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CHAPTER 1
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OTRS( Open Technology — Real Service ) 7 —MNIFUR I L HAE K R G0, HATVF2 8 8% P af f e -1 g
PEIZIRE o ‘e 7 GNU L 23515 T IEC GPL ) M4k > JEESF Linux P& BTSN o BO_R TSIV
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SN ETH

AFWHEH T OTRS & HLHL o IXETHIR T OTRS #AF M BE o R LU BE 53 B 4y B sk bf > 45 1R B3 S

FEF ESAI) RGUE BRI o IS T admin AR

Filter for Items

Just start typing to filter.

Favorites
You can add favorites by maoving your

cursor over items on the right side and
clicking the star icon.

Links

& Viewthe admin manual on Github

Ticket Settings

Q

Attachments
Create and manage attachme...

-

Auto Responses — Queues
Link queues to auto responses.

o

Salutations
Create and manage salutations.

B

Signatures
Create and manage signatures.

I

B
Q

Attachments — Templates

Link attachments to templates.

e

Priorities

Create and manage ticket prio...

&

Service Level Agreements
Create and manage Service L...

0

SMS Templates
Create and manage SMS tem...

1 BH A

-

Auto Responses
Create and manage responses...

Queues
Create and manage queues.

F

Services
Create and manage services.

0

SMS Templates — Queues
Link SMS templates to queues.
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VAR OTRS ML 22k TIIF rPakAT TR o BEAJGTTRROA 223 OTRS s J+4¢ OTRS, 44
HLAIR 1D BRERAE

58 OTRS 23 )5, e LMEH ) root@localhost FHliHA IS SR RS -
A8 OTRS AN E « BTRE A LREA BIER TR

Yo, BHERE AL E R T EBE Y . FQDN . SystemID i Core::SendmailModule & &
B o BT T AEI TR A1 A 4B H working hours and public holidays, LAE{E OTRS H E#fit 5T+ 2
i)

SRJA s FTITFUSRTAT B Ok BEE LS I 28 ZE A F A s - M PF e ik o SORGE LTI, S5 mT RS I sE 2
AR L

h T iRE et WUAEHIPGP %] SiS/MIME k-1 Rhns w1 hisft:

AEFRATTREEAE T 7 AR ST RE 5 B 50 [0 R AU N — 2841 AN/slff (0 o B0 RS T2 A BB 4 o 451
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TR ARG IR N D IR RE RS NG A AEUIR S N A R .
BUERE T A I ) e ) ) o e s /A, & P A wl AL BT .

Wi MRSs N ANE P ST DU H] AD 3kal LDAP ST B 0 UE S 5k o FEX SO0 N, AT E TN
AEDANe

LRSS N G —FE, B MaT DA = AL BRI RO AL o IR, WATRLRE R H
PN 7
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https://doc.otrs.com/doc/manual/installation/7.0/zh_CN/
https://doc.otrs.com/doc/manual/config-reference/7.0/en/content/core.html#fqdn
https://doc.otrs.com/doc/manual/config-reference/7.0/en/content/core.html#systemid
https://doc.otrs.com/doc/manual/config-reference/7.0/en/content/core.html#sendmailmodule
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Ticket#2018100615486000019 — User cannot login to his outlook.

Back Print Priority People * Communication *+ Pending Close Miscellaneous « - Move -

w Article Overview - 1 Article(s)

NO. | 977 = SENDER VIA SUBJECT
Wyle
Coyote

1

w #1 - User cannot login to his outlook. - Wyle Coyote - 10/06/2018 11:44 (Europe/Berlin) via Phone by S...

Phone  User cannot login to his

CREATED

10/06/2018 11:44

To open links in the following article, you might need to press Ctrl er Cmd or Shift key while clicking the link (depending on your browser X

and 0S).

Mark Print Split Forward Reply

The user reports outlook will not accept his password.

w Linked Objects

none
a Attachment Management
Actions List
[+] Add Attachment NAME

Product Manual

Annex
Filter for Attachments

Service Agreement
Just start typing to filter...

1 TN B

FILENAME
troubleshooting-
guide.doc

service-agreement.pdf

COMMENT

2: PR B

VALIDITY

valid

valid

w Ticket Information

Age: Om

Created: 10/06/2018 11:44
(Europe/Berlin)

Created by: Super Admin
State: open
Locked: unlock
Priority: 3 normal
Queue: Postmaster
CustomerID: acme.co
Accounted time: 0

Owner: Super Admin

¥ Customer Information

Firstname: Wyle
Lastname: Coyote
Username: we
Email: we@acme.example.com
Customer: Acme Inc.
Street: 123 Anywhere St.
Zip: 12348
City: Somewhereviell
Country: United States of [...]

URL: https:/facme.exapl...]

CHANGED CREATED DELETE
10/10/2018 10/10/2018 N
05:01 05:01 -
10/06/2018 10/06/2018 N
10:42 10:42 -

Chapter 2. T ik E
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Add Attachment
* Name:
* Aftachment: Talldzas... Mincs kijelolve fajl.
* Validity: ~ valid

Save or Cancel

SICHEAYII RS

A BG4 — AN B
1. sk HEBIR R — AR
2. BB .
3. suili fRAFEL RAF I 58 it

Edit Attachment
* Mame:  Service Agreement
Attachment Tallozas... Mincs kijelolve fajl.
» Validity:  valid

Save or Save and finish or Cancel

K 4: GidE N IE B
AR AN
1. B R g e — S A e b
2. il HiAEHL -

VMR WERRGEPUNIN T 2 AN AT v A BN A4 ROR R E (R BRA

2.1.2 B

AN e A UL DU M DU IR o AT S T BUZ BT BL

ARR* SRR AR o LR T B A AR P AT A KS TR o AR s RN
e

2.1, [KHfF 9
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List
MAME FILEMAME COMMEMNT VALIDITY CHANGED CREATED DELETE
Product Manual troubleshooting- lid 10/10/2018 10/10/2018
. vali

Annex guide.doc 05:01 05:01

. . , 10/06/2018 10/06/2018
Service Agreement service-agreement.pdf valid

10:42 10:42

(SEHIIEIEETE

BEEAE * FTIFSCAEREHE » A SCPE R GEAS NSO o Bb 7 BOAE AN IR A B rh 2 b T 1R > (ELE Gt 48 B D e v
FERTIE o ARG SF A P AN IR SR S5 AT B

ARE* BEE IR AR o R T BOR EON AR WA BRI AT AAE OTRS FRAEH] o b7 Brist
BN JCRE W SR 2R B BRI A

VERE IR BHEAS I AR o O TN, R BUR SOR I BURE i AT SE B T I B IE . DDA TR
MR Bon R

2.2 H AR

PRE B S50 T 5 2 7 DR RE R0 TAR G R B R L o AL IR L3 o A AR HAR AR S I S 4
AR AHA AR SR SL B S 5 PR

OTRS SVFEAEMC R R I L RIma N 20 s 2 P R PRI B A5t A ORARAT T (R SR IR AEAR B AR, AT ST 34
¥,

A AR S G (R A A i 2 P R E BN > AR s BAA R A T L BT Ok R P s AR 25 1) T
PR R A

I B eSS I A s i LAFE AS AR R o BRIAE G0 T BT OTRS A% L8 {Zhma . o [ 3w A
BB AL T TRBEAN BB N

a« Auto Response Management
Actions List
[+] Add Auto Response NAME TYPE COMMENT = VALIDITY | CHANGED CREATED
default follow-up (after a ticket follow- . 09/18/2018 09/18/2018
) auto follow up valid
S —— up has been added) 15:17 15:17
‘ P default reject (after follow-up and —— lid 09/18/2018 09/18/2018
auto rejec vali
: " rejected of a closed ticket) L 15:17 15:17
Just start typing to filter... X
default reject/new ticket created (after I POTIIE 09/18/2018 09/16/2018
closed follow-up with new ticket A valid
. ticket 1517 15:17
creation)
default reply (after new ticket has been . 09/18/2018 09/18/2018
) auto reply valid
created) 1517 1517

6: [ Sl WA B

2.2.1 &M A BNy

10 Chapter 2. T H.ix'H
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VEAR: IR0 B SN A B R G hE o AENPEI AL R A R S .

A AN A H B B«
1. RUTAE MR 8 1 e B o
2. WELITE .
3. sili A dRH .

Add Auto Response

#* Name:

# Subject:

Response: | B J U & | )= := Ele g2 2 = =
Format - | Font - size - A- B}~ T, | [& Source Q

* Type:  autofollowup
# Auto response from: | vo5162@virtual.otrs.com
* Validity: = valid
Comment

Save or Cancel

AV IISE LEINA S

2.2, HzhmEN 1
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Bl ERARGH MR Ay o BRI AR IR A e I ROk A5 AT

A LGRS B BN :
1. widd B S SIEA —A ASI N o
2. BHTBL.
3. sl TRAFEL PRAFIF 58 idAL

Edit Auto Response

# Name: |default reply (after new ticket has been create

# Subject.  RE: <OTRS_CUSTOMER_SUBJECT[24];

Response B I US| = := e

[
il
lih
[l
B
([T

Format ~ | Font - | Size - A~ B}~ T, | [& Source Q@ 1

This is a demo text which is send o every inguiry.
It could contain something like:

Thanks for your email. A new ticket has been created.

You wrote:
<OTRS_CUSTOMER_EMAIL[G]:

Your email will be answered by a human ASAP
Have fun with OTRS! )

Your OTRS Team

# Type:  autoreply
# Auto response from: | vo5l62@virtual.otrs.com
* Validity: | valid
Comment

Save or Sawve and finish or Cancel

Pl 8: g A S N

VEME R RGN T 2 A HBNWIN A I DR AR A B\ B 42 AR A A A2 1K A B Y

12 Chapter 2. T H.ix'H
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2.2.2 H N E

AN e A UL BRI T DME T DU R o AT A5 T BUR BT BL

ARR* SEBHRI AR o T DR T B AR ALK 74T A KS TR o AR s e R
ts

F RIS R L AR R
N ks F P R L AR IS .
R b R RE MG E S Y SR o RE A BN Ik —AN AN, o A] DU DL 2R
auto follow up-H 3 ERIE A AR EEREE -
auto reject A4 1% BT 4% R .
auto remove- [ 3k R4 AZMIER A T8 .
auto reply-Hzh [R5 Frd b i Tkl kit A Rl & .
Hah RS0 T e BB A B T o
H MmN AN > RN F IR, K P RIS BB

AR BEE LTI o W R BU BN AT AR BRI R ATAAE OTRS AR i ] o Ht3 Beist
By TERE I TR AR L E BB IR A

VERE IR B I TR R o O TN, R SR ZORE I T BORE i A e B R T R B A, DA TR
B R EME R .

2.2.3 [ NAL R

AESCA A A ] UG T R EA T ML BEE. o A, AR OTRS #r8%, EZERGH SN OTRS £t - 1£
USRI CORART R GRS AT R BRI AR AR A

il , A5 <OTRS_TICKET_ TicketNumber> § /&N T84S, ARVFBRHBRA S FHNE .

Ticket#<OTRS_TICKET_ TicketNumber>

fltun, IXAFREEY RN -

Ticket#2018101042000012

2.3 Lk

AR T RAGE R o — K TR AT RER 2 2 K0T o IS5 6 T LA % PR B i se g, A B s
J7 B B DR AT IR SRA B0 0T o BRI LT AU IR SRAR W 2, Jf HonT LAt b H e
.

OTRS $2fit 7 — A T BN AR L AT I8 AT R GE R A XI55
o W JEEAR
o I R
o K EW
I I EARCE

2.3. ek 13
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Reference

You can use the following tags:
<0TRS_ CUSTOMER_SUBJECT[208]>
To get the first 20 character of the subject.

<0TRS_CUSTOMER_EMAIL[5]=
To get the first 5 lines of the email.

<0TRS_CUSTOMER_REALNAME=>
To get the name of the ticket's customer user (if given).

<0TRS_CUSTOMER *>

To get the article attribute ( e. g. <0TRS_CUSTOMER_From=, =0TRS_CUSTOMER To>, <0TRS_CUSTOMER_Cc=,

<0TRS CUSTOMER_Subject=, <0TRS CUSTOMER Body=).
<0TRS_CUSTOMER _DATA_ *>

Options of the current customer user data ( e. g. <0TRS CUSTOMER DATA UserFirstname=).
<OTRS_OWNER_*>

Ticket owner options [ e. g. <0TRS OWNER_UserFirstname=).
<0TRS_RESPONSIBLE_*>

Ticket responsible options ( e. g. <0TRS_RESPONSIBLE UserFirstname=).
<0TRS_CURRENT *>

Options of the current user who requested this action [ e. g. <0TRS_CURRENT_UserFirstnames).
<0TRS_TICKET *>

Options of the ticket data ( e. g. <0TRS TICKET TicketMNumber>, <=0TRS TICKET TicketID=,

<0TRS_TICKET Queue>, <0TRS_TICKET Statex).
<0TRS_TICKET_DynamicField *=

Options of ticket dynamic fields internal key values { e. g. <0TRS_TICKET DynamicField TestField=,

<0TRS_TICKET DynamicField TicketFreeTextl=)
<0TRS_TICKET DynamicField * Value=>

Options of ticket dynamic fields display values, useful for Dropdown and Multiselect fields | e. g.

=0TRS TICKET DynamicField TestField Value=,

<0TRS TICKET DynamicField TicketFreeTextl Value=).
<0TRS_CONFIG_*>

Config options [ e. g. <0TRS_CONFIG_HttpType=).

Example response:
Thanks for your email.

You wrote:
<snip=
<0TRS CUSTOMER EMAIL[G]=

Kl 9: H Bl AR

14 Chapter 2.
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o At dEHE
EESE T A0 A () IDC HERARIY ID A 1 Do B BRI NACAEIX — 8 o HHR S Kt .

A8 e B 1) RGO INIE SE 4 « BT OTRS 22 & AN BRIAE e g « “DUSEGAT B Briedt TR B A1)
PG|

@« Priority Management
Actions List
[ +] Add Priority MNAME VALIDITY CHANGED CREATED
1very low valid 09/18/2018 15:17 09/18/2018 15:17
— 2 low valid 09/18/2018 15:17 09/18/2018 15:17
Filter for Priorities .
3 normal valid 09/18/2018 15:17 09/18/2018 15:17
4 high lid 09/18/2018 15:17 09/18/2018 15:17
Just starttyping to filer... B val /18/ /18]
5very high valid 10/12/2018 09:51 09/18/2018 15:17

K 10: (R Bl b

2.3.1 EEALEH

VEMR: FERIEE B2 URALSEHIIRIN , L EA AR S i Rt S SRk PERE v 4% 7 BEUFHE P10

A LI — M
1. ki ZE A iy A e a4
2. B LITFEL
3. sl PRAFEHL -

Add Priority

* Mame:

* Validity; = valid

Save or Cancel

11 I IL e 4t

Bh BN RGHMERE S o R IR A7 EIE T B E o ol I N IR e

VEAR: FUCR IR R G REIE 5 MR, JREBEH T 5 M SEH LURFRASIEAT RGHIEH] .

