel/Config.pm

$Self->{DatabaseHost} '127.0.0.1';
$Self->{Database} ‘otrs';
$Self->{DatabaseUser} ‘otrs';

$Self->{DatabasePw}
$Self->{DatabaseDSN}

'choose-your-password';
"DBI:mysql:database=$Self->{Database};host=$Self->{DatabaseHost};";
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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 = 64M
query cache size = 32M
innodb log file size = 256M

1.8.2. PostgreSQL

H#
# Run these commands as "postgres" user:
H#
sudo su - postgres

# Create database
createdb --encoding=utf8 --owner=otrs otrs

# Create database user

echo "create user otrs password 'choose-your-password';" | psql
H#
# Run these commands on the shell as 'otrs' user.
H#

# Create schema and insert data.
export PGPASSWORD=some-pass
psql otrs otrs -h localhost < /opt/otrs/scripts/database/otrs-schema.postgresqgl.sql
psql otrs otrs -h localhost < /opt/otrs/scripts/database/otrs-
initial insert.postgresql.sql
psql otrs otrs -h localhost < /opt/otrs/scripts/database/otrs-schema-post.postgresql.sql

# Configure database settings in Kernel/Config.pm

$Self->{DatabasePw}
$Self->{DatabaseDSN}

'choose-your-password';
"DBI:Pg:dbname=$Self->{Database};host=$Self->{DatabaseHost};";

$Self->{DatabaseHost} = '127.0.0.1';
$Self->{Database} = 'otrs';
$Self->{DatabaseUser} = 'otrs';

1.8.3. Finishing the Database Setup

To verify your database setup, run the following command (as otrs user):

otrs> /opt/otrs/bin/otrs.Console.pl Maint::Database: :Check
Trying to connect to database 'DBI:Pg:dbname=otrs;host=localhost' with user 'otrs'...
Connection successful.

Once the database is configured correctly, please initialize the system configuration with
the following command:

otrs> /opt/otrs/bin/otrs.Console.pl Maint::Config::Rebuild
Rebuilding the system configuration...
Done.

S A

PR

For security reasons, please change the default password root of the admin user
root@localhost.
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otrs> /opt/otrs/bin/otrs.Console.pl Admin::User::SetPassword root@localhost
Generated password 'rtB98S55kuc9'.
Successfully set password for user 'root@localhost'.

1.9. Step 8: Setup Elasticsearch Cluster

OTRS requires an active cluster of Elasticsearch 6.0 or higher. The easiest way is to setup
Elasticsearch on the same host as OTRS and binding it to its default port. With that, no
further configuration in OTRS is needed.

Additionally, OTRS requires plugins to be installed into Elasticsearch:

# Install required plugins for elasticsearch.
root> /usr/share/elasticsearch/bin/elasticsearch-plugin install --batch ingest-attachment
root> /usr/share/elasticsearch/bin/elasticsearch-plugin install --batch analysis-icu

To verify the Elasticsearch installation, you can use the following command:

otrs> /opt/otrs/bin/otrs.Console.pl Maint::DocumentSearch: :Check
Trying to connect to cluster...
Connection successful.

1.10. Step 9: Start the OTRS Daemon and
Web Server

The new OTRS daemon is responsible for handling any asynchronous and recurring tasks
in OTRS. The built-in OTRS web server process handles the web requests handed over
from Apache. Both processes must be started from the otrs user.

otrs> /opt/otrs/bin/otrs.Daemon.pl start
otrs> /opt/otrs/bin/otrs.WebServer.pl

1.11. Step 10: First Login

Now you are ready to login to your system at http://localhost/otrs/index.pl as user
root@localhost with the password that was generated (see above).

1.12. Step 11: Setup 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 be activated by copying
them without the ".dist" filename extension.

otrs> cd /opt/otrs/var/cron
otrs> 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.

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

Stopping the cron jobs is also possible (useful for maintenance):
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otrs> /opt/otrs/bin/Cron.sh stop

With this step, the basic system setup is finished.

1.13. 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
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.

1.14. Step 13: Further Information

We advise you to read the OTRS performance tuning chapter.

Please have a look at the list of additional resources for information about OTRS Group,
the creator of and service provider for OTRS, and futher resources.

2. Updating OTRS
7ERC
BRYICHIS Ui TOT AN 7Y IT— FEETI I LEEBEDULET,
Updating from an earlier version of OTRS 7
You can update directly from any previous to the latest available patch level release.

Updating from OTRS 6

You can update from any OTRS 6 patch level to the latest available OTRS 7 patch level
release.

Updating from OTRS 5 or earlier

a4
= H

You cannot update from OTRS 5 or earlier directly to OTRS 7. Full updates to all
available minor versions have to be made sequentially instead. For example,
if you come from OTRS 4.0, you first have to perform a full update to OTRS 5,
then to 6 and finally to OTRS 7.

2.1. Step 1: Stop all relevant services and the
OTRS Daemon

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

Stop OTRS cron jobs and the daemon (in this order):

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

If you perform a patch level update of OTRS 7, you need to also stop the built-in OTRS
web server:

otrs> cd /opt/otrs/
otrs> bin/otrs.WebServer.pl --stop

2.2. Step 2: Backup files and database

* Kernel/Config.pm

» Kernel/WebApp.conf (only in case of a patch level update of OTRS 7, and only if the
file was modified)

e var/*

o T=AR=-ZAEBXRICITVET,
2 H=
=N

Don't proceed without a complete backup of your system.

2.3. Step 3: Install the new release
7E&C
With OTRS 7 RPMs are no longer provided. RPM based installations need to switch

by uninstalling the RPM (this will not drop your database) and using the source
archives instead.

root> cd /opt

root> mv otrs otrs-old

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

2.3.1. BEM I 7MILEVR LY

* Kernel/Config.pm

* Kernel/WebApp.conf (only in case of a patch level update of OTRS 7, and only if the
file was modified)

2.3.2. BET-YOUR LT

If you configured OTRS to store article data in the file system you have to restore the
article folder to /opt/otrs/var/ or the folder specified in the System Configuration.
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2.3.3. Restore already installed default statistics

If you have additional packages with default statistics you have to restore the stats xml
files with the suffix *.installed to /opt/otrs/var/stats.

root> cd OTRS-BACKUP/var/stats
root> cp *.installed /opt/otrs/var/stats

2.3.4. Set file permissions

Please execute the following command as root user to set the file and directory
permissions for OTRS. It will try to detect the correct user and group settings needed for
your setup.

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

2.3.5. Install Required Programs and Perl Modules

Please refer to the section in the installation guide that explains how to verify external
dependencies such as Perl modules and Node.js.

In addition to that, OTRS 7 also requires an active cluster of Elasticsearch 6.0 or higher.
Please refer to the Setup Elasticsearch Cluster section in the installation guide.

2.4. Step 4: Run the migration script
T
If you have any custom Perl or XML configuration files in Kernel/Config/Files,
these need to be converted to the new formats supported by OTRS 7 before
running the migration script.
The migration script will perform many checks on your system and give you advice on
how to install missing Perl modules etc., if that is required. If all checks succeeded, the
necessary migration steps will be performed. Please also run this script in case of patch

level updates.

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

otrs> cd /opt/otrs/
otrs> scripts/DBUpdate-to-7.pl

Bk A
=0

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

2.5. Step 5: Update installed packages
£

Packages for OTRS 6 are not compatible with OTRS 7 and have to be updated.
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You can use the command below to update all installed packages. This works for all
packages that are available from online repositories. You can update other packages later
via the package manager (this requires a running OTRS Daemon).

otrs> cd /opt/otrs/
otrs> bin/otrs.Console.pl Admin::Package::UpgradeAll

2.6. Step 6: Restart your services

OTRS 7 comes with an own built-in web server that is used behind apache as a reverse
proxy (or any other reverse proxy server). For major updates from OTRS 6, the apache
configuration must be updated with the new version in /opt/otrs/scripts/apache2-
httpd.include. conf, if it was copied and not just linked. Please also note that while
mod_perl is no longer needed, other Apache modules are required now: proxy module,
proxy http module and proxy wstunnel module.

After that, the services can be restarted. This will depend on your service configuration,
here is an example:

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

JES

The OTRS Daemon is required for correct operation of OTRS such as sending
emails. Please activate it as described in the next step.

2.7. Step 7: Start the OTRS Daemon, web
server and cron job
The OTRS Daemon is responsible for handling any asynchronous and recurring tasks in

OTRS. The daemon and its keepalive cron job must be started as the otrs user. The built-
in OTRS web server process handles the web requests handed over from Apache.

otrs> cd /opt/otrs/

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

otrs> bin/otrs.WebServer.pl

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

1. Agent Web Interface
SEED

Before logging on for the first time, please consider activating the HTTPS on your
web server in order for OTRS to be served as a secure app over SSL/TLS protocol.
For detailed instructions on how to do this, please consult the documentation of
your web server (e.g. Apache?2).

After you activate HTTPS, please set the configuration option HttpType to https
in SysConfig. This will make sure that all internal links in OTRS are indeed using
HTTPS.

Good practice is to also redirect all HTTP traffic to HTTPS, in case someone tries
to access the OTRS via an insecure link. This should be done on web server

configuration level for maximum effect. However, in case this is not possible, you
can set HTTPSForceRedirect to Yes in SysConfig to do it on application level.

BEYHEF, BHEIITA VI T ATEEOUIIRAFIERAZCENTEXY, BED
HHBNIMOBHEDLOICHEFT T v FEFR L. BELOBEEICEHAT S LEFTIY FICE
&, FAQERCAL, BET—YEMmELET,

HRI=OOTRSIKRR kZEhttp://www.example.com EARTE UTci5E. Web 7S U5 TURLttp://
www.example.com/otrs/index.pl TOTRSOAY A VEHAICTZ7EZAFT 2 ENTEXTI(TRE

)
s jJo

¥3.1 Login screen of the agent interface
OTRS 6
Business Solution™
root@localhost

Login
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2. Customer Web Interface

BEIL ORSOBIZDITTAVI—T A R&HE, TNEBUT, FIRT7AHDY F&EER L.
TAOY FREERRE L. Frv FEFEM. MEL. FRUEFT Y FICEATIBMEZRISISC
ENTEXY,

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).

X|3.2 Login screen of the customer interface
Example Company

Login

Log In

Mot yet registered?