A BB -
1. /gy i .
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2. BB .
3. M ARAFEL ARATIE 8 L .

Edit Priority

* Name: 1 very low

* Validity; ~ valid

Save or Save and finish or Cancel

Bl 12 gl e g w

VEMf: WRARGEPAIN T 2 ARSI A PR R AT G ME B Pk g IO SE 2L

W R GERC A R SE BB WSS Tk 215 S 4 DR 101
TRAFIF A B SR N HTSE SO B 32 e B

ACRAT > FENEOHT NS HAZEOR S22 i E o i EZ a8 -
BOH BUH BLERAE .

#i5: Changing the name of this object should be done with care, the check only provides verification
for certain settings and ignores things where the name can’ t be verified. Some examples are dashboard
filters, access control lists (ACLs), and processes (sequence flow actions) to name a few. Documentation
of your setup is key to surviving a name change.

2.3.2 e E

AN L BRI, TDME I U W o bR S I T BOR AT B .

YRR BEBEIE AR o AT LAPE T B R AT R BY TAT B RS TR SR o SRR R AR N
T

AR BEE LTI RNE o W R BU BN AT AR BRI RITATAAE OTRS AR ] o H5t 5 Bzt
By JCRE i I AR AR LR BRI AT

2.4 [\4

A5 ZE—AN TAEZS ] I BRI R BB S0 « A0 « 3BT TEER ST IR TAE » A28 LA T o JoA ]
A W] R 7 A e sk vh A R Bl SO .

OTRS 1 FH AZ A 45 1) A BA B i 4l by o BABUER A 1 — i K i) 07 2ok 40 L0 F4 A 2 s S se I NHE

A I B 2 1) R GRS INBA A o AEHTI) OTRS “2derh s £ 4 ANERINBAA : raw . junk .« misc FI postmaster .

U R e SO pE A > T T AT AL A3 S ERAEAE AT raw BAFUD o Junk BAFU W] TAEAEBLOHEAE o “BAAIE
B BRAEAE THRBCE AR BB ]
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Natice

This priority is used in the following config settings:

m ExternalFrontend::TicketCreate &8P riorityDefault

B FAal:ApprovalTicketPriority

PostmasterDefaultPriority

8 Process:DefaultPriority

m Ticket:Frontend::AgentTicketBulk##4PriorityDefault

ExternalFrontend:TicketDetailviews ##PriorityDefault

® Ticket:Frontend::AgentTicketClosed##PriorityDefault

® Ticket:Frontend::
® Ticket:Frontend::
® Ticket:Frontend::
m Ticket:Frontend::
® Ticket::Frontend::
® Ticket::Frontend::
® Ticket::Frontend::
® Ticket::Frontend::
m Ticket::Frontend::

You can either have the affected settings updated automatically to reflect the changes you just made or do it

AgentTicketEmail###Pricrity
AgentTicketFreeTextiiiPriorityDefault
AgentTicketMotedtiriPriority Default
AgentTicketOwner##dPricrityDefault
AgentTicketPending#iti PriorityDefault
AgentTicketPhone###Priority
AgentTicketPriority###PricrityDefault
AgentTicketResponsible##s PriorityDefault
AgentTicketSMSH44Priority

on your own by pressing 'update manually'.

# Queue Management

Actions

[+] Add Queue

Filter for Queues

Just start typing to fitter....

Save and update automatically

List

NAME
Junk

Misc
Postmaster
Raw

Don't save, update manually

P 13: PLoe e X 1iHE

GROUP COMMENT

users All junk tickets

Users All misc tickets.

USErsS Postmaster queue.
USErs All default incoming ti...

14: BABAE B3 55

VALIDITY
valid
valid
valid
valid

Cancel

CHANGED

11/16/2018 08:26
11/16/2016 08:26
11/16/2018 08:26
11/16/2018 08:26

CREATED

11/16/2018 08:26
11/16/2018 08:26
11/16/2018 08:26
11/16/2018 08:26

2.4. [A%
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2.4.1 E A

A EAIN A
1. R ZE MRS P I BA A4
2. HWELHTE .
3. wiili fRAFHEHL .

B EENARGTMERBAS o R BRI AR I A ek N ek 5 AT EATT

A B iR — NS
1. /BB AN A
2. BB
3. siili PRAFE PRAT IS8 it

VM WERARGEHASIN T 2 ASBAF 5 105 18 A 08 i Mt o e N\ 5 Y P A4 B oR A RS 2 BA

Up SRR AR GERC B A T I BB A4 Bk DUV6 RS 200 2 TSI AR B 70
ORAFIF A SR N S O S Pr S2 B

ACRAE > TENEOH NS HAZEOR S22 M i e« i Z Tah 58 -
WO BUH B ERAE .

#ei5: Changing the name of this object should be done with care, the check only provides verification
for certain settings and ignores things where the name can’ t be verified. Some examples are dashboard
filters, access control lists (ACLs), and processes (sequence flow actions) to name a few. Documentation
of your setup is key to surviving a name change.

2.4.2 P\AixE

AN L BRI, ATDME I LU B o b R S I T BOR T B .

YRR BEBRIE AR o AT LATE BT B A AME TR B AT B RS T REAI SR o SRR R FERE N
S

SCEAF AT LK BT BAB R BRDBT BAB A I A 1 BAS o TRt S o SCBAA:: 5~ BAA
A * wT AR prae ity sl o LA BB 55 N 5 B 7 Y™ 2 1) B A PR e

BRI 2> S BEBA S b T 4T IPIRAS H S 8IUE R T R /2 BEE A0 B BUs A BT - 8 0 ¢ BRIk )
TR BRI P () TR AR BIUE o

THS = B RN TR C 2 Bhsle O BRS5 N B55 % P IR 2 T SR VRN s K A IR IR

Va5 (D e Vi € N ol 24 i A S R £ N N < /U ) A T R A 1

TH4% = SOFTINTANC 23 B08 ) RSG5 B3 IR 2 1A SRV IR S K AR )
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Add Queue

* MName:
Sub-queue of:
#* Group:

Unlock timeout minutes:

Escalation - first response time

(minutes):

Escalation - update time [minutes):

Escalation - solution time (minutes):

# Follow up Option:

* Ticket lock after a follow up:

# System address:

Default sign key [

# Salutation:

# Signafure:

Calendar:
* Validity:
Comment:

Chat Channel: ;

admin

0=no unlock - 24 hours = 1440 minutes - Only business hours are counted.

If an agent locks a ticket and does not close it before the unlock timeout has passed, the
ticket will unlock and will become available for other agents.

{ Motify by ]
0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.

If there is not added a customer contact, either email-external or phone, to a new ticket
before the time defined here expires, the ticket is escalated.

{ Motify by ]
0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.

If there is an article added, such as a follow-up via email or the customer portal, the
escalation update time is reset. If there is no custorner contact, either email-external or
phone, added to a ticket before the time defined here expires, the ticket is escalated.

{ Notify by !
0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.
If the ticket is not set to closed before the time defined here expires, the ticket is escalated.

possible

Specifies if follow up to closed tickets would re-open the ticket, be rejected or lead to a
new ticket,

Mo

If a ticket is closed and the customer sends a follow up the ticket will be locked to the old
owner.

Will be the sender address of this queue for email answers.

system standard salutation (en)

The salutation for email answers.

system standard signature (en)

The signature for email answers.

walid

Chat channel that will be used for communication related to the tickets in this queue.

2.4. B\A

Save or Cancel
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Edit Queue

* MName:
Sub-queue of:
# Group:

Unlock timeout minutes:

Escalation - first response time

(minutes):

Escalation - update time [minutes):

Escalation - solution time (minutes):

# Follow up Option:

* Ticket lock after a follow up:

# System address:

Default sign key

(vosle2@virtual.otrs.com)

* Salutation:

# Signature:

Calendar:
* Validity:
Comment:

Chat Channel: ;

DevOoPs

USEers

0

0= no unlock - 24 hours = 1440 minutes - Only business hours are counted.

If an agent locks a ticket and does not close it before the unlock timeout has passed, the
ticket will unlock and will become available for other agents.

0 { Motify by ]
0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.

If there is not added a customer contact, either email-external or phone, to a new ticket
before the time defined here expires, the ticket is escalated.

0 { Motify by ]
0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.

If there is an article added, such as a follow-up via email or the customer portal, the
escalation update time is reset. If there is no custorner contact, either email-external or
phone, added to a ticket before the time defined here expires, the ticket is escalated.

0 { Motify by !
0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.
If the ticket is not set to closed before the time defined here expires, the ticket is escalated.

possible

Specifies if follow up to closed tickets would re-open the ticket, be rejected or lead to a
new ticket,

Mo

If a ticket is closed and the customer sends a follow up the ticket will be locked to the old
owner,

wo5162@virtual.otrs.com ||

Will be the sender address of this queue for email answers.

system standard salutation (en)
The salutation for email answers.
system standard signature (en)

The signature for email answers.

valid

Internal operations queue.

20
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Naotice

This queue is used in the following config settings:
m ExternalFrontend: TicketCreateft#QueueDefault
® Ticket::Frontend:UserDefaultQueus

You can either have the affected settings updated automatically to reflect the changes you just made or do it
on your own by pressing 'update manually'.

Save and update automatically

Don't save, update manually

Cancel
K 17: BAFIIG UERT 1 A
TH - AN IR C 23 BP ) AR TS ARIC N AR PR BT S VR B K TAEIR ]

T WRFETIT T, R AR AR .

PRAEZEII > Fi7 % < M) T ERBEAL B o 7T BERIE
BT TR R AR T
—

THE B SFPHTIT D2 R HIIN T .
R4 ARG .

Z L

HIRVEAME ., 155 M doc:auto-responses &= .

3

BRHEJE A BIE TR A0 BRI E ) rTREN A G o SERTHTITIN 5 DAY OGP I T BUE 25—
NPT o R OR DURT A HEZ TR R 55 N D3 Ak B TR R R AT
T XARHIESM

N B DA DR R ABGE N 3 Bl S AT .
RGEMEAEHIE * BB LR ISRl 2 — 15 Ry A B I S A A iR

W XRBAEPER 1D o BSOS IE SRt A S R .

BN Y] AAAELL MU N A R BeE PGP % 1] BS/MIME 1E5 fERZUIE R o EFRBRIATE LR
LT IR 44 I T
T e T * N5 SRR T i

B I AE XIS .
HIG 3 BB TAER R H D o HIDHE RSN E e .

2.4. B\%
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AR BEE LTI o W SR BUs B AT AR BRI RIATAAE OTRS i H] o H50b 3 Beist
By TCRE i TR AR L E B BRI A

VERE IR B ISR R o O TN, R IR ZORE I T BORTE ir  SE B T I B IE . RO TR
(ERERTRTER R L

IV RAVGE TR ABTE FH 312 BA A1 A 2 8 ) 2

2.5 BAH) A N

TREL R S5 I TA] < IR 55 2 0] B CECA AR R AR AL » SRR AT B T2 TR AT IR A BT, IXOR] e TG K L
BERTT I IAESS o W IEW ORI AT B0 1 1A IER IS 6L PR LIRS %, R — ki

OTRS f# e DLk U 4 1) B S N BLa AR T BB, L A S AR IR A5 (5 B, AT R 2845 LA
ARIE NP Z T BE %

A 1 [ — AN AN BB I AN B A B o B GRRA  TRRCE A B E S AR
Herpr s

L. Manage Queue-Auto Response Relations
Actions Overview
T Queues without Auto Responses QUEUES AUTO RESPONSES
DevOPS default reply (after new ticket has been created) (auto reply)
§ Junk default reject (after follow-up and rejected of a closed ticket)
Filter for Queues )
Office (auto reject)
Just start typing to fitter... Raw default follow-up (after a ticket follow-up has been added)
Service Desk (auto follow up)

default reject/new ticket created (after closed follow-up with

Filter for Auto Responses new ticket creation) (auto reply/new ticket)

Just start typing to filter...

18: & B SR A Bl

2.5.1 FHENG  H B LR

AR — A BB 5 BE H B
1. sy BABIZ ) — AN BAS
2. LEFEE i AF AN E SR
3. siihh PRAFEL PRAF IS8 it

VEAR: R R A BN AR TR 2 AN S BCLT BB o i B SN TIT A S B

VEMR: WER ARG T 24 AN BBAS A8 T D8 A HE T S\ B DR ) 44 BROR A Hke 2E 1) F 3l
IVERIR I
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Change Auto Response Relations for Queue Raw

Save or Sawve and finish or Cancel

P 19: 1B SUASI SRR B Bl b

2.5.2 B\FI E BN BCE

Fe— 2L BB N M Fogs — BB, DURBEE R o
auto reply- Azh[E 5 1] [ BASIAETH BN 5 1k A Zhmi N AR 45 T > 9 L BAN IS T BRASE 7
B

auto reject [ Zh4E4L 4/ [a) BAB R B T HAEBAN A BB s BRIEIE I B FEZEIT i 1 Sl ok
RIBLHF o

auto follow up- [ ZhERIE >4 H F ia BA B A& 52 0 5 51 HLAE A B o ok BREEE TS & o nT CARE . sk E 3
NG R IR T .

FENEI S OFT T8 R 1 BAA A% ST HLAE BAS v by SRR ST OB A AN 1k 1 2l iy s
FIEE o

auto remove- 130 % i HMERIET S » b B s oK RS .

Ef: BEhRIE . AERER B3R E AR T HARYE A BB A TG o« SEABAIRAT A ER .

2.6 i fixifs

AIARHEALTT s R P e o 505 7 T RET AN B /7 EEANKIE AU Mg (AR 7 o

OTRS R At T M AR Aef — > EA S G i A vHE AL A5 2 B A (K 2R, o BAAIRRZ B TR0y AR Rnas 4, g
SN AR A AL AT B DR X R AR EA 7 PR

i) % T T AR B — A sl AN o il (O] % T i IR A

AT FH 0 B 1) R G N I3 BT i) OTRS 3 LA S bRl M5 o i) B8 BLhE 307 T TR i 4l
R 737=y 87 s L

2.6.1 & ) ik

A LI A Mg
1. gl ZE LA iy 0 i) o 15 H L
2. HEMIHTB

2.6. I fxik 23



OTRS Administration Manual, % i 7.0

a« Salutation Management
Actions List
[ +] Add salutation NAME COMMEMNT VALIDITY CHAMGED CREATED

system standard salutation (en) Standard Salutation. wvalid 09/18/2018 15:17 09/18/2018 15:17

Filter for Salutations

Just start typing to filter...