3. Public Web Interface

HYEEELBEEDEODIT TAVI—T A RICMA T, ORSICIFETSICFAQEY 2 —-IVICEL>T
MNETERARITT - AV —TJxz—ADHVET, COEYVa1-ILEFLZICIVAR=ILLT
VWBAMENDDET, TNIIFAQY AT ALICRART7 VA ERMHE L, FHORTORZIFAQTIY
—&EYY—ICEIEXT,

FNEOY Y TIVTIE, PRI TAI =T 4 ARDL\THADURL : http://
www.example.com/otrs/faqg.pl , http://www.example.com/otrs/public.pl[CZiZETEZXY,
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3.3 MY TAVI—-T (R

Example Company

FAQ Explorer

FAQ

Subcategories Search
NAME COMMENT SUBCATEGORIES FAQ ARTICLES E
Bugzilla Reporting bugs ] 1
Wildcards are allowed
Feature AddOns FAOs 0 1
OTRS Framework Questions and answers about OTRS 1] 1 Q Advanced Search
Sl Latest created FAQ articles
FAQ# A TITLE CATEGORY LANGUAGE

No FAQ articles found. Feature AddOns - en - public (all) - 12/03/2014 00:54
Bugzilla - &n - public {al) - 121032014 00:53

OTRS Framework - en - public (all) - 127032014 00:51
Latest updated FAQ articles

Feature AddOns - en - public (al}- 12/03/2014 00:54
Bugazilla - 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

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

= =)
=

g

CDOT7HOY ET—4I1F
EDFRBICA VA L=)LENOTRSY AT ATEBIMTY, ORSEEE/\XAT—RIX
TEBRHBRLLLEIANETY, ORSEEEREmpreferencesh5ETTEET,

If you don't want to login as OTRS administrator, just enter the username and password
for your normal agent account.

In case you have forgotten your password, you can request the system for a new
password. Simply press the link below the Login button, enter the username that is
registered for your OTRS account into the input field, and press the Request New Password
button (see figure).
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©3.4 $138/{2 0 — RERS
OTRS 6
Business Solution™

Username

Request New Password

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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¥3.5 Dashboard of the agent interface

OTRS 6
Business Solution™

Dashboard Customers Calendar Tickets Survey Reports Admin  Q

Reminder Tickets » Settings
My locked tickets (0) 7 Day Stats
TICKET# AGE TITLE
none \ Created @ Closed
Escalated Tickets
All tickets (0)
TICKET# AGE TITLE e
none
New Tickets
-1
All tickets (1) Wed Thu Fri Sat Sun Mon Tue
TICKET# YAGE TITLE
7 2015071510123456 14d10h Welcome to OTRS! .
Upcoming Events
none
Open Tickets
All tickets (0) OTRS News
TICKET# YAGE TITLE

Damit im IT-Security-Notfall nicht das C...
Release Notes: OTRS 6 Beta3
Release Notes: OTRS:ITSM Module 6 B...

none

Ticket Queue Overview OTRS AG mit deutlicher Steigerung des ...
Security Advisory 2017-04: Security Upd...
QUEUE NEW OPEN PENDING REMINDER TOTAL
Release Notes: OTRS 6 Beta2
Raw 1 0 0 1
TOTAL 1 0 0

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.

PAAVOTROTRFEST—->3Y - N\=TY, YATLADEI 21— )VPELRBZIIUTATES -
FLTKNBAZ2—&ERRL. LWKODDEEHT VY 3V EETSETCNEY, Yy>a

R=—F - -RIVEIVVYITBETHY YV AR-BTTET, Fryb - RyVEIUYITH
I Fryb-Ea—-2ZTELRD, HULWFIY MERE/EA-IVEER LD, H50)IHFE
DOF Ty FERRUEDTBA TV aVEBACY TAZ 1 —&FZAFT, BRIV FHLL)
EDEEM L. BEFOEDEBRMALT, ELEFHOMRTOEMEN DS HRTCIMESNT EETREICT S
AZa1-ERTUET, BERIVEHRICEBEREERY ) —UABEXT, BEEEBRIVOY
Uy JIC&k>T, BEEBEIV1-INIRTICTZIVEZATEENTEXY., TNIFFH UL RIEA,
Fa1-REEEDCEETRICLET, SELCFIY MREEI BTV —F - RYVEHDFET,

BET 27TV —2aryMM YA R=IEanNTI 358, BIAIFFAQ. T —Rq1, Tn507 7
Do —2 3 VEiREY 2RI VERRINET,

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.

RERTLTVZEYYayod414 RILOTIC, WD T ayRrsDx£d, Aled
RY PV ZAICE1DDD, FEROERICEHT 2EERRESATLIET,

CNSEORYIRABERI V-V DOEBBREZSATLET, ENSIFECIDHZLIINDH
DASLTRRENET, Ry IV AFENETN, REORY U —-VICEY 2HEERR (HIAILHE

T~ PERENNAZ, BEBGRE) ERMITZENTEEXY, S5, SEAICHAETSZ7/YavE
EITTBEOICWERT A —LHBVEY—ILERRINET, FAE LI—-RFOEM. EH#H.
HiER, O7DF vy, BRREDERESFDY Va3V TY,
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Finally at the bottom of the page, the site footer is displayed (see figure below). It contains
a link to directly access the OTRS official web site, or switch to mobile mode.

BEE, 7V, FES -3y - N=ELVTVIRIT - AU -T—-ALEDODIRT
OEEOFCHEUICHFELEXT,

X3.6 7v5—

6. v aR—FE

YV aAR—BFRYRATFLADAAIR=-ITY, CTTFIY L -TITF1ET 1 [CAET 3D
ATV TOFTY FCHATIHEERFDICENTEEXT, TNITELHEICE D TOHBEEHEDD
DHERTHDEFTAEI, TNETIAILETF Ty FOBRTIU —&ERRLET, BIU-—
[CIIMBDOBEHRODPTRE. TAAL—Y 3V, FRELOWEROBERIB DX,

Y aR— RFOREEEBLHEEDVDEDIITERNDRAIIAN XMEETY, BEEEXRRHDUIIIE
RERICTBCETENEIICEN-LFEEBHTICENTEZCEEEKRLET, BEEDOAVTE
Uy UEBAS RESYST UEBEEREECICTEROY IR ETRUVIORTCOERZBRE
TBRBZEZIATETY, YATAIZ, RYTAHNSERTIEEBNTETLIZL\SDIANDDT 1
JrvbkEFHEOTNEYT, UHNUL, Fy¥alR— FEEOEY 2-)Li&5tIE. DRYL - Tq
Iy EBRICKRETIEBNTETET,

The content of this screen is arranged in two main columns, on the left column you
normally can see information about tickets classified by their states like: reminder,
escalated, new, and open. On each of this widgets you can filter the results to see all
of the tickets that you are allowed to access, tickets you have locked, the ones that are
located in agent defined queues, among other filters. There are also other kind of widgets
in this column and they are all described below.
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¥3.7 ¥wv¥vaiR—kR-DO9q0Yzzvhk

Reminder Tickets

My locked tickets (0)

TICKET# AGE
none
Escalated Tickets
All tickets (0)
TICKET# AGE
none
New Tickets
All tickets (1)
TICKET# VAGE
< © 2015071510123456 14d10h
Open Tickets
All tickets (0)
TICKET# VAGE
none
Ticket Queue Overview
QUEUE NEW OPEN PENDING REMINDER
Raw 1 0 0
TOTAL 1 0 0

E FyyaR—F-94zv
* Foybk-UR}|- 'j»f:/“I\yF

TITLE

TITLE

TITLE
Welcome to OTRS!

TITLE

TOTAL

COAFTIV-DOFTOI 1Ty FI2ENRBREIUEE). Vv - TUER-TJa—-)lERBLE
Y. CDIA4I Y FIREVICREDFTIY FOURFERRLET, FIv FRIIEUR

e R=JIERRLET, URF - R=JF, 91Ty b - AT av(BREAI1ITY
DELEBEICIKDARAVIEZES EZTNEMIRONEX ) TERT 5 ENTEXY, DI«

YTy EROT (VI EZEUET:
- B5OO0vY - Fru bk
071 LiclBSEN Oy VSN F o v b

BEOBRFTTY H

The tickets that the logged agent has in his/her watched list, requires
Ticket: :Watcher setting to be turned on to be displayed.

BEO&EEE

The tickets that the logged agent is set as responsible, Ticket: :Responsible setting
is required to be turned on in order to make this filter visible.

BEODFa1-ICHdFTv

The tickets that are on queues where the agent define as My Queues.

BHEY-EXRFT Yk
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The tickets that are assigned to services where the agent define as My Services and
are on queues with at least read-only permissions.

*s ETCOFT Y

BHENT IV ZRIEEFE DO2TOF I v +

O LR b7 VN o = o

c URAVY - Foy b

REBEULTHESN, HD. URIVYBHEZBUIEF I Y k.

s IXAAWL—Y3avEhiceForvy b

IRAAL=2aVEDOFTY E

s FIRF Tk

Tickets that have state New.

s YRWHFTY I REVE

Tickets that have state Open and are ready for work with them.

ARV E - FIyk-HLYT -

ALYY - AR FIFHRF Iy EMERENICB, ARV - Foy b - ALY THENBM
CRDFXT, TNEIFTy MERBEICKRTT 52 DOFET 1 —ILFEBEE L. VEDIRA
gégﬁﬁﬁﬁxﬁﬁuﬁTﬁ%ﬁT?oC@ZD@%%ﬁ%KDFQ%E%Ebi?OE%é

CDI4YIY FIROE2L-ZZHEXT : B, B, B, BHEBERIERORNEFERATSCLT
R=IN5RIO0-ILTEXY,

BRICO4 YTy FEITRCBEMCHE > TLRNWERRTELDICFS v FEHO "Date/Time s @
BT 4 =)L FOULKDOMNIZ AT AICEML, (BEE/\RIVICHBIERI T =)LV
HT) ZND&EZDU4 YT Y FDcHITSysConfigTRETNETY, MADENT 1 —JL R
IFTy FERMBEREICRRENBLDICERINZINETY, T3 ALYFTDODIRV |+
(BB R V4R THER ) AOBSEMRIC DV TEIRT B edIc. Frv FERGBZLISOF o v
7oy avERWAIIERT 1 =)V B)RICHEESNZRNETY, Frv k- X—LAEE
3. TNV ETHIEBALES, BN =)L RERITLDCHEREINZINEULNEBA,
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M3.8 IRXVE -FUryb- -ALYY—-D4Tzv