20: il kT B B

3. widli fRAFHEHL

i TEANRGETMIERRTE o RAEE IR AR EE B E ol i ook e

A T A A
1. sl MBS P ) — A RS
2. BB .
3. il PRAEEL R AFIH 56 LA

VMR WERARGE I T Z2A R, AR AR, BIA] 0l RS A A 4Rk o [ T

ey YEAEIEX BT W R TR E AL BASIR R, SRR A I 18 1 T A BA AR A A
FIX 4 o

2.6.2 o) frifEix s

AN e A UL BEUNS T DM DU IR o AT A S T BUZ U BL

ARR* BEBHRI AR o T BRI T B A AR ALK 74T WA KS TR o AR s e R
ts

T i T RS TEOE T T IR TSk IR SOAS

ARNE * BRI TRIR AT o WERIE T B B ARG AR BEEET I AXAE OTRS Al H] « Kty Brist
A TER I AR AR L R BN LA

VR BRI e o T, UG 2R I BOETE O A Se B R I BEURAA . DR
R R EME R .
2.6.3 [AfRIFA R

AESCA AR A ] DO RBEAT MR i A o A2k, FOh OTRS #R%%, fE/ERGH BN OTRS #4it o 71
CUNIT R GRS A R B (4 T BRI

Wt , A5 E <OTRS_CUSTOMER_DATA_UserLastname> 9 N INEER , LMEASIEUIFAED .
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Add Salutation

* Name:

= —

~ | size -~ A~ B}~ T, | [& Source QQ 1

# Validity: | wvalid
ol

Save orCancel

21: IS0 Tk o B e

2.6. [i)fxifs
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Edit Salutation

# Name: | system standard salutation (en)

Salutation:

* Validity:

Comment:

B I US

1
2

(1]
-
]
L
I

Format - Font -

Dear <QTRS_CUSTOMER_REALNAME>,

Thank you for your request.

valid
Standard Salutation.

Save or Save and finish or Cancel

Bl 22: G il ok i b

It
11
m
B
11

A~ - I, [& Source Q)
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Hint

You can use the following tags:

<OTRS_OWNER_*>
Ticket owner options (e. g. <0TRS OWNMER UserFirstname:=).

<0TR5_RESPONSIELE_*>
Ticket responsible options (e. g. <0TRS_RESPONSIBLE UserFirstname=).

<0TRS_CURRENT_*>
Options of the current user who requested this action (e. g. <0TRS_CURRENT _UserFirstnames=).

<0TRS_TICKET *>
Options of the ticket data (e. g. <0TRS TICKET TicketMumber=, =0TRS TICKET TicketID=,
<0TRS_TICKET Queue=, <0TRS_TICKET State=).

<0TRS CUSTOMER_DATA *=
Options of the current customer user data (e. g. <0TRS CUSTOMER DATA UserFirstname:=).

<0TRS_CONFIG_*>
Config options (e. g. <0TRS CONFIG HttpType=).

Example salutation:
Dear <0TRS_CUSTOMER_REALNAME=,

Thank you for your request.

Kl 23: R AR

Dear <OTRS_CUSTOMER_DATA_ UserFirstname> <OTRS_CUSTOMER_DATA_UserLastname>,

Blhn, XAARZEY N -

Dear Lisa Wagner,

2.7 k55 PR

TR LA NG AL 25 7 RIS TR SR o RN R IR 95 AR T o I ZTAE 249 5 1A I T PA) 2 (468 il AL PR AR B2 i )
SUBMUR R T %6 o IS5 N G U W] BB 2038 A, AR 1B T AT+ .

OTRS A] IR - il /2 B 1 755K > JF A ARSS A ¢ SLA D I FE . OTRS A%t 7 61 # A2 457K
ORI AT RV, WREE ST RS R TR o BEANSLA AT LU EE 2 FIRSS > I SUIRSS R T+ ) my
FTE

5 FH e B 4 1T 1) RGN IR 55 Bl PRl o BRAATE DL R 5 1) OTRS 223 AN S AT AT AR 45 ZOm Uil o B 55 2
M PR BEFEAT T TR BEE AL RSSO U e

Z:

SEAG I ThAE , WGl REE A N R RS E BOE Ticket:Service » DUEAE TSP TR o
AT DA o 20 RS T v R b R B P A B R

2.7.1 E RS DO

2.7. W55 27
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a« SLA Management
Actions List
B Add SLA SLA SERVICE COMMEMNT VALIDITY CHANGED CREATED
Mo data found.
Filter for SLAs

Just start typing to filter...

24: IR 55 Z0m Wh e B

VEMR: ASINARSS GO DI CE SR B A — DRSS IR MBI R e o EHSS DR B AR 55

A LIRSS GO X
1. R ZE MR 50 SLA 424
2. HWELHTE .
3. wiili TRAFHEHL .

i RN ARGETMIERIRSS G PR o RREIERDRE A7 RV IE TR B O TRl ik i e ORI EATT

A LGRS O P
1. w5 GO BRsB 2 K AR5 G PR
2. BB
3. sl PRAFEL RAT IS8 Al

VEME AR RGN T 2 ARSI 5 18 P A 08 4 M e e N\ 5 U0 ) 42 R A R 5 1) I 55 401
.

2.7.2 WAL s

ARG A UL DEURINS T DME I DU B o AT LS (0 BUR T BL
SLA * MWHIRIIAFR o W AFEL 7 BOT AT R R B 74T, WK E FREMEA o« A FRR R 7ERE NS
S

R5s LREEF ML UG SLA — A B ARG .
HIG e SCHBABUK TAER R H o HIDE RSN E e .
THg - MR TR] C 228 O BRg5 A 5355 P IBOR i SRV IR dse K AR I ]

Va5 DS I e 1) 1 NS A RN < ol SR O WS RS R R AP B/ VA 1 P /-

THe = BUB IR C 2B O RS N B KR 2 8] SRV s I AR I A
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Add SLA
# SLA
Service:
Calendar:
Escalation - first response time [Motify by )
(minutes): 0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.
Escalation - update time (minutes): [Motify by )
0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.
Escalation - solution time (minutes): [Notify by )

0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.
» Validity: ~ valid
Comment:

Dialog message:

#

Is being displayed if a customer chooses this SLA on ticket creation.

Save or Cancel

25: IS INAR S 2 A sl 4
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Edit SLA : VIP customers

# SLA  VIP customers
Service:
Calendar:

Escalation - first response time |0 [Motify by )

(minutes): 0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.

Escalation - update time (minutes): |0 [Motify by )

0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.

Escalation - solution time (minutes): |0 [Notify by )

0= no escalation - 24 hours = 1440 minutes - Only business hours are counted.
» Validity: ~ valid
Comment  This SLA is for VIP customers.

Dialog message:

#

Is being displayed if a customer chooses this SLA on ticket creation.

Save or Save and finish or Cancel

26: Zh 4 55 20 D U5t

30 Chapter 2. THXE



OTRS Administration Manual, % i 7.0

TH = fRRISTTA) C 2Bl ) R T EbRIC A AR 2 1T SR VR R AR ] .

R WRFETIT T, R AR AR .

AR BEE LTI o W R BU BN AT AR BRI RIATAAE OTRS AR i ] o H5t 3 Bzt
By JCRE i I AR AR L BB IR AL

VERE IR B IEAS I TR o O TN, R SR ZORE I T B E i A e B R T R B IE . DRDA TR
B o EM R .

XPTEHEV R W R P AR A Tk et SLAC AAEAMBN B 5t ) MLE 7R o

2.8 i%%

X HRSS G (A3 SR N AR 52 5% Wi (1 IR 55 EAT 2328, DAIE A MLIBE 38 4 S A AR AL 1 i) L o R SR T A IR S5 A
SAHR T AAR RT3 1) o = 206 B ) D% JROR AR L i) L ity S ST rp B S ) I 55 A7 B 1 i) ALREA T
IIRIFEALIERRIAIBA

OTRS AVFASIN N K2 P S I BT A IR S5 o X LLIRSS AT RERH Ja 985 2R 55 200 DM LAR DRAR I 72 7 5
PSR I g o

A8 T L e 8 v 1) REGER IR SS o BRAEDL R » B OTRS L A S ARAT RS, o MRS B GRAEAL T T
BAL MRS R .

3 Service Management

Actions List

[+] Add service SERVICE COMMENT VALIDITY CHANGED CREATED
Mo data found.

Filter for Services

Just start typing to filter...

27: R4 2L %
Z:

TG BLDIRE » A0 el REUE BRAL N 1 RS0 E 0T Ticket:Service » LUMEFE TR EATLESE o
ST L R A A R R B A B R

2.8.1 E RS

A EAIN RS
1. mhe ZE A b iy AR 55 dc .
2. HE B
3. sl TRAFFEHL -

B ERNARGTMERIRS: o R BRI A Jo Rk N e ROk I AT EATT
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Add Service

* Service:

* Validity: ~ valid

Save or Cancel

28: WSk 55 bt

T g — RS
1. AR IR P I — AN RS
2. BSTE .
3. i TRAFEL LRAF I 58 AL

Edit Service ; Test service

* Service:  Testservice

* Validity: ~ valid

This is a test service.

Save or Save and finish or Cancel

29: Gl ik 55 b

VEMR: WERARGE N T 2RSS, RS A EIERI A FR, RV A L Dk SR AE RS E S5

# & Changing the name of this object should be done with care, the check only provides verification
for certain settings and ignores things where the name can’ t be verified. Some examples are dashboard
filters, access control lists (ACLs), and processes (sequence flow actions) to name a few. Documentation
of your setup is key to surviving a name change.

2.8.2 koS UE
VR IR UL BRI RV DU BEE o b R S I T B L AT B
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M g% * BEBEI A AR o AT AR T Boh A AMEAT RN 74T W RS 7 REA S o A FRH BonE M MR
s

- giRgs ATUAEBAT IR SS FAS B IR S5 AE 2 TR ST o KGR SMSS TGS

AN * BRI A o WERIE T BB ARG AR SR BT AXAE OTRS HAEH] « K v Br st
LA JERER I SR 2R L E BRI A

VERE [EBEEA L EAS o O T I R BUG ER I T BUR TS AT SE R R T K BRI RE
(CRERTAZ TR R L

M R HIRS P icss T TRz T sE AR Ieds B ok v BN B 20 0 P i)
BRIAIRSS » A BEAE T pERE PRI IR S5 -

2.9 %4

ANV TE S AN AT A S RAERF OB P R G o 03 TS M A AR AL AL F 4055 C e ] D 2 5%
TR JEL IR A 2B 5 PR 6 B R — 227 1

OTRS 7EiX BNt it 55 el s AR TR, SO R8T — AN A S G AR AL RO TR R L o BAIREEE: ) ok
T B ANZE A T e SO A A B A mT s Dok 3 R OB A 1 PR

B4 VR R A e AN o AN Tl A TR

A HT MG B AE T LU RGN INAE 4 o BT OTRS Zede DO S ARHERE 4 o B4 FLBEARAL T TRBEE A 24
L2 L

w Signature Management

Actions List

Add Signature NAME COMMENT VALIDITY CHANGED CREATED
system standard signature (en) Standard Signature. valid 11/16/2018 08:26 11/16/2018 08:26

Filter for Signatures

Just start typing to fiiter...

2.9.1 HHZY

AEIIN— A
1. R ZE MRS P i a8 4% 4
2. HE B
3. wili fRAFFEHL .

B ERNRGTMERE A o AR AR IR A e I N e ROk 15 A EATT .

BN
1. R RFIRP Y .

29. ¥4 33
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Add Signature

* Name:

o B I US = := i

Format - Font

# Validity: | wvalid
ol

Save orCancel

31: NN bt

= —

A- - I, [o Source ) 1
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2. BT B
3. siihh PRAFEL PRAF IS8 it

Edit Signature

» Name: |system standard signature (en)

Signature B I US| ;= := EFle 2 === =
Format - | Font ~| size ~| A~ I}~ I, | [ Source () 3
Your Ticket-Team

<QTRS Agent UserFirstname> <QTRS Agent UserLastame>

Super Support - Waterford Business Park
5201 Blue Lagoon Drive - &th Floor & 9th Floor - Miami, 33126 USA
Email: hot@example.com - Web: hitp:www.example.com/

* Validity: = valid
Comment: | Standard Signature.

Save or Save and finish or Cancel

Kl 32: GifR2E4 it

MR WERRGPININ T 2404 WA ZIEK A FK, RV ATAE A e A & SR 2 254

el RIS R B R TR B AR DAL, JEaf A i ok 8 5 1 BT AT AR A A 2%
X% .

29.2 BYWE

ARG A UL DEURINS T DME I DU CE o AT LS (0 BUR T BL

YBR* BEBHIE AR o AT AT BT AMEAT R B AT O RE T RIS o MR R E M R
S
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B4 CE BT IR RSO .

ARNE * BCEIE BRI AR o WERIE T BOREDY ARG WA BEE BT A AE OTRS WA « Kt 7 Bris
B TERE I R AR L BRI KA

VERE IR B AS IR R o O T, R IR 2R T BORTE il A e B ) T I BRI IE DDA TR
W Bos R

2.9.3 XX E

FESCA AR A ] OO AT AP iR o A28, B OTRS #R%%, fEZE R BN 4 OTRS #iik o 7F
U ORT CORART AR AR A R B 4 R AR AR IR

Hint

You can use the following tags:
<0TRS_OWNER_*>
Ticket owner options (e. g. <0TRS_OWMER_UserFirstname=).
<0TRS5_RESPONSIBLE_*=
Ticket responsible options (e. g. <0TRS_RESPONSIBLE UserFirstname=).
<0TRS_CURRENT *>
Options of the current user who requested this action (e. g. <0TRS CURRENT UserFirstnames).
<0TRS_TICKET *>

Options of the ticket data (e. g. <0TRS_TICKET TicketMNumber=, <=0TRS TICKET TicketID=,
<0TRS TICKET Queue>, <OTRS TICKET States).

<OTRS_CUSTOMER_DATA_*>
Options of the current customer user data (e. g. <0TRS_CUSTOMER_DATA_ UserFirstname=).

<0TRS_CONFIG_*>
Config options (e. g. <0TRS_CONFIG _HttpType=).

Example signature:
Your OTRS-Team

<0TRS CURRENT UserFirstname> <0TRS CURRENT UserLastnames=

K 33: 4 A

51, AP/ <OTRS_CURRENT_UserFirstname> <OTRS_CURRENT UserLastname> ¥ JEHIRS A G
LA, RVPRRE SN .

Best regards,

<OTRS_CURRENT_UserFirstname> <OTRS_CURRENT_UserLastname>

Bt IXAPREEY RN -

Best regards,

Steven Weber
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2.10 FEfE iR

AE N DA WL A AR 25 B 3 BOGE N OTR SRECEFHRAE o BeAh» 7R 77 Tk 1) B R
THOUT 2N TR RAFRIICR .

OTRS K hif5 A = a5t I vl BBOMZIE (5 AT B, 5 P fE—FF o
TSRS —SE BRI SCAS s w] FE B R IR 55 A 03 S PR 5 T B i [,

AT e B S ] T84 RS B « BRI BT > BT K OTRS 22 AN EL B AR RIAF AR o R AR AR A
B alAE T B AL A AR e 5]

_ Manage SMS Templates
Notice List
TYPE MAME COMMENT VALIDITY CHAMGED CREATED DELETE
To be able to use SMS cloud service in OTRS, No data found.
you have to activate it first.
[~ Activate SM5 Cloud Service
Hint

ate is a default text which helps

your agents to write faster tickets or answers.

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

Pl 34 Je 5 ARy B

2.10.1 B ERAGAE AR

VEAR: 2AE OTRS IS 2RSS, 2 JoAE 2 155 Bk rh A E .

Motice

To be able to use SMS cloud service in OTRS,

YOLU have to activate it first.

= Activate SMS Cloud Service

35: WiE R IRk gs

A LI AR AR -
1. e ZE A AR K AR A AL L
2. B LIATEL
3. siilt PRArdAl -
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Add Template

& Type: | Answer
* Mame:

% Template:

* Validity: | valid

Save  or Cancel

36: WS IR AR B 4

A7 B G AR RAR -
1. s AR BB AR P K AR AR
2. BB
3. sl PRAFEL RAT IS8 et

A7 EHBSR AN RLAE AR -
1. s R B S B B AR
2. i WAL .

VEME SRR RGN T 2 AR AR D) R T e i A BN 4% P BRIV A R R PR A AR

2.10.2 e {i BiAR i

AN L BRI, TR DU B o bR S I T BOR LI B .
A AR AR BT T AR A H K o BT LU
(152 A T BB R RO AR A S b A S 05 [P S T SR mig .
s AT P s TR .
ShJFEAR T 5 10 T e B ) 2 7 R AROSORT LA

38 Chapter 2.

THRE



OTRS Administration Manual, % fii 7.0

Edit SMS Template

* Type: Create
* Name: VIP customer
Your ticket was created with number

% Template:
<OTRS TICKET TicketMumber=.

F:
Hash message CJ
Show message directly without user interaction and do not store it automatically
(support may vary by device and provider).
# Validiny:  valid
Comment: | Auto response for VIP customers.
Save  or Cancel
Bl 37: S A5 BAR b 4F
List
TYPE NAME | COMMENT @ VALIDITY | CHANGED CREATED
Answer Test valid 1001602018 11:11 (Europe/Budapest) 10v16/2018 11:11 (Europe/Budapest)
Pl 38: I3 Jod A% BEAR o

DELETE

39
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SR IR o T LA B AT 50, AR S R RIA S o 44 Bk S or v
i

B A akgs F AR IESC .

Bt SR UUROR R RSO BRI 918 M FAF o (HAZ, WEREAIKEE 160 N34T, MAEIIME
SR 163 DN FAFIIBL, SRJE FHAIE B NI THL o BATEEBORE I B2 HI4E 160 74T AN o

Frivd & ERRE R E R ACH AN BBl Rees B S AR LR AN R I SCRFREEEAN— Do

I
AR BCEILTEAAT RN o W R BOs BN AT AR SRR RT A AAE OTRS A H] « H5 by Brist
B ToRE I TR AR L E B BRI A

VERE RUEBE AT AR R o O TN, R IR ZORE T BORE i A e B T R B IE . DR TR
B oM R .
2.10.3 JEfritR AL &

FESCA AR AR 5 T AR REAT AP ¥R o A28, B OTRS #R%%, EZE R BN 4 OTRS ik . 78
CUSIIT R CORART R RE AR A R B 0 T AR AR RS

%N, A5E <OTRS_TICKET TicketNumbers> J &N TGS, ARGFMEFRAOEWFHE .

Ticket#<OTRS_TICKET_ TicketNumber> has been raised in <OTRS_Ticket_Queue>.

Bt IXAIREEY RN -

Ticket#2018101042000012 has been raised in Postmaster.

2,11 JE{5H BAAI

B S AR IR BB, B0 3 SRR AE 5K, W RES IR BT HAR R T, RO & 2R T A BT BA S U= R
S RAT .

OTRS i #4 REMS PR HICRE I8 4 FA R A5 AR 2 I 28 A AT A 35 AR T B A5 I BA 5 AT Al DR 2845 L BA s 1Y)
TGS N

Ao A B AN RS BREARAS In B A e ADBAF o B GRAAL T TAR BRI AR BASIAR
Berpr s

2111 FEAEAERMR BIIERR

A ER SRR e g — D e AN A -
1. mle JAERAE R 1 AR
2. WEFE AN SRR KIBAF
3. wiilt PRAFEL PRAF IS Al
AR BB i A N AR
1. mde BB — AN
2. JEFFEEA A (0 HE AF A
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Reference

You can use the following tags:
<0TRS_OWNER_*=
Ticket owner options (e. g. <0TRS_OWNER_UserFirstname=).
<0TRS_RESPONSIBLE *=
Ticket responsible options (e. g. <0TRS _RESPONSIBLE UserFirstname=).
<0TRS_CURRENT _*=
Options of the current user who reguested this action (e. g. <0TRS _CURRENT UserFirstname>).

<OTRS_TICKET *>
Options of the ticket data (e. g. <0TRS_TICKET TicketNumber=, <0TRS TICKET TicketID=,
<0TRS TICKET Queue>, <OTRS TICKET States).

<0TRS _TICKET DynamicField *>
Options of ticket dynamic fields internal key values ( e. g. <0TRS _TICKET DynamicField TestField=,
<0TRS TICKET DynamicField TicketFreeTextl=).

<0TRS_TICKET DynamicField * Value>
Options of ticket dynamic fields display values, useful for Dropdown and Multiselect fields ( e. g.
<0TRS TICKET DynamicField TestField Value=,
<0TRS TICKET DynamicField TicketFreeTextl Value=).

<0TRS_CUSTOMER_DATA_*=
Options of the current customer user data (e. g. <0TRS _CUSTOMER_DATA UserFirstname>).

<0TRS_CONFIG *=>
Config options (e, g. <0TRS_CONFIG HttpType=).

Mote: Create type templates only supports this smart tags: <0TRS_CURRENT _*= and <0TRS_CONFIG_*=

Example template:
The current ticket state is: "<=0TRS TICKET States"

Your mobile phone is: "<=0TRS CUSTOMER UserMobile="

39: Ffr i AL

# Manage SMS Template-Queue Relations
Filter for SMS Templates Overview
Just start typing to fiter... SMS TEMPLATES QUEUES
Mo data found. Business Process Management
DirectSales
Filter for Queues DirectSales::BR
DirectSales::BR::Registrations
Just start typing to fitter... DirectSales::CN

DirectSales::CMN::Registrations

40: AT AR L DA (R0 I D% R
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Change Queue Relations for SMS Template Answer - Test

QUEUE ACTIVE

Business Process Management

DirectSales
DirectSales:BR

DirectSales::BR::Registrations

DirectSales:CN

B 41 B SO AR IR BA S

3. siiht PRAFEL PRAF IS8 it

Change SMS Template Relations for Queue Postmaster

TEMPLATE | acTIvE

Answer - Test ||

Save or Save and finish |or Cancel

42: 15 A SRIBR AR R AR«

VEMR: IR RGN T 2 AR RS PR AR RV AT R Dk e AE R R RS
BEAR B A

AT LAAE DA B o [ I 93 PE 22 SRS BERR BB A1) o T3 b 0 SRIR I v el — SR AR sl — AN BAS » KEAR
IEFT T S PR A MR 7 B0 20 4 A B e

Beits ) S SRR AR AN PR B IR 57 e (KR [ B2

2,12 KA

X TR B BRER T DL b 1 AR RS BIRFRE N RSV RESR AR o HEFPATL 55 R E WL A7 B 70k
B TARRIF RIS & BT .

OTR A TR A DR 15 1R IR 55 N\ D3 AR 2R ST IE A AR BRIR L8 T80, RS Ab B o thoh, ml DU T #
R R A RO OC TP TR RS » I T DU TSGR « BAZIAN IR 95 B 2t A T M EAC HEF

T e IR IANRE o ATLAASINE 2 BPIRAS s (HIXSEER YR L DR GREE T AR, i HoR 2 i o0 T2 LA
W AT L

BRUREW T -

closed successful-j{ I/ T OLEM « 5 CE T — MRk T % .

closed unsuccessful-’&I G T H O8N « &7 AT BT R BRI ZEAGIE .
merged-C. 5 I T A A RTTEARF TP E] o

new-#rd THHE A, WA 5IRSANLIKR .

42 Chapter 2. T H.i%'%



OTRS Administration Manual, % i 7.0

open-AbBlrh T HUYHTIEAESE T o BRI SS N ARG R o

AT AR AEBNEF AP TN, TR BCE ) BT R M
SERE HEN RO AERIAAF A BN (RN TRl v B o RIMOR A o
HolPe e BAAP AN )G » N RAREEZ T .
removed- MR TR ARG MR

R B rﬁoﬁ BEP /N Y-

04:45 . 06:45 2555 | AT 40 UE SIS s R AET , 1F RG4S

b Bl B — B T8 o SR — M IN A, gl B )52 02:45

SHUHN RGN E R T E .

A8 L BE 45 ) RGBS RS o BRUIAMEBL T > B OTRS e & LR RS BB T B4l

/N =R ST DA

[ State Management
Actions List
[+] Add State NAME TYPE
closed successful closed
closed unsuccessful closed
Filter for States
merged merged
Just start typing to filter... new new
open open
pending auto close+ pending auto
Hint pending auto close- pending auto
pending reminder pending reminder
adate the states in removed removed

so: http://otrs.github.io/doc

2.12.1 FHRE

%gﬁbﬂ #/\’Ij(;u :

. 43: ’H(:u E’u

- T2 LA ) S IR A LA

2. HEMITB
st DRAF L

Add State

* Mame:

#* State type:

* Validity:

closed

valid

Save  or Cancel

Kl 44 I IRas e

COMMENT
Ticket is closed ...
Ticket is closed ...

State for merged ...

New ticket create...
Open tickets.

Ticket is pending...
Ticket is pending...
Ticket is pending...

Customer removed ...

J#

VALIDITY
wvalid
valid
valid
valid
valid
valid
valid
valid
wvalid

CHANGED

09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17

CREATED

09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
09/18/2018 15:17
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Bl REARGHMERRE o BRI AR IR D ek N e ROk 15 A AT

RIS
1. AR REFIR P —IREs .
2. BB -
3. sl TRAFEL PRAFIF 58 idAL

Edit State

% Mame: new
® State type: | NeW
* Validity: | valid

Mew ticket created by customer.

Save or Sawe and finish or Cancel

Kl 45: gmiiR S b 4

M WERARGHSIN T 2R U5 18T A 0 s M 5 B N A4 R B 5 RPIR S

AR R R GERC B P A PR A0 BRI Ak 5 PR i U 2B 00
RAFIF BB SR N HTE SO R 2 e K B

ACRAT > TENHOH NS EAZEOR S22 I i E « i 2 Tah 58 -
BOH BUH B ERAE .

#:s5: Changing the name of this object should be done with care, the check only provides verification
for certain settings and ignores things where the name can’ t be verified. Some examples are dashboard
filters, access control lists (ACLs), and processes (sequence flow actions) to name a few. Documentation
of your setup is key to surviving a name change.

2.12.2 RARE

ARG A UL DRPRINS T LME I UM B o AT AT (P BUR T BL

YRR SRR AR o AT LR BT BOT A AT R B AT B4 RS T REA SR o SRR R AERE N
S

RS > FARESERER B — AN, WRA 2RSS AR, W ER e 1%k . LR
A

« closed- . % 4]
+ merged-. &
* new-Fr &k

- open-Ab#EH
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MNotice

This state is used in the following config settings:
m ExternalFrontend:TicketDetailViews### StateDefault
® Postmasterfollowlp5tate
® PostmasterFollowlp5tateClosed
m Ticket:Frontend::AgentTicketBulki##State Default
® Ticket:Frontend::AgentTicketCom poset##StateDefault
m Ticket:Frontend::AgentTicketEmail### StateDefault
® Ticket:Frontend::AgentTicketEmailOutbound#itStateDefault
® Ticket:Frontend::AgentTicketFreeText#i#StateDefault
m Ticket:Frontend::AgentTicketMotefffitiStateDefault
® Ticket:Frontend::AgentTicketOwner##iStateDefault
m Ticket:Frontend::AgentTicketPhone###StateDefault
® Ticket:Frontend::AgentTicketPhonelnbound##5tate
® Ticket::Frontend::AgentTicketPriority###StateDefault
® Ticket::Frontend::AgentTicketResponsiblef##StateDefault
® Ticket:Frontend::AgentTicketSME##45tateDefault
m Ticket:Frontend::AgentTicketSMSOutbound###StateDefault

You can either have the affected settings updated automatically to retlect the changes you |ust made or do it
on your own by pressing 'update manually’
Save and update automatically Don't save, update manually Cancel

46: RIS T HE
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. [ABhiEHE
o iR
« removed- %

TEfR: REIALEHUEE X th A RIHLE] TIRAE R B o O 8545 F 3 S 4R BRIR A
KRG MFOREIS . DATE REE AR ARG E RSP TP IE .

ANE > BCEILTRIR AT o WERIE T B B ARG AR SRS ET AXAE OTRS 4] « Kty Brst
BN JERE I R AR LR BRI A

VERE R BERAS IR R o O T R SR ZOR I B i A e R R T R B AE . RUDA TR
(CRERTAZT R A L

2.12.3 R E LI

DA R TR AH O HAE AR R o DRI E G LU N AR
» Daemon::SchedulerCronTaskManager:: Task###TicketPendingCheck
» Ticket::StateAfterPending

2.13 fHifR

Teie 5 TR G828 S (IR A — BRI 2 S0 TR %) I TE SRR TR E o IeAh , FEAN KT
KMMSs G PRIAIERIEEE G2 AL BT R I OCHE

OTRS Bl B it 7 2 Rl b BEFREALIEAS K05 » I B e SOCAS . DUMEE P IR T IS5 A 4%
WA [R) ) Ao ) A 55 o

AT A B 8 ISR LU 3845 o BROATEOL R » i OTRS 22 A S Bt o BB FLBEREAL T TR
I B

3 Manage Templates
Actions List
[+] Add template TYPE NAME ATTACHMENTS | COMMENT = VALIDITY | CHANGED CREATED DELETE
Answer  empty answer 0 wvalid 09/18/2018 15:17 09/18/2018 15:17
Filter

Just start typing to filter...

Hint

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

47: B P
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2.13.1 E R

VMR A7 BRI 5 EOEAE AT B QU B A

AN AR
1. mh ZE A P i A InBEAR Fc .
2. HELITFRL
3. widli fRAFFEHL -
A G MR
1. RS AR
2. BB -
3. sy A7 B PRAF IR 5E gL -
AR — MR«
1. AR S A b SRR B AR
2. it #IAEHL

VEME: USRI RGN T 2 AR U e o A RN AL BRI AT AT AR S AR

2.13.2 BRI E

ARG A UL DRPRINS T DME T DU N CE o AT AT [P BUR T BL
R * ARSI BT T AN A F Y o BT LU «
[EE=R S RN ) VAR I E R
(oL A I T SR ER P S NS
IS bk P 1) 2 Y b A A0 HL A
Fere MRS R n AN .
#E TR .
R JHTHRARR R
PURERUEHE FEGRRE R B P ] T8 T A 55 5 SR AE Hh PR S 5 R SOAS
YRR BEBRIE AR o AT LA T BT R AT R B AT RS T REAN RS o MR RO E M R

Tl BRSO AE F A .