Events Ticket Calendar

month  week day December 2014 < = Tooay
Su Mo Tu We Th Fr Sa
1 2 3 4 5 5]
2a Tast Calendar Two
T

Event Information

Ticket fields
Customer ID: OTRS

ser: Mr. Bruce Banner

14 15 16 Priority: 3 normal
Queue: Raw
SLA:
Service
State: open
21 22 23 ]
12a Test Calendar Threa Title: Test Calendar One
Type: Unclassified

Dynamic fields
Start time:

12/08/2014
28 29 30 End time: 12/14/2014

@ @

Further configurations for this widget could be found under the
Frontend: :Agent: :Dashboard: :EventsTicketCalendar SubGroup in the SysConfig:

s ALVY -7
ALVSDOEEN-—EY FTEELEY., T2 FFI5%TY,
¢ DynamicFieldStartTime
MRS DEN T 1 — L FBEERLE T,
* DynamicFieldEndTime
BRTREOBNIT s —)LFBEEELET,
o« o —
CORECHESNEFI-—LOFIy FOHD, HLYF - Ea—TRIEETNET,
* DynamicFieldsForEvents
ALYY - ARV bk - A== LMEHEICRRI 28T —ILFEEELXT,
* TicketFieldsForEvents
ALYET - ARV - F=\=LMBEHICRRIZDFIY FEMEERLET,
c FTu bk -Fa— I
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COU4I Ty FITHF2-ERLIDFIY FREZERLTVSEFIY L - ADYE - X
Uy ZDHRTRRALVLEY, FRIVIECIE BEDF1-LEICEIIERNCRELDF I v k
BHRRINKT,

D4 YTy I ERHITSKUEHNERRTUEY, E51TIE. IRTORENcFa1—-LOE
REDFTv FOEFHERLET, —F. EFVIRBIRTORSNICRELTEF2-DF T Y
FOEFHERLET,

RRSINDF a1 — EKEIISysConfigTEEFT D ENTEXT

FIrubk - AUV FBROENDEI VYT T BERRERR-IHHE, BHECENSDLD
HHELHBESSEXT,

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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~ w Settings

Product News
Reminder Tickets
Escalated Tickets

New Tickets

Open Tickets

Running Process Tickets
7 Day Stats

Upcoming Events
Ticket Queue Overview
Events Ticket Calendar
Out Of Office
Logged-In Users
OTRS News

Appointments

Save settings

<4~ OTRS
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BIFYYaR—F-D1Yzv b
« 7845t

Zhid, 2{TOSAVZEEATLZBETHICODIEZF Y MEBIOTSTERLEY, BESL)
BTH3E 1173, BRERFIY FERRL. BEALYIYEBOF2TEEABRETFI v k
ERTULET,

o REIDA XYk

IRAAL=23VF3dBBNEEICTRAAL - aVSNcEZER2OF Ty FITIICUXF
SNFEI, OV Iy FHASDOEREIRERIEET, BERS, FTRBETZHEDH D
FTy rEMBPERZERFONSTY, EDULTEDFTIY FICHNZEELLIOD, BEEZ
BEEL\OD BICRDFEEFIVITBHDON EREIBENTEXRT,

* OTRSZTa21—-2X
OTRS7V7 T4 ET 1 DRELBI A FEHHROU U —APN\Y FICHAT 2AEEELIER
s AVSAY

CCT. BEYATFALAICOVAM Y LTV ZIEHEEICAIT ZIENNRINET, S5[CENIF. F
VSAVOBEEREZIYaVESATLVEYS, COIsY Ty FIBEERRTHBC EITER
LTLEEL), ZNI3RRDREI VY FEFRAUTRRIDCENTEEXT,

7. Fa—-<&IEFEMN?

BLDA=WYATLATIEE, ETCOAYE-IMRASNBIZET 7MIVISRUVADONEET
Y, HLLWAYE-YRIZOZET 7MIVOREICEMENEY, A—I - V547V - TOY7
SLRA-IOZmAESICEASN, CORET7MIVEHH. 1-FICAVFTUVYERRLE
ED

ZLDOAY -V ERINTZEETEBDT, ORSTODF a2 —1IBLZERY IR LR TEE
T, Fa—-[CIZETBICRERYIRADOA=) - T7AILULEOE#ENBIET, ORSIELHEH L)
FA-HPELT, FIry N EDFa—-ICBASNTL\ZNETEULTES<UWENHDET, HY
HlI. Fa1-CHB3FIrvLrERERETBICENTE, HB3F21-H15FOFa1—-CBETBZC
EETEET, LHL., BEFITY L EBEISEZOTLLEON,

ZNICDNWT LD EBRMARBT B31chIC, example of a ticket system TR =X w7 ADEH
DEEBIWELULELLDS, XVIRRBBOF-—LNETAT—TLaA-4F—-&ESSHEEIEOY
R=tFELDEIKERBTZCEETREICT B3DICOTRSES VA =)L UE UL,

LTOUYIALEEDIDOFa—13. COKRICEL>TTHRTY, LML, IVIRANESIC
L\DADVDL O—-4—%5E3CLERTEIT. BEIL. ETAT—TJLaA-4-FREITTRIHHR
ICRAT3ERELXT, LDB<KDEA=ILNI YT ADOTRSOE—DF a1 —ICAD, £Z>T
VBT EDBREREEEILETICEIIBUCBDET,

RYTRE BR=—F - Y ATLEBERITDCEEREL, 220HLI\Fa1—-ZBMULET,
Lieh> T, TNT3DDFa—MERSTNTLBZZEICRDET, FIry b RATAICEIET S
MUWAYE-YIE, HF 21— "RKt(raw) s ANBESNEXT, 2D0FHULLIFa-DD5, 1
DIEFAF—TLaA—-4—, 3EE5EFAT-TLI-5-OUIV IR LA, £5—FH0
fdvdlLO—%—, 3E21E5dvdL -5 -DUI IR FATY,

RYYRAIHY RSECRFEF 21— FR U, BEOEXKICHRUTAYE—-YE TEFFHLO-
HFiFa-—FflE "dvdL =%, Fa-ICVY—-F (i23) LET,

OTRSIZ, A—%, VI —-TEIUVREDIHOOT7 IV ZAEEETR—FULEXY, LI<DOHDI-
YPAOY FICOHT I CRAARERF1—EREI D EE[ETY., XYV RIE S5ICT1)
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=T, UIVIRAFEERBRDZF1-[CANBROHEEEFERTIENTEL UL, €DT
BEINIE 2D0EEEZA—IVT ELAMERSNZIHE, YV FSIIRICEFMICEETERL2
DOMEDF 1 -NENSOEFA-IEXELRIThITADXEA,

BRZ32F 21— \OREBEAYVE—IYEY—-FLTBZEE YR—F - SRATLEHEHITT, HDE
RELTNWTHLKOEMITET, BUHBERIF1-LOERZ T IV RAEEFDERLDZYIL— IR
B30T, YAFTLRSSICRBHUTZZENTEEXY, Fa—-13. D—o70-- 7Ot
EEEITDINDINEEHDOBEEEZILHICEFERT I ENTEEY, VIV RIFAL "E
K, 77—, FX. BFX, EZ80 "BEL EMENBZPOF 1 —EFETTRIENTEEL
o IVVRICEDTZEDESRBRF1—BEIL, FXUEBEZRBLTIOZEMITZIENTEEL
fe.

F1-OBEUNRTHA UV EBUTOEIOBRESNIEY AT LABEICK), EELIFES L UVERI

QHIBICORIF B ENTEEY, Fa—l3. SHOPOTOCLRZRBNTDOEXEIT DL
NTE>D,

8. Fa—MELIIMN?

Fa1-HER> (Frvy HRRTN, RHESHEREFDOI-YICHNT ) 2TOF1—-D—E%Z
RHELEXT,

X3.10 EHEBAF*a—-Ea—(FI72)LE)

QueueView: My Queues

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

All tickets O Available tickets 0

Order oy "Age" (descending) g5
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.

Fa— - Ea-CEoTREHSINZ 2FBEOA TV aVIE BHOF1—EEEIREFIY S
YT - Fa-ICRUIIIVTBFTFES -3V TT,

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.

A-YHEIDIEHDRET S —LNHIXTY,
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X3.11 Agent Queue View visual alarms
QueueView: My Queues

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

MEVS -1

* Highlight Age 1: Sets the age in minutes (first level) for highlighting queues that contain
untouched tickets. Seen in above in the Raw queue.

* Highlight Age 2: Sets the age in minutes (second level) for highlighting queues that
contain untouched tickets. Seen in above in the Postmaster queue.

* Blink: A blinking mechanism of the queue that contains the oldest ticket can be activated
using Ticket::Frontend: :AgentTicketQueue###Blink. Not supported in all browsers.
In that case, the queue name will just appear in red color, as seen in above on the
queue Junk.

* Bold: The current queue will be bolded, as seen above in the My Queues.
N
ﬂ — —x

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 the gear icon at the top of the web interface (see figure below), and customers
must click on the "Preferences" link (see figure below).

X|3.12 Agent's personal preferences

A Personal Preferences

Preferences Preferences

Choose from the groups on the right to find the
settings you'd wish to change.

) [ &

Did you know? You can change your avatar
by registering with your email address
carlos.garcia@mycompany.com on ('
gravatar.com

Change your password and more. Choose which notifications you'd... Tweak the system as you wish.

&

For more experienced users.

An agent can configure 4 different categories of preferences: User Profile, Notification
Settings, Miscellaneous, and Advanced. The default possibilities are:

a-¥-7JOJ71)

s REDINRAT— FZEEE

» Change your avatar image.
c AV —T 1M AEHEELE

» Select your personal time zone.
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o ERINFEEIFMEN VBN

Ha—

IBENERE

e "YA4Fa—, TEZH—-LEL\Fa—%&ER

» Select the services you want to monitor in "My Services".