ERTT I AR N A AR B A AR R o TR LR T
gty BBCE AU AE 2 RTE F  JEE N
OREE 2R A AR IR B
W A R AU RO AR T

R ARSI AR AR IESC

=+
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Add Template
* Type: Answer
* Name:
Subject:
Subject method:
Specify if the current article subject should be Combined, Kept or Overwritten with the
subject from the template.
Template: | B f U &= == £ E & £E E| = =
Format - | Font ~| size -~ | A~ ¥~ I, | [s Source () 1
Attachments:
* Validity: ~ valid
Comment:
Save or Cancel
48: USRI B
48
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Edit Template
* Type: Answer
» Name: |empty answer
Subject:
Subject method:
Specify if the current article subject should be Combined, Kept or Overwritten with the
subject from the template.
femplates g U &= i EE = 58 = =
Format - | Font ~| size ~| A- B}~ T, | [ Source Q)
Attachments:
* Validity: ~ valid
Comment:
Save or Save and finish or Cancel
49: G AR B
List
TYPE NAME ATTACHMENTS COMMENT VALIDITY CHANGED CREATED DELETE
Answer empty answer 0 valid 09/18/2018 1517 09/18/2018 1%:17 o]

50: JHIBRASRR it 4

2.13. Hik
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BEPE AT LA T SRR AR I AN B AN B o AT RAAER A B R s A

ARNE * BCEIE BRI AR o WERIE T BOREDY ARG WA BEE BT A AE OTRS WA « Kt 7 Bris
B TERE I R AR L BRI KA

VERE IR B AS IR R o O T, R IR 2R T BORTE il A e B ) T I BRI IE DDA TR
W Bos R

2.13.3 AL &

FESCA AR A ] OO AT AP iR o A28, B OTRS #R%%, fEZE R BN 4 OTRS #iik o 7F
U ORT CORART AR AR A R B 4 R AR AR IR

Reference

You can use the following tags:
<0TRS_OWNER_*>
Ticket owner options (e. g. <0TRS_OWMER_UserFirstname=).
<0TRS5_RESPONSIBLE_*=
Ticket responsible options (e. g. <0TRS_RESPONSIBLE UserFirstname=).
<0TRS_CURRENT *>
Options of the current user who requested this action (e. g. <0TRS CURRENT UserFirstnames).

<OTRS_TICKET *>
Options of the ticket data (e. g. <0TRS_TICKET TicketMumber>, <0TRS_TICKET TicketID=,
<0TRS TICKET Queue>, <OTRS TICKET States).

<0TRS_TICKET DynamicField *>
Options of ticket dynamic fields internal key values { e. g. <OTRS_TICKET DynamicField TestField=,
=0TRS TICKET DynamicField TicketFreeTextl=)

<0TRS_TICKET DynamicField * Value>
Options of ticket dynamic fields display values, useful for Dropdown and Multiselect fields | e. g.
<0TRS_TICKET DynamicField TestField Value=,
<0TRS_TICKET DynamicField TicketFreeTextl Value=).

<0TRS_CUSTOMER_DATA_*>
Options of the current customer user data (e. g. <0TRS_CUSTOMER_DATA UserFirstname=).

<0TRS_CONFIG_*>
Config options (e. g. <0TRS_CONFIG_HttpType=).

Mote: Create type templates only supports this smart tags: <OTRS_CURRENT_*> and <0TRS_CONFIG_*>

Example template:
The current ticket state is: "<0TRS TICKET States"

Your email address is: "<0TRS CUSTOMER UserEmail="

K 51: BibAz i

Bt , A5 <OTRS_ TICKET TicketNumber> ¥ BN T ¥4, AVBRGESITHNE .

Ticket#<OTRS_TICKET_TicketNumber>

Bt IXAPREEY RN -
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Ticket#2018101042000012

2.14 it PR

SR EREAT SO I 2 AHECLIHAN o WPEUE » “PRPEAEMR AR 27 ol “dnfaf PRod 4 thi S0 e A1 27 o A
SUBBAEZ T E IEAEAE RS A AR T S B AR R AL A b T AT 2 R & .

OTRS R0 ILREATAT B, O 3R AU B AN — X 2 0GR I SE » TR R A8 ] T R i) B OB

A FH IR B8 PR — A s AR AN B — A2 MR o EAEHT B IIRE & EAE RGP 2= D — AN A
MBI o BRI T AR AL B B

« Manage Template-Attachment Relations
Filter for Templates Overview
Just start typing to filter... TEMPLATES ATTACHMENTS
Answer - empty answer No data found.

Answer - test answer
Filter for Attachments

Just start typing to filter...

52: A5 BRABARCRIBRAF: (¥ 51

2.14.1 FEFA BHEOCR

A EAIN— LE B ) AR
1. e = AR B MR
2. IEFEEERIMBAR KA o
3. siili PRAFE PRAFIF S8 Al

Change Attachment Relations for Template Answer - Signed contract

ATTACHMENT _| ACTIVE

Product Manual Annex { troubleshooting-guide.doc )
Service Agreement ( service-agreement.pdf }

Save Or Saveand finish or Cancel

¥l 53: & U IR (¥ PR F

AT LA 2 2 AR -
1. mide PR — AN ERAE
2. JEPFEDR UL BT S E R 0 2 AR
3. sl PRAFEL PRAT IS8 pedac ol
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Change Template Relations for Attachment Service Agreement

TEMPLATE | ACTIVE
Answer - empty answer
Answer - Signed contract

Save OF Saveand finish or Cancel

54: BRI (AR

VM WERARGE NI T 2 B, BN EERE DA RIAT A o 2 A 7 e S AR By
.

AT LLAE AN e o [ I 2 0 22 BB o 538 s ARSI B 4 rp B o — SRR sl — N B RN T OT
G AR AR5 e i PR

Bty Vi BB AN SR RIS A (1R [ BE B2

2.15 Bit LAY

S L Oy RS SRR ESCA RN S, DM 20 7 S sl BN Z T AT I > X R BE A — TN W] RE AT
% .

OTRS A LRk 75 B 1 ORI A7 AR TE A RO m] i T BA A (K 20 BE AT

A4 FH G B Ao — AN B AN BRI B — A AN AS o TR UL RE 7 A R — AR — AN A B
FIRGED o AHBERALT TR B AR

# Manapge Template-Queue Relations
Filter for Templates Owerview
Just start typing to fiter... TEMPLATES QUEUES
ANSWer - empty answer DevOPS
Answer - Signed contract Junk
Filter for Queues Answer - Test ticket attributes. Office

Raw
Just start typing to fiter. .. Service Desk

55: A& PSR AT A7) f) S HK

2.15.1 R BAFIC R

AR — A BB 53 L — AR -
1. mhy = AR B SRR
2. JEFIERAS AR (KT B o
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Change Queue Relations for Template Answer - empty answer

<
by
]
=
=
i

QUEUE
DevOPS

Junk
Office

< & & [« €]

Raw

Service Desk

Save or Save and finish |or Cancel

56: &I B

3. wili RAFEL PRAFIFS5E AL
AN AR BB

1. i BB — ARSI

2. BEPEEASIN BB A AR

3. wili TRAFEL PRAFIF 58 edZAL

Change Template Relations for Queue DevOPS

O RILE]

TEMFLATE ACTIVE
ANSWEr - empty answer

Answer - Signed contract

Answer - Test ticket attributes.

Save or Save and finish |or Cancel

57: &M RIK AIREAR

M WERARGE NI T 2 DB BAS BN EER B M A2 K BIT A G 8 A A ey 2 PRSI OA
A .

AT RATEPIAN B b [ I 3 BiE 22 AN BEAR B o 53 8 R SR I B rh B ok — /MR — N BA S s KA T T
Gt SRS e G A B e

Bty Vi A BBAR AN BRI B SIS e (R [ BE 2

2.16 KA

HFI KPIC SR bR ) T T WA LR ST TR . B () BT » FEl A T2 A7
RIS Sy o o T-OUR R BB BT T (KL B Dt F A0 B R BA BUZE RO T R 2

OTRS A/l T 3.5 LN TFRS Y KPL R B A o IT IR & b P F SR KT R3¢ L SR
fos T LA M s U
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LB o] ) RIS INZEAY o BRUSOU R > B OTRS ey & AR 4pRRAY o RAVE T R4 T ik
BAL RRBH e

# Type Management
Actions List
[+] Add ticket type NAME MALIDITY CHANGED CREATED

Unclassified valid 09182016 15:17 09V18/2016 1517

Filter for Types

Just start typing to fiter...

58: SR HL b 4

Wik E Yl ARGV ERAL N I ARG E MR R SS  DUEAE T R T AT IR o ) DU
T R P I B BB BIC B R

Please activate Type first! =

59: JAITE

2.16.1 & HIZEA

A EAIN R
1. s 2 MR i SRR
2. BB
3. il fRAFFEHL -

Add Type

* Mame:
* Validity:  vald

Save  or Cancel

60: AN it 4

Bl ERNARGHMERIA o R AR IR A ek N ROk AT .

AR A
1. RAERRBIR AR
2. BHTBL .
3. wili RAFEL PRAFIF5E et
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Edit Type

* Mame: Unclassified
* Validity: ~ valid

Save or Save and finish or Cancel

P 61: AR

T WERARGTIRIN T 268, RN Z IR A PR, RV Tfd o v S mE 2 sk e 28 .

2.16.2 KA HE

BRI T LUREFR LA R B o b SO B BT

ST I TR o T DI B T T R RS TR . SRR R e
.

TR * BRIV AR . A R B B AT WAV EE AT OTRS HEf . by B i
B T I ok A R R
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CHAPTER 3

i I 5 BEZE W 10 90 S e PR S O AL U0 T AR 3 P BRI (8 R 25 O SR i o A A AL 23 A JE i 2 7 B i
—EHIIIRST > IR ORI IR 5 BRI BE R e BE UM o S A A A BRI Aol BE o W iy 5 24 4 ST AR B )
S .

OTRS Jyfsefit THIEHIBN « AR 2 A TH , DUEE 0O T IRSs o (TR SGUlR bl &
A DU NS S AE 2y RO 25 52 A BN > I SEVE A 11 A AR ] bk o 7 AN S 3o S P20 7 i A2 P 141 A IS
IR o B A Sl [E] SR PR A RE A R Y B AR (AR A B . R I EAIE S A T Z
b T H .

3.1 &L LIE A

O R RE BRI N AT — MM S JLALIRSS A S NN RATHT o 41 OTRS B3 ] i 32
LS NS N SUBER BL T A

OTRS # A4 B TR 57 PH U AN » AERf L2 IR M e ) OK P R0 8 5 MU i) > ELIA FUARAEAA (R SRAT 2L - 4
PG R] DA 55K (SO G A s N A MR R E IR AN PR B OTRS W I 41 A& A -

AP O e PR B SR AR A E A5 N DY S A S 0 o T RS D 0 T AR AT AN 2 A P
SLBAIASEI S

3.1.1 B EAKE

PRSP RN, WBMER DU BCE o AT AR S T BoR IR BL .

FAEN* BT B IERE A 2R AR N B

RO R AR 7 B £ — A s Z ARG A bt R A2 e, .
AL BB AR W DRI T Beh k£ A s AL R AR E -

ZH R DY Tt EERCRR T SR R DA i IR B B BRI S, T DL PRI L8 LR 4241
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Create Administrative Message

* From:  support@otrs.com
Send message to users:
Send message to group members:

Group members need to have permission: [ o P

Also send to customers in groups:

* Subject:

wBody: | B 7 uw §|= =

Format -~ | Font

Send

.';|E

Size

10 U B S5 R

m
B
([l

- I, | [®Source ) 92 9

58
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FIRERILBNZ % ) PRI SR HEIL 2 SORBNZAH K )

W RS T % E CustomerGroupSupport I A4 B4 XA LT .

B EPSN IV RS-
IESC* T ERIESCN A

JTEASBERSI

B A RE PR P R SRR o — HAEH DR M ie TNy s SOl AR IR R 1 -
o LEHT I AR B ) AT
o EROHHA S
o EFEZAT, PFN SR

T AT CAGRER R 55 N BAEREA TR (1) Lo B )

OTRS FZyl & ml i /2 e AT oK o ZEXHL, 73 O3 o] LB AA W B iy A o R DU g e A 358 ok ke A A st 98
B ZF,mEﬂwm%%ATE%mMM BANERH A .

ﬁ%%#%Tﬁ%%ﬁMﬁ%Lﬂ FEFT) OTRS 223t s BRINTHOL N SN S2 e &N o FL 0 A0
B Ar T Sl S AR AN AL PR B AN

A Appointment Notification Management
Actions List
[+] Add notification NAME COMMENT = VALIDITY | CHANGED CREATED EXPORT COPY DELETE
Appointment T 09/18/2018 09/18/2018 L
ificati vali <+
+ Exort Nofficons reminder notification 15:17 15:17

Filter for Motifications

Just start typing to filter...

Configuration Import

Tallozas... Mincs kijeldlve fajl.

|| ovenwite existing notifications?

& Import Notification configuration

B 2: LA T e B

3.2.1 ERLTRZH A

A LI — AN TR 0
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- ZE AR A A sz .
2. AR PLE S E B S B .
3. wili TRAFFEHL -
A TGN TR AN -
- LT PR SN S BN RAE AN
2. R INLE AT E BB S B
3. wili TRAFEL PRAFIF5E AL
AR — AN TR N«
- R PR SR P b AR R o
2. wili #IAFEHL .

List
NAME COMMENT = WALIDITY  CHANGED CREATED EXPORT COPY DELETE
Appointment i 09/18/2018 09/18/2018
vali
reminder notification 15:17 15:17

3: WM T4 38 50 e

AL T TR 0

- o ZE TR R 3 S

2. TEVIFENLFIERE—M7 B LR Export_Notification.yml 3 o
A B NTRLT TN -

- ZEAMTA A - 42

2. EFE—AEAT K L yml 3CHF

3. WUREA S I, WAL B IAER? I .
4. miily SR E L .

3.2.2 TLAEAN K E

IS INECGR B L PRI, AT DM DU R R« A RS B IR B .
Z:
HRaE, ES RPN OTRS 223 A& BN TR $EERE 51 o

HEA IR PRZ 8 AN B E
YRR SRR AR o AT LR BT BT AT R B AT B RS TR R o SRR S AR N
o,

HERE PRI ML (58 o O T SN, L DR T BSOS A AT S0 T IOV » vt
ot BRI A

FEMRSS N G i b v B B s s SO AN AT 72 IR 55 N B3 i 4 B0 P Sz o AT RUAEHT LR 2B I3 -
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Add Motification

% Mame:

Mo

walid
Kl 4: LHARE - A

AN SR AEIR S N DU AP BEE T o S SCRER R AIR 25 A 45 A AR S5 AB

TFIH WA R S5 N Gy v B LR SE o S5 N D3l BLEFOIABER H

s AR D AT ANTTVE o« AR BORAEIRSS N i BB H D
NIV o X HAARRSF LI SR .