» Configure which ticket notifications you want to receive (per transport method).
* Choose for which kind of appointment changes you want to receive notifications.
Miscellaneous

s JOVEIVE - AFVELXE

» Set the refresh period for the overviews (Dashboard, Queue View, etc.).

s FTv MEEBRRT 2EHEERTE

» Define limits per page for different overview screens (Ticket, Dynamic Fields and
Communication Log).

Advanced

* Define their own values for some system configuration settings.
X|3.13 Customer's personal preferences

Example Company

Change password Interface language
Set a new password by filling in your current password and a new one. Select the main interface language.
Current password ~ sees Language English (United States)
New password Update

Verify password

Time Zone
Update
Select your personal time zone. All times will be displayed relative to this time zone.
Time Zone uTC
Update
Ticket overview Number of displayed tickets
Select after which period ticket overviews should refresh automatically. Select how many tickets should be shown in overviews by default.
Refresh interval off Tickets per page 25
Update Update

BERIVIT - AV9-J1—-AFBEBRL, Fry MEIZEROEHRBRELY FL. RRT 2
FTy bRABERRTEXY, KHULWNRT-FEY FT35ZEEFBETT,
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F4E I8
1. The Administration Area of OTRS
1.1. Eit

KDY AT LBREYT 1 V713, ORSEEEN, ORSITTA VI —T 1 —ADEBER-IA
DF7 7 ZA%ET B ETHAHTETT, ThICKDEERC EIE BEE BE, TLTFa -0
B, FTv kEEA-)LOERM, FAQRITSMRZESS[CZ K DEMDONY T —I &ALV A=)
9B5Z&ETT,

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.

4.1 OTRS Administration Overview Screen

Filter for ltems Ticket Settings

Just start typing to filter...

Favorites
You can add favorites by moving your cursor
over items on the right side and clicking the
star icon.

Links

& View the admin manual on Github

Q

Create and manage attachments.

-

Link queues to auto responses.

u]

Create and manage SMS templa...

%

Create and manage Service Leve...

&

Create and manage ticket states.

&

Create and manage workflows.

Link attachments to templates.

=

Create and manage ticket prioriti...

Link SMS templates to queues.

,C

Create and manage services.

B

Create and manage templates.

&

Create and manage ticket types.

1.2. #84E, I -THELVERE

1.2.1. #H5#&

«

Create and manage responses th...

Create and manage queues.

()

Create and manage salutations.

E

Create and manage signatures.

B

Link templates to queues.

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.

PR

JEEC

OTRSOIEHET AU Y FFIEFEHMLSNETA. CTTIRERRIZShEE A, JEEEKL
B XICIEN-EEDTI SV EBNCEY LT B TERSINEXT,
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4.2 EHEEIE

a

Actions

Agent Management

Wildcards like "** are allowed.

+]

Hint

Agents will be needed to handle tickets.

Attention: Don't forget to add a new agent to
groups and/or roles!

List (24 total)

USERNAME NAME
carlos.garcia Carlos Garcia
stefan.bedorf Stefan Bedorf
udo.bretz

EMAIL LAST LOGIN VALIDITY CHANGED CREATED
carlos.garcia@mycompany... 10/18/2017 14:41 valid 10/16/2017 16:47 10/16/2017 16:47
stefan.bedorf@mycompany.com 10/18/2017 22:06 valid 10/10/2017 16:23 10/10/2017 16:23

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

4.3 FUL\IEHEZEEN

a

Actions

4

Hint

Agents will be needed to handle tickets.

Attention: Don't forget to add a new agent to
groups and/or roles!

Agent Management

Go to overview

Add Agent

* Firstname:
* Lastname:

* Username:

* Email:

Mr.

Carlos
Garcia

carlos.garcia

Wil be auto-generated if left empty.

carlos.garcia@mycompany.com

valid

Save or Cancel

FREEET DY FAMER S NIcE, BEELCIDULEDTIL-THZIIREIDAY IN-&E
BRETY, VI —-TERBICHAT IRRIEBZAFEDTIN-T EREOEY Y 3 VTSV THATEE

TY.

1.2.2. )=

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

RA1LFTIAIE - TIL—TIIHHEDOTRS T VA =)L CRIFAERETT

gI=-7 HE

admin VATLATEBEREETI B ENTEE
9,

stats OTRSOMstatsEY a—=)LICT7I AL, &tz
T BERNBDET,

users HYEIFHESTDIEREIF>T, DT )L—
TICBULU. FUvy b AT LOITRTOHEEIC
TIORRATBCENTEEXT

S
N —

xR

c

In a brand new OTRS installation, the agent 'root@localhost' belongs by default to

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

4.4 7)) —TERE

o Group Management
Actions List (6 total)
Add group NAME COMMENT VALIDITY CHANGED CREATED
admin Group of all administrators. valid 10/02/2017 16:23 10/02/2017 16:23
faq faq database users valid 10/17/2017 03:01 10/17/2017 03:01
Fiiter for Groups faq_admin faq admin users valid 10/17/2017 03:01 10/17/2017 03:01
faq_approval faq approval users valid 10/17/2017 03:01 10/17/2017 03:01
Just start typing to filter...
stats Group for statistics access. valid 10/02/2017 16:23 10/02/2017 16:23
users Group for default access. valid 10/02/2017 16:23 10/02/2017 16:23

Hint

The admin group is to get in the admin area
and the stats group to get stats area.