Fo o

AT

houd

Appointment notifications
Choose for which kind of
NOTIFICATION = : _ | e v
dppointment Changes you want

" Appointment reminder notification a to receive notifications

a
m
o

Kl 5 AN A TRZ I S e B

25 N Gl B E SR XM S 2 AE M 55 N D3 i 0 U B DR A D XA A P s i B s
ARNE > BCEILTRIR AT o WERIE T BORCEDY ARG AR SRS ETRTAXAE OTRS Al « Kty Br st
Ejj e i N JE R AR L BRI A A

LA

w Events

* Event:

K 6: TLER R - FF
FAF AR AR A DU FEAS SR S il A X AN ST, A T i s T O PEAT Sk g AR TRZYT
FREMFAFAT :
AppointmentCreate {EAIETILGHAT -
AppointmentUpdate 7 BB ML 5T -
AppointmentDelete {EMRILJGHAT

3.2. LS 61



OTRS Administration Manual, % i 7.0

AppointmentNotification X/& ~MRFHRMITIL Fit, K th OTRS P4 b A& N AT o Wi #igy
A5 T8 0T ) H I/ TR C AR SO rid D JF HA B b2l &0 H 39, 0 OTRS sp 4 2R K 7 51l
R GTRA AT IR A

CalendarCreate 7EGIEHEHAT -

CalendarUpdate 7ESEHHIEHIT -
T 1L JEAS

w Appointment Filter

K 7: PRI BCE - T2 g ds
C Ay D AT /N AR A8 g DT C B B B R A D TR B1)3%
HIG AR & =S 5 H T .
Pl R PETHA )78 73 B RERR A
frE RLUETRL I BOEHELE
BEUE N BCLE TL A P BN B 41 R Pk £

RESPURILIELIN

w Recipients

|_| Also send if the user is currently out of office.

|_| Maotify user just once per day about a single appointment using a selected transport.

K 8: FLyid mveE - ek A
ke R NARMCE AR S N By o AT REMIELE -
o XATREEFERIIRSS N 52 C B D
« FrAXEAILC HI D) 2DH AR RS A R .
© FrAXEALC HI OHSBIRIIRS A .
FILGIX 55 N by T LS A sl A WA BOE AN AR 55 A B
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FORGAMIPATRO C BURSS NG D WTRAES Al AN, P RS A sl s -
SR MO PR W LLESE DA, ik A ek s s .
SRRt AR R I, R R 25 N G T AR S AR TE AN .

R RERAGE I ke e 1A% A g 3 T I IR o R SRR A AN A, PR
B H o WA LI AR IR, JF HALrh 7ok sit, W) OTRS Sy 4 ERERAAS & AR TE A
1A o A RAERL & 24 /NI R AGE LB AN, B EIA S IRE .

SESPURIDIRES

w Maotification 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

m
[«

™
An article will be created if the notification is sent to the customer or an

email address.

additional

Email template: Alert

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

PGP and SMIME not enabled.

If signing key/certificate is Skip notification delvery

If encryption keyicertificate is Skip notification delvery

Web View

m

SMS (Short Message Service)

# Please activate this transport in order to use it.

9: ML M BEE - WHTE
JE AN A0 5 P sl AR i 40 7 vk o S840 nT LU R IR Web #L B sk f
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M ST, R 2R .

FAt A N BB PE I AT DA AN AR AR N o A I 5 520570 B L St i
fRAEXE 3 P BT DL R S A3 25 5 7 S R HPEH B  BaE — BHEF
ISR 326 P T 30 460 1) R ISP ABEA

VEME: EIK—A Lttt CFAUE SCPFE R <otrs_home>/kernel/output/html/templates/
standard/notificationEvent/email/ W, 0] LA INEAd B R AR o S WA 11 1l
Wit DLSRBUR] o

JE P VL A 22 4 306 R P B TRURE Jon 2 U R ) HL T ISP

TEfR: EAEHUEIIRE W ER PGP Y] B S/MIME k15 .

SN 18 7 oo/ 8 | L B S Vit e DS LA 18 57 of S ST o e O B T D
PGP 24 AAEH] PGP S PI%5 Bl i) vl TR AF o WERBCAH 17 R G0N PGP #8], WIiE 1A AT
B/
PGP i AUAEH] PGP B NS S i) f IR o W RBCA 17 R G5 N PGP 3 8], WHk 1AN m
o
PGP 24 Fihias 1 PGP 6 30 &N A o 3 M PHREAT B 44 AN o W RBAT ) R e PGP % 4]
U B THANTT L

X SMIME %44 ﬁﬁﬂﬂ S/MIME E P28 30 40 ) R 3~ HEEE o G SR 3EAT 0] RGEVS N S/MIME HiE45 Ttk
ETRANR] WL

1 SMIME i A8 H S/MIME E5 b8 8 40 /0 FE - FUREE o Gn R ¥EH 1 RGN SIMIME IE15, Wit
EIAT] I, .

SMIME 254 MU A S/MIME IE -5 T 38 S 9 HL 1 IS 4 3k A7 26 4% AU o 4 R BEAT 1) R G T
S/MIME GiE-15 Ut AN AT L

vEfE: BEHIEThEE, WER PGP %5 8t S/MIME k1 .

WSRO B PIRIE T B REAE SR/ 28 4% B B U 15 I N AR ) 5725
USRI B RIES ¢ S PEAE SR N E e PGS I R AE T 5

SESBIESIBZN
AT LA HAT A M Ak 3 AU E SCSCAS (R AR S S INTE AN IE SC 2 o BT LLE LR A T OTRS #REFRZE )
*%*izwﬂ@'
T R TE S AL T .
* R S A AL IE SR .

SIS S PR IR I LeiTs 3 DL A AR S o % )7 IR g% N B AT SR AL 2 ) R IR 2% N 5 i
BEPHES « K BIERERGEENE S o SKAEAMMT, HIEKAF
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w Motification Text

w English (United States)

% Subject:

*Text B I U S|S

Format > Font > Size

- I

Q
[ Source ) %9 92

Add new notification language:

K 10: TRZWEEE - WA

3.2. LS
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i & DefaultUsedlLanguages B HUINER CAZAEIE RSO SR LB ASCAA T A« R RS L
AAFAEEA 3 FHIEFE T AT DU BRAS 75 55 ZE R AR N I A SCA o

3.2.3 FZyIH AL =

FESCA TP A A w] UGV R EAT M AL B . }Ei’ Py OTRS 5%, fEAMGH BN OTRS it o &
CUSIIT R CORART R R RS A R B 4 T I RR AR IR

* Tag Reference

Motifications are sent to an agent.
You can use the following tags:
<0TRS_APPOINTMENT_TITLE[26]>
To get the first 20 character of the appointment title.
<0TRS_APPOINTMENT_*>
To get the appointment attribute { e. g. <0TR5_APPOINTMENT _APPOINTMENTID=,
<0TRS_APPOINTMENT STARTTIME=, <0TRS_APPOINTMENT DESCRIPTION=).
<0TRS_CALENDAR_*=>
To get the calendar attribute ( e. g. <0TRS_CALENDAR CALENDARID=>, <0TRS_CALEMNDAR_ CALENDARNAME=,
<0TRS_CALENDAR_COLOR=).
<0TR5_*> or <0TRS_NOTIFICATION RECIPIENT_ *=
Attributes of the recipient user for the notification [ e. g. <0TRS_UserFullname= or
<0TRS_NOTIFICATION_RECIPIENT_UserFullname=>).
<0TRS_CONFIG_*=
Config options ( e. g. <0TRS_CONFIG_HttpType=).

Example notification:

Subject: Reminder: <OTRS_APPOINTMENT_TITLE=
Text:

Hi <0TRS_NOTIFICATION RECIPIENT UserFirstnames,

appointment "<OTRS APPOINTMENT TITLE=" has reached its notification
time.

Description: <OTRS APPOINTMENT DESCRIPTION:
Location: <OTRS APPOINTMENT LOCATION>
Calendar: <O0TRS CALENDAR CALENDARNAME>
Start date: <OTRS_APPOINTMENT STARTTIME>
End date: <OTRS APPOINTMENT ENDTIME>
All-day: <OTRS APPOINTMENT ALLDAY>

Repeat: <OTRS APPOINTMENT RECURRING=>

SREESTESPIEES

i, A8 <OTRS_APPOINTMENT_TITLE[20] > ¥ NFREIKET 20 7457, ARV S N A% .

Title: <OTRS_APPOINTMENT_TITLE[20]>

B, XAPREEY RN -

Title: Daily meeting in the-
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AR H s

2B GUT - PIBNAIT R AR G4 BE Oy Al e S BRI L 2% AR DA ER S 2 T L o AERCLERE LT, HHBL T
A T H AR N BRI S o I R TGIETT I BB AE IR 55 A% A& AR AERRERTEAS .

OTRS 5 {5 HARH o & RRTHE 0 T EREREAE « MM B ATLISA: LL A 5 S AR 55 4% 2 TA) (4%
IR B B S A B B H & o SR H SRS BRAE A7 T A A kN 4L ) Gl A5 H SR .

# Communication Log
Time range Status for: Last 24 hours
Last 24 hours
Show only communication logs created ir 2 >
specific time range.
No account activity No communication logs
Filter for communications
Just start typing to filtter.
= O]
Hint No active communications Average processing time

Less than a second
In this screen you c

w List of communications (0)
ALY Successful (0) Processing (0) Failed {09

STATUS TRAMNSPORT = ACCOUNT v START TIME END TIME DURATION
Mo communications found.

o-0of 0

12: 3 A H St

3.3.1 iifE HGRE

HAF H S DU DRI SRR bR > ST LM AR R RGN RIS IR DL, BAREGR T 1 &
E3:ishiiil 1;: .

w Account status for: Last 24 hours

4 STATUS ACCOUNT AVERAGE PROCESSING TIME EDIT
Mo accounts found.

w Communication Log Details (0)

STATUS TRANSPORT DIRECTION = START TIME END TIME

Mo communication log entries found.

13: kSR D

MR PR T R T BRI A B SR E bR S AT AR AT, e/ NI R R T .
AR R 1 2 sl BAL BT AT AT A 5%, b/ B s 14

HAETEOL WARRG P MRS SIS K s e/

PR AR BRI ] 3R S AR BTl 1 R TR gt
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AT LA ZE A S PRI )y AR A (10 Qe I (R BEA T 0 o BRItz Ab I w] DIShas i JEAT A G BE -
WAFRE I H AT DUE R AR R R THEY

W AR T AR AT, R R TS P BT

w Communication Log Overview (2)

STATUS A TYPE = ACCOUNT START TIME
v Connection C imap.example.com / test3065508080300003 (IMAP) 08/01/2017 09:46:43
x Message (g imap.example.com / test3065508080300003 (IMAP) 08/01/2017 09:46:43

w Communication Log Details (8)

A# PRIORITY MODULE INFORMATION
1 E L3 Kernel::System::MailAccount::IMAP Open connection to 'imap.example.com' (test3065508080300003).
2 (i Kernel::System::MailAccount::IMAP 1 messages available for fetching (test3065508080300003/imap.example.com).
3 ¥ Kernel::System::MailAccount::IMAP Prepare fetching of message '1/1' (Size: 12.3 KB) from server.
4 k13 Kernel::System::MailAccount::IMAP Message '1' successfully received from server.
5 3 Kernel::System::MailAccount::IMAP Message '1' marked for deletion.
6 i Kernel::System::MailAccount::IMAP Fetched 0 message(s) from server (test3065508080300003/imap.example.com).
7 E L3 Kernel::System::MailAccount::IMAP Executed deletion of marked messages from server (test3065508080300003/imap.example.com).
8 E 3 Kernel::System::MailAccount::IMAP Connection to ‘imap.example.com' closed.

14: 345 H G TRANRLIE e %

FEANEAE PP AN H &, XA DUZ JERE R

R RS H RO ok B S TR B R A AR R B AT H RS

TR SR H SR A 5 W S A BEAH DG HAEAT H S R o ALBE R AAE AT B A 5 #n] DLAE I H & rhid
SICERAE TS AE M 1 A IEAEHEAT AO#RAE

T LI I AR A A R R P T IS g, AR E P IEH A4 H o HAEZUOM NG « 8 e #ekr
SEMRSCI BT RA LB B E e B H S H . Horh Error s o

3.4 MRkt

% P B A o P ABPE o AL S AT SREBAALAR - k7 GRS (0 A AL
FURPEHLBEHORIR o T AT B R P %

support@example.org
hr@exapmle.org
sales@example.org

XL R S8, URATREIAT I o T DU A X SRS BRSO AR S IR
AU R R e AR R

OTR AR 45 75 22 4 1 1) [41 A2 B AT e 22 1) o IR btk o S50 1K L IR A Mk > e T Rk ad e 4
W ORAFAE— DT JF HRCEAMRLF o /BRSNS h s IRZEFEEMRI L . AR IbAE 2 AN (o rh T AR
(I NAE AR SR K A I v 3 R

LA OTR REWS AL LT HBAF , 87 E ARG HIAT K L ISk o o PR 2 S0 2 R A 27
Mk AL OTR RERS AR BE 2> AL M1 A o BABI W] ABERL 2 24> it 7 Pt s e 2 JRER o Gl i A
B > T ABEE T T MBA S A i R i
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A8 FH U 7 5 ) RTINS N R G BT BRI o 7R OTRS I O KRR T ANl L o d
L = R A T =R A 22 L 15 B L T 8= A

# System Email Addresses Management
Actions List
Add System Address EMAIL ADDRESS DISPLAY NAME QUEUE MALIDITY CHANGED CREATED
wobl162@virtual .otrs.com Virtual OTRS vo5162 DevOPS walid 0%/18/2018 15:17 0%/18/2018 15:17

Filter for System Addresses

Just start typing to fiter. ..

Hint

Kl 15 7 bk 2 B e

3.4.1 & H TS

A LI T WS
1. m ZE AR A AR SRR kA% A o
2. HEBIHTB
3. mili fRAFHHL .

Add System Email Address

* Email address:

# Display name:

* Queue: DevOPS

* Validity: | valid

Save  or Cancel

B 16: o3 0 s s kb o e

iy TIEARGHIMER -l bk o HREERDH AR o I N e ROREE AT .