Create new groups to handle access
permissions for different groups of agent (e. g.

purchasing department, support department,
sales department, ...).

It's useful for ASP solutions.

S A

= -

BYETEDTHBLDIC, ORSV I —TRIEEENT D ENTEXITNEIRIEITES
Bh, FERCIENXCIEN-EED ISV EENICEY FITBTERSINET,

TIV=TICI-YzV +ZEBMY 2, R VI-TCETZI-YzV rE2REIT3ICIT. EE
BEMNSUYY TI-YIV k<> T7)—T, Z2EAITZENTEXY, (TRBSR),

4.5 HYE <-> J)L—TEE

@“ Manage Agent-Group Relations
Actions Overview
Add agent AGENTS GROUPS
andre.bras (André Bras) admin
Add group ;
carlos.garcia (Carlos Garcia) faq
carlos.rodriguez (Carlos Rodriguez) fag_admin
Filter for Agents dennis.schmelter (Dennis Schmelter) fag_approval
dominik.klein (Dominik Klein) stats
Just start typing to filter... dusan.vuckovic (Dusan Vuckovic) users

florian.liebe (Florian Liebe)

) jaroslav.balaz (Jaroslav Balaz)
i eiio/iCiotns manuel.hecht (Manuel Hecht)
Just start typing to fitter. marc.bonsels (Marc Bonsels)

marc.nilius (Marc Nilius)
marco.buchholz (Marco Buchholz)
martin.gruner (Martin Gruner)
oliver.rottges (Oliver Rottges)
patrick.brischler (Patrick Brischler)
rui.patinha (Rui Patinha)
stefan.bedorf (Stefan Bedorf)
udo.bretz (Udo Bretz)

YATLATIRNTORES S VELHEOHBERBBHICIE. BERER-JOREI VU <-> B
BEZVUYIUTTE, S5 BEDERERDITBLEDICT I IEFERTBENTER
ER ?E'él%Ic.laflEﬁlTbnt_ GEEEE UL \BAIE, BUEQBHEY Uy LTE SU\(FEC
DRESHE), REICHAEMITONICIBIEEELEETI BDICIE. bR HEELVLEEEI Y
LT EES L\('FEEGDE%E"\")
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4.6 Change the groups an agent belongs to

Manage Agent-Group Relations

@« Manage Agent-Group Relations Change Group Relations for Agent 'Carlos Garcia'
Actions Change Group Relations for Agent Carlos Garcia
< Go to overview GROUP CHAT_OBSERVER CHAT_PARTICIPANT CHAT_OWNER RO MOVE_INTO CREATE NOTE OWNER
admin
Filter iag
fag_admin
Just start typing to filter... faq_approval
stats

users

Save or Saveand finish orCancel

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.

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

X4.7 Change the agents that belong to a specific group

Manage Agent-Group Relations

a Manage Agent-Group Relations Change Agent Relations for Group 'users'

Actions Change Agent Relations for Group users

‘ Go to overview AGENT CHAT_OBSERVER CHAT_PARTICIPANT CHAT_OWNER RO MOVE_INTO CREATE NOTE OWNER
carlos.garcia
Filter (Carlos
Garcia)
Just start typing to filter... dominik.klein
(Dominik
Klein)

Save or Saveand finish 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.

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.

4.2 OTRS /)l — 7 ICRHER 1T 5N B1ERR

&R RE

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

Fvyv FTEE Agents have full rights for a chat and can
accept chat requests (available in OTRS
Business Solution™).

E: V) COTN=TOFry b, TVERU— Fa-
ADRead only®F7 72X

ED COTN=-TOTV7, Fa-BICHF3ITY
FU—=B3IEFTy FOBENER

YERX ZOTIWV=TOITVT7EEIFa1-HBICHIT3
IV EU=H30EIFT7 v FOIERIER

AE Right to add notes to tickets or entries in the
queues or areas of this group.

FrE& COTIN=TOTVF7EEEIFa—-BICHIT3
IVEU=—B3WIFTy FOF—F—DFEFH
1ERR

B5EFE (priority ) COTIN=TOITVT7EREIZIFa1-RBICHITS
IVERU=BH30EFTy FOEBEEOLEIE
BR

BT COTIWV=TOITVT7EEIIFa-FBICHIT3
IVEU=B3L\EFTy FDTIVDRead/
Writet&[R

R

By default, the QueueView only lists tickets in queues that an
agent has rw access to, i.e., the tickets the agent needs to
work on. If you want to change this behaviour, you can set

Ticket::Frontend::AgentTicketQueue###ViewAllPossibleTickets to Yes.

IRTCOMATERN-Z2 3 VAT T 2IVETRRSNB EFRDEEA, CNESOEMND/ -

SYavVIAMAB I ENTEXT,

x4.3 BMOHFTTI—-T

&R

RE

stats

stats(REHRN—JICT7 Y AEESEZAXT,

bounce (iRi%)

EXA-IVAYE-IZEDRITIER (Frv b
A= LDRZERTVT),

compose ( YER ) Fov bICXIT 2 EEEEMT DIER,
customer ( BEZE ) Foy FOBEEELEY BIER,
#ni% Ayvtz—IEEIEXT BIERERERY >V T)