M AIN—AN IR R I B A RS » OTRS G ik )tttk 2 326 o 7 IR o 3Xm] ARG 1k v] g
E W2 BB 7N (5 B B S i Dl 1 £ ) SN T o R R o AR Rl I B LR 17 v K R P = B
N3 A B —ABr s g e, T BeAESS -

A LG R R T ISR
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Print Split Bounce Forward Reply All

Reply Reply via SMS

17 fFff=e

RSN i R 15 5 e 5071 s R R 12
2. BB -
3. sl TRAFEL PRAFIF5E et

Edit System Email Address

# Email address: | vod1820virtual.otrs.com

% Display name: Virtual OTRS vo3182
The display name and email address will be shown on mail you send.

* Queue: DevOoPs

* Validity: | valid

T"'-'-'_'-|='I yddress cannot be set to invalid, because it is use N one or more gueue(s).

ymment; | Standard Address.

Save or Saveand finish or Cancel

18: Z 4 L 1 IS dik e

M WERARGEIRIN T 2 AWl SR N BRI K A% AR IV 2B A A e S 1) Pl s
Hbdk

3.4.2 il v

T IERGRAEIL VAT T LU DA TR o b2 B0 7 B A B B
LTS * BSR4 L TP B
GURATE* BRI TR AT B T A AR RS R A o %R R 1
RGN U
. OTRS Feedback
T Your OTRS System

- Welcome to OTRS!

K 19: KRG B
BB * oK v~ A b 1325 in g BRI A st bk R BB o
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VEMR: A IE W AN H Rk S K TR, DU T R T . BB FR TR A A YR I, o iR B AT DA
R MBAE S B At e 2% BBk W B .

AL BEE LRI o R BO BN A7 AR SRR BT AT AAE OTRS ] - by Brist
B TCRE I TR AR L BRI AL

VMR AR I R B AR AT IS, U REAS FLBE BN TRk I I E 2K

FERE IR BRI AR R o O TN, AR BUR SOR I BURGE i AT SE BRI BRI IR, DD TR
W s R

3.5 PGP %4/}

LA R BRI o £ GDPR(EKE AN “— BB RIIER" ) o A URISCE WIS 2 a2
LMD NBHR R 2 — o BARAE GDPR R INE AL SR HBITER) » (HAE S e iy S s AT

OTR AL FEERE T S/MIME iiE -1 8k PGP 2% hnasifs .

VEME H AR AL s AR AN RN P R S5 AR A T

IR 4k 17 R G PGP #8 PGP A5 B 5 4 vl 75 JEAS MUERNALE PGP IR b R 31

w PGP Management

Actions Result
| [} | TYPE STATUS IDENTIFIER BIT KEY FINGERPRINT CREATED EXPIRES DELETE
Mo data found.

a Add PGP key
Hirt
In this way you can directly edit the keyring
configured in SysConfig.
Description: Introduction to PGP

20: PGP 4 Hi jf 4t

3.5.1 &3 PGP %]

dff: #4e OTRS il PGP %8, AUEHIGILIRE .

LER I —A PGP %9
1. S ZE LA i PGP % H¥H
2. pali * BT JARAT I SO A
3. MIHRGhikHE—A PGP #4301k .
4. pidh It HeA .

3.5. PGP %4/ 71
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Motice
To be able to use PGP in OTRS .
1 LTI
= Enable PGP suppaort
Kl 21: JaH PGP #f
Add PGP Key

* PGP key: Talldzas... Mincs kijeldlve fajl.

Add | or Cancel

& 22: TN PGP 85 4H b %

A MR —> PGP #4] :
1. miili PGP S P35I i i b A K As
2. widli #IAEHL .

Result
TYPE STATUS IDENTIFIER BIT KEY FINGERPRINT CREATED EXPIRES DELETE
Mo data found.

Kl 23: Ik PGP %545t 5

VEfE: IR RGN T 24 PGP B, A RHEA AR € PGP %] .

3.5.2 PGP /¢ & ik

Core — Crypt — PGP

3.6 MR B aad Yk s

FEMUR S bR UERR A BEAT OO0 2RI s SRR, JFAERE B BOR R Ip o S AR A A4 [ — NI o 5K
BAREE ) T B AT IO
OTRS I 1 19 MISAFT /2 2 57 o 08 8 oA 152 B HL 3 WS AP P 435 o PR IBGE — DA it o 9> AR 2 Rl AR A

(DL, 9B 5E BIIRSS & 1 T HEAE AT e 2eVR AN T-BAA1 » B4 T S 1] 3 58 A AN R (R TN > DAGI a3 B B O O £
e P Pt R IR 55

A5 P M 57 T 1) R G 0 S A 2 B DA Sk BB o WA P DA e RS B A T A RN AN 2 ) HBA A BE DA A g
P

72 Chapter 3. 8 {5 Flid %1


https://doc.otrs.com/doc/manual/config-reference/7.0/en/content/core.html#core-crypt-pgp

OTRS Administration Manual, % i 7.0

a« PostMaster Filter Management

Actions List

a Add PostMaster Filter NAME
SPAM filter

Filter for PostMaster Filters

Just start typing to filter...

P 24 ISH ey BE DA 3 DRSS A 2R

3.6.1 A PSP LAl U

DELETE

VEAR: VNN R AT P LIRS I TS, EATHE A PR ASClibetical W IEATVEAY -

A7 EEAIN A MR B DO PR -
1. R ZE LA (R S DA e B B3 g g A 4
2. HE BT B
3. il fRAFFEHL -
A LGNSR B G R E AR -
1. el SRS B G el g A 1 — A SR P DY L e
2. BB -
3. wili TRAFEL PRAFIF5E A
A LM WS R 7 BE 53 i g A% -
s e ISR A7 B B DA 1R PP K B SR T o
2. wmiali #IAEHL

List

MNAME
SPAM filter

K 25: I S B 6 o RS

DELETE

s AUARRGE AN T 2 MR R GRS o 0 SR AAH DR I ) S D A R S (R AR

PR ESS .

3.6.2 HISH Y DL I R A AE

AN L BRI, TDME I U W o bR S I T BOR AT B .

3.6. URFEEH I yEDs
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w Example

Filter Condition

leader 1 To \Value 1: | {me|testy@example.com
Set Email Headers

jeader 1: | X-OTRS-Queue Value 1  SomeCueue
K 26: AR PE B33 Ui 4 BEE ]
BEAC 1) AR A B 63 1o i s v R

Add PostMaster Filter

* MName:

# Stop after match: | Mo

Kl 27: WA PO I IS B E - JEA

YRR BEBRIE AR o AT AE T BT AMEAT R B AT RS T RIS o MR R EME AR
S

VEMR: VSN g 0 o — S WA B GO DRI U IO T B 2 A I A Y] B AN P o R
YHRE) ASCIEHAT AIHER . *Eiﬁﬁ%"*qjﬁﬁﬂiff?lfﬁf?, ENMNERITNNA - &7 ASCH 44, T gl
fi] 5T ASCllbetical %} 4 AT HE P

VERC A 50k > BT B D13 pE 4% % ASClibetical i Jy HEAT VAL o BB B E SO SEMEHTE 2 O JESS I VPAY -
1 A WSR2 O DE AR AR AT o
& A2 PR A SRR BE G DE & > (E S U SRR I DEAR IR PR AY

w Filter Condition (AND Condition)

Search header field: for value:

Megate: |:|

Search header field: for value:

Megate: J

] 28: AT PH LI DB As B - 1L uE A A
H]B%’ﬁ PO LR AR B — AN AU AL AT DUMEAE B I AT 3 SRR o AT LU ISk
4 H B AR 1S B 54 HR o SCIf 25 AF

PRI T B M WA TR FE— WAk B x-0TRS Frk s RIGAESE DN FBOPsA—
AME N BT ARk SRR o L 2] DU IE WA S et UL .
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Bt Sk 4% H #1326 vl LAAE RFC5322 3k F o W n] LUK Xx-0TRS kg X it st « ANFIF x-0TRS 3k
J A X
X-OTRS-AttachmentCount X7 HL 7~ 1A H AL 3 B2 C B, 0 Ron AT B IEAE .

X-OTRS-AttachmentExists WIS ERTIIET .  x-0TRS SkiXE N ves» B WR
LA, e B AT no 1A -

X—-OTRS-BodyDecrypted WIHAL NME S0, DIA] L7 hnd 298] DL Bt A n 2 M4 1 1F 3¢ o
X-OTRS-CustomerNo W& [ FHHIZ /" ID .
X-OTRS—-CustomerUser & LLHH%HM .

X-OTRS-DynamicField-<DynamicFieldName> 7t <DynamicFieldName> 7% Bt IR 17 1T 1p
BB InAE BAE - AT RE AR o T3 & F B & ( Hln: A : Notebook, HHi: 2010-11-20
00:00:00, #%5: 1 ),

X-OTRS-FollowUp-* XLEHlf 3k 54 FollowUp C ERIE D FTGEIIMBAESLAH R, H X L8 2 S AL
T T ER AR A

X-OTRS-FollowUp-State—-Keep WIH B E A4 1, WA AN K ERIER EOR A 2 8 o T HORZE o ik,
A LU RS E LI KeepStateHeader A& XMBAEL S

X-OTRS-Ignore WIHK'E A Yes ol True, WIH5E2ZMEAE N E , I HoKiE Ao ¥ HAL #8245 &
e

4 o
X-OTRS-IsVisibleForCustomer {5l [m % M BonfEfh o WIREMIME D 0 5 1 .
X-OTRS-Lock Set the lock state of a ticket. Possible values are 1ock or unlock.
X-OTRS-Loop WIRKHE N Yes Bl True, WAL IMEFF AT N KiE BENE C AR EILR .
X-OTRS-Owner W& LHTAT# 15 N .
X-OTRS-OwnerID W& A HEMNMRES NG ID .
X-OTRS-Priority W& T HINILEH -

X-0TRS-Queue Defines the queue in which the ticket should be sorted. If a queue is set with this
header, this setting has priority over all other filter rules that refer to queues. If you use a sub-
queue, specify it as Parent::Sub.

X-OTRS-Responsible W& AT AP AN .
X-OTRS-ResponsibleID &' [ #6757 NS A ID .

X-OTRS-SenderType WH I WLIAM AR . WTHEMIMEN agent ( fiES A )« system( R% )
B customer( &/ ) .

X-OTRS-Service W& LHFTEMIIRSG o tRMHEH TS, EHEIEE N KRS FIRS -
X—-OTRS-SLA &% & L ¥LHT & IR S5 2 il o
X-OTRS-State W LMPHPIRE .

X-OTRS-State-PendingTime ¥ & T LM HEE I ] ( Nl i x-OTRS-State KEHEARE
Aas ] DU F H 142 FA 1008 i TR) 45 s 46k H A an 20710-11-20 00:00:00, SRS H I o fEH +
S$Number $Unit #3, Hr sunit AfBUZE S CF Dom C 080 ). h C /RS Dk d ¢ K ). HEE
R — AL o AR E R : +50s ( 50 BB JEHE )\ +30m ( 30 7381 ). +12d ( 12 K ),

AR & +1d 120 IXFERIBCE R ATRER , AT LU +36h KA -

X-OTRS-Title & & L EANIFRE .
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X-OTRS-Type W [ ,

ey IXSEIR A Sk 2l i OTRS AR 4EAE M 7 XT3yl AR - OTRS M52 5k 1l i k¥ i
X-0OTRS 3k
Z

MR B SRS -
KRB WERE T WA AT SR A T AR R

B
w+ Set Email Headers

Set email header: with value:

Set email header: with value:

29: WA B G I JEAR W - BEE MBIk
FEATE AR, AT LUGE L D 0 DG P I fi A 434

VB MRk 1 B —A Ry R ik —A x-0TRS #nk» RIGIESH AT BN —AMEAE 0 Bt
& X-0TRS brkMIMH -

Z s
LN B4R T x-0TRS #13k .

3.7 IS B O3 MR bk

EWA AR D EWALGERPFRET T EHIRSS & 0 2 A BIRSS o R BIBAERAT LA HL)
BLHBAE

OTRS fijfk T HL T IBA B E - OTRS M 48 oy PL— AN B2 AME Ay B AR SR TR A R HSA
A FH 5 R B EIR P A I B R GE o WIS B A 1 AR AT IR AN ZEL A ISR A B DL A B Bl

ks WOPUIEPER OTRS 22 M POP 5 IMAP Jik55a% EMIBRIEAE o BOA TR R IR 5525475 Ok B — B AS
USRARAEAE AR 55 4 DR B A0 BAS ORI 24 AR IS R 554 B AR e A RN 5 7 8 D) AR ) B AP I 5% 4 SR A
SIS R .

VEAR: WRIERE IMAP AT BLR R SRR SO o SX ARl T BLIEFEIE 7 A BT

m # k = W Bt B B # R AF fF OTRS % #& E " .bin/otrs.Console.pl
Maint::PostMaster: :MailAccountFetch iy 2 H H ¥ A b i e & I W B 4F o & 0] LL 7 3 $
A7 LR 2 T A B4R 15 e 15 I TAE
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a« Mail Account Management
Actions List
[ +] Add Mail Account HOST/USERNAME TYPE = COMMENT VALIDITY | CHANGED CREATED DELETE = RUN NOW!
mail.example.com / This is a . 10/18/2018 10/18/2018 .
IMAP i valid I Fetch mail
test mail ac... 10:54 10:54

Filter for Mail Accounts

Just start typing to filter...

Hint

All incoming emails wit

ed in the s

be configured via the
Sendmall* settings in System
Configuration.

P 30: WK EE 5
FEERIN e, 2 OTRS Sy BEREEATING & 10 20 Bifgi— i .

3.7.1 EHI bR

A BRI — AN SR
1. e ZE AU iy AN P 4%
2. MG WMIHT B .
3. siili RAFHHL .
A LR — AN SRR P
1. AR B2 i — AN IR
2. BB .
3. i A7 EL AT IR 58 A4
AR — AN AR P
1. A A 21 rb 3 R Pl
2. sty AR .

VR QAR 2 AN IR A IR R R, WU B OG 7 AF B AT T L i AR A A R s W

3.7.2 HRfFIK ) e

AN R L BRI, TR DU B o bR S I T BOR T B .
M A AFSER OO B o SCRF LU B
+ IMAP
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Add Mail Account

* T}f pe: IMAP

% Username:
* Password: 4;@
% Host:

Example: mail.example.com

IMAP Folder: | INBOX

Only maodify this if you need to fetch mail from a different folder than INBOX.
% Trusted: Mo
# Dispatching: Dispatching by email To: field.
* Validity:  wvalid

Comment:

Save or Cancel

K 31: AR AEOR 7 B 4

Edit Mail Account

* Type: IMAP
% Username: test

% Password: aaaaaaaaaaaaaaaaaaaaaaaaaaaaaéfi‘

% Host; | mail.example.com

Example: mail.example.com

IMAP Folder: | INBOX

Only modify this if you need to fetch mail from a different folder than INBOX.

#* Trusted: Mo
# Dispatching: = Dispatching by email To: field.
* Validity:  valid

Comment: | This is a mail account test.

Save or Save and finish or Cancel

Pl 32: gk LR IK 7 57
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List
HOST/USERNAME TYPE COMMENT VALIDITY ~ CHANGED CREATED DELETE = RUMN MOW!
mail.example.com / This is a _ 10/18/2018 10/18/2018 .
IMAP _ valid Fetch mail
test mail ac... 10:54 10:54

33: MHIER B b 4

+ IMAPS
* IMAPTLS
+ POP3
+ POP3S
+ POP3TLS
FUP 44 WBEIR P I 44
R R R
ML RO LA
IMAP SCAS SEUCHR PR ™ R SOk o Fefb SR g A

AR WEARESE T Yes/fZ» WIPPALIFRAT BN 24 AJH B HIERT Xx-0TRS 3k o A4 X-0TRS kA LAFE T
ARG P PAT ISR AT, T U RO OO CAA AT R IR T E 2 .

Z s
FEMAR 1L D nlyE s M yE & R T x-0TRS 3k »
R0 R B A B W N T B P 2 N BT HERE > AT DL AR AN R A K .

T L7 B To: (B fEN) T B & ARGk B B S A NHEPE To: (Bt N) 7 Boh iR BER:
PRI DR E il e ok bk BB B B4 o WA To:(efh N) <7 Berb ik b5 A BB, B
TR B R B BER A T o W RAE Tor (U ) 7 Boh (i bk 55 A7 A 51 2 1) R 48 B A B4 5
WU SRR R G Raw TAS1, AZBASIE BRIN 222 i AR MIAF A 22 53 (I ER A BA A1)

Z
T LUE RSB % & PostmasterDefaultQueue 5 B IS4 4 BE 53 (I BRI BAF) ©
YT . BT A N3 AR 1 20 28 B4 52 B BA A o AEIX IS B0 5 200 A B A Fly skt o

ATNE * PR IR BRI AT o WERIE T BB ARG AR SR BT AT AXAE OTRS Al o Kb v BLis
B TCRE I TR AR L BRI AL A]

VR BRI E A o T TSI, UG 2R I BORTE D A e B R IR A . DR
W WoRfERE R .

3.8 S/MIME i 17

BEARANN G S R A BOR AR AN I R OR3P OGBS R o e A HL R AR R PR T X el
{5 B LA AR 2y

OTR AVFIELE TR ZEIHE L S/MIME UE-15 8KPGP 5] &8s .
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VEME H AR AL s AR AN SN P R S5 AR AT T

A FH I 5 /) R G N S/MIME §EP o« S/MIME & 3 5 54 305 Al AN 21 1) S/MIME SFEP s o

_ SIMIME Management
Actions Results
[ +] Add certificate TYPE SUBJECT HASH FINGERPRINT CREATE EXPIRES DELETE
Mo data found.
[ +] Add private key

Kl 34: S/IMIME % 21t 4+

3.8.1 &2 S/MIME i3

dfi: 7 EAE OTRS HfH S/IMIME UEFS » DA% Jeilf Ak .

Motice

To be able to use SMIME in OTRS, you h
o enable 1t frst.

= Enable SMIME support

35: JHH SIMIME 3

L ERIN—A SIMIME HiE
1. A Ze MR i) A e b
2. sl * WY FEEURAT T SR HE
3. WM RGE ik LE— SIMIME HiE .
4. ks an el .

Add Certificate
* File: Tallozas... Mincs kijeldlve fajl.
Add | or Cancel
K’ 36: s Il SIMIME i 5 5 %%
EfE K bR ————- BEGIN CERTIFICATE ————— AT I ASCIIC base64 ) #8254 it Ak

TR SO, 8 S key . pem BY root.crt o cert.p7b S5 HAAE 2K b Zi#E H OpenSSL 5
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J% o

AR I — MR -
1. sl ZE LA A InAAPI 4L .
2. gl * BB ST IT ST AR
3. WM RGP — DRI
4. piili RATHH .
Add Private Key

* File: Talldzas... Mincs kijelolve fajl.

N L L L L L]

Submit | or Cancel

& 37: %0 SIMIME FA4H i %

A MER—A SIMIME HIE
1. siili S/MIME EF 413 (1 5735 A &I
2. wili #IAFEHL .

Results

TYPE SUBJECT HASH FINGERPRINT CREATE EXFIRES DELETE
Mo data found.

K] 38: M SIMIME 1iF4 5t %%

VEfF: WIRARGSEIMT 24 SIMIME GEFS, T BN ZIR L 19 44 BR B R o D A A 4R 1Y
S/MIME iE15 »

3.8.2 S/MIME [ & 1% 15

Core — Crypt — SMIME

3.9 T HUImAN

A7 A Y3 W] LT 48 IR IR I VA o AR TG 8 ORI AR i B Ak 2 EANBURT BLAR e 7 A 95 A B3 T i
R F0E, I AT DO R 4R s 200 % B 3h S BRI IR S5 A 5

R ) OTRS it L1 S AFI A5 A KA T A0 TR AR G0 BOAEAT < O SR It e BE R S o

PR Fofs TRl ks B R SE o AEFTH) OTRS 223erh, BUANSOL N SN T 2 A THEH o Tl
BB R T B AF M AN AL TRl SR e .
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A Ticket Notification Management
Actions List
[+] Add notification NAME COMMENT = VALIDITY | CHANGED CREATED EXPORT COPY DELETE
Ticket create e 09/18/2018 09/18/2018 " @
vali ) T ]
- Exqor Nomncanons notification 15:17 15:17 g .
Ticket email delivery . 09/18/2018 09/18/2018
) ) ) valid & [} ]
Filter for Motifications failure notification 15:17 15:17
Ticket escalation . 09/18/2018 09/18/2018
! I valid X 23] A
Just start typing to filter... notification 15:17 15:17
Ticket escalation . 09/18/2018 09/18/2018
5 e valid X 23] A
. warning notification 15:17 15:17
EENE M0 (e Ticket follow-up " 09/18/2018  00/18/2018 ., o _
. wali i i L I}
Here you can upload a configuration file to notification (locked) 451 a1
import Ti Jotifications to vour svs Ticket follow-u
I_I11|.CI.‘I icket Notifications to your system. e p ) 09/18/2018 09/18/2018
he file needs to be in .yml format as notification valid e P < [ =
exported by the Ticket Notification module. {unlocked) . -
. o . Ticket lock timeout valid 09/18/2018 09/18/2018 ~ & R
Tallozas... Nincs kijeldlve fajl. notification 15:17 15:17 = T
o Ticket new note 09/18/2018 09/18/2018 + P ~
|| overwrite existing notifications? notification gad 15:17 15:17 - dl L
Ticket owner update 09/18/2018 09/18/2018
X Import Notification configuration o P valid L 3] &
notification 15:17 15:17
Ticket pending
) = _ 09/18/2018 09/18/2018
reminder notification valid 3 <] ]
15:17 15:17
(locked)
Ticket pending
) = _ 09/18/2018 09/18/2018
reminder notification valid L ] ]
15:17 15:17
(unlocked)
Ticket queue update . 09/18/2018 09/18/2018
S valid £ 5 [} ]
notification 15:17 15:17
Ticket responsible . 09/18/2018 09/18/2018
I valid X &) A
update notification 15:17 15:17
Ticket service . 09/18/2018 09/18/2018
o valid £ 5 [} ]
update notification 15:17 15:17

Pl 39: T PRI A B R
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3.9.1 EH T HOm AN

A BN I — AN LR
1. R ZAE MR A I AL
2. R m AN U RS A .
3. miihi CRAFHEHL .

A B m A TR AN
1. AUl TR AN F R i) — AN T .
2. FER T Om AR E S B .
3. mihi CRAFEL IRAF I o8 id sl

A MR — AN LA
1. Rl ARl AN H R i bz SR A K
2. niili AR

List
NAME COMMENT = WALIDITY  CHANGED CREATED EXPORT COPY DELETE
Ticket create - 09/18/2018 09/18/2018
vali
notification 15:17 15:17
Ticket email delivery i 09/18/2018 09/18/2018
vali
failure notification 15:17 15:17
Kl 40: Bk 1538 %0 b
AT T ) TR

1. e AR T S A
2. FEVENLFIERE— M7 & LR Export_Notification.yml (A o

IR

B JRSSRERAE VMY ID B JHE AR Bk S v B ul g | Al dy A4 T R e T .

HEGN T HRIEA
LIS e [ sk s ia Y U R 7S
2. AT Lyml A .
3. WUREE SR BIATIE AN, 1 AU SR BT AN Y SIEHE .
4. pih SAANECE fH .

3.9.2 THIHAIKE

OSBRI IEI , ATDAME DU S - AnE R S B M IH TR .
Z L
IR/ B, ES BB OTRS 2235 404 ZRA T FRal 4
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LA 10 PP R v

Add Motification

* Name:
Comment

Show in agent preferences No
Agent preferences tooltip

This message will be shown on the agent preferences screen as a tooltip for this
notification.

Validity: | valid

41 TrRimsnw s - A
SRR SERIRII AR o AT DL M B i NAT A 2R AL () 4 RS KRS A RERI 23 o« AFRK on fER K
o

FERE LB INBUE (5B O T SN . AR ORI B W S ) T IO VR DR R
4 B (S e

FEMR S5 N Gt v B b SO N AT 2 IR 55 N B3 i i BE P s ol DUEHT DA 300 -
1 AL B RTERSS N S AFBEE o I SR Rl AR 4 T A A G 4 IR 5 N A
AR SRR RS N i i B DLBEREHE o S5 A 53 mT DU RE A BGR HY

=)

R, HFFE DA RE R o AR BRAEIR S N B i s i HERADEE AT
HFNTTE o X HAAFRSS A A SIERE .

Ticket notifications

MOTIFICATION Choose for which kind of ticket v

.
m
o

changes you want ta receive

" Ticket create notification notifications. Please n

Ticket follow-up notification (locked) you can't completely disable

Ticket follow-up notification (unlocked) notifications marked as

mandatory.

Ticket lock timeout notification
Ticket queue update notification

coococooOoO W

Ticket service update notification

42: AN N RS R v
25 N G BB SRR XM S 2 E R 55 N D3 i e U B D A D X AN A R P s  B s

AL BRI o W R B BN A AR BRI BT AT AAE OTRS AR H] o by Brist
L TCR I AR AR I L BRI AL

Events( Fif} )

FF AR HEARE] A SRS SR S il AR AN RN, A T A s T DA PR Sk e AR T
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w Events
* Event:
Here you can choose which events will trigger this notification. An additional ticket
filter can be applied below to only send for ticket with certain criteria
Kl 43: Tl ARE - FF
TR e

CRJak D b/ A3 2o DT E G 25 PR R A /N T 540 3%

VEME R A AT REE R SRS KM RS A T B MINREE , SR

e Lok TR e .

BAF 3oL T BT AE IR

BUE LUE TR IBUEIRE -

1D RLYE TR )T ID .

FPHP D ST ID .

AAETB IAMBRLEMN LB KT B . ARETBRIERINE, WESHA TR 5.

(EfiBuN) 23

W RAELE F/NEhESFET ArticleCreate( 561 ) 5l ArticleSend( EH &L D I, It
INEAEA TR

R RIE NI Sy TR e N 2R . T REMIME N agent( ks N 53 ) - system( &%t ) B customer

CEM .
AT ULEE nhE& AT ILEE . ATREMIME R Invisible to customer( %% P ANTT L ) &Y Visible to customer( %
FrIL ) .

ARG e S RE, RN Chat( WK ) « EmailC H-FHE4FE D ~ OTRS « Phone( Hiif ) 1%
SMS( EfE ) .

AL I R R BRI OR R B s R SR BT RE
bHfE4n I IEMEA
B W IEE AL T B
IESC R UEIESCOA
Wik PEPILTE
RAFN HEREEANT B -
T R B
T ANEEA ] T R A T R .
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w Ticket Filter

State:
Priority:
Queue:

Lock:
Customer ID:

Customer User 1D

Dynamic Fields

Process:

Activity:

Activity Status:
Application Recorded:
Days Remaining:

Days Used:
Emergency Telephone:
Representation By:
Process Status:
Approved Superior:

Vacation Info:

K 44: T RGBS - T jeas
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w Article Filter (Only for ArticleCreate and ArticleSend event)
Article sender type:
Customer visibility:
Communication channel:
Include attachments to notification: | [N@
Attachment Name:
Bcc:
Body:
Cc:
From:
Subject:
To:
SMS phone number:
SMS text:

SMS transaction number:

K 45: T RGBS - (5L sE s
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Wb N L R N B .
AR AT S S PRAE A AT S .
RAESOA PRI AR HISCAS &

RfEF ST LIRS ST .

T A

* Recipients

xend on out of offi || Also send if the user is currently out of office.

Once per day: [J MNotify user just once per day about a single ticket using a selected transport.

Kl 46: T RumE R E - WA

Jeiksn WP NGB RIS NG o W RERIME L -

o OIEZ TS5 N B

o XA T ARSI A B

o PIAEREA T RIS A R

© T ORTE T AT AE BA SR TR e R 55 AR 55 N

© P RIE T BT AE ASI R iR 55 N 57

© P OQE T LRSS IR A G

© T RIEIEA TR A 5

o PITATRZAS T AT S BRI IR 55 A B

o S BHEER PN

o FoL-BHEIFR TR

o THR
FILGIX LS5 N by AT LAk #— A B A WA AN 1 IR 55 A B
SR AP O C DRSS A B D ATLAE S A el AN, FP RSS2 e 8 an .
SR MO P R W ELERE DA, b ik A ek i s @ s .
SRRt IR I R I, RIS R A5 N G AT AR e AR TE AN .

TR RS TR DO I AN A i 3R A A U0 o Ui GG I T RS AN UK
FOBZIA o WERLART C 2 Akl izl s, JF Hikrh 7 biETi, W OTRS ~pyrdt Rk B %iE
FNIITA) o WERAEL 2 24 /NN R AORIEIZAE SN » %R A2 FHIORE o
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TN TE

JE X AN A 530 i P sl A% P i 0 7 vk o S A5 3 mT DU fL IR - Web 1B sk 15

MR AR SR 2RSS .

Fetb Wi BB ) AR LS AR N o A0 I 5 505045 73 b rl 7 S b
fEPEXTZe IRy ILE SR S A3k 45 e 7 AN B P Bk I e — B
HISPIASERR 326 P 330 500 14 HL 1 S PSR

W BIK— Lttt SCHFCE SCPE R <otrs_homes/kernel/output/html/templates/
standard/notificationEvent/email/ H, B LS At B8 FHBEERAR o 152 WA 1P B 44
Ft LR BRG] o

JEPH R S 22 4 e v B TRURE I 6 30 R £ R S

vEff: BEHIEThEE, WERHPGP %5 s S/MIME k1 .

SN 180 57 e oed 3 | 1 B S vt S DS LA 16 7 o S ST A e O b T DI
PGP 254 A PGP # P E 3 AN (1 7B AF o WERBAT 17 R LU PGP #8], WHek A m]

o
PGP fis AUAEH] PGP S HTI AK H iR AF o WERBCA 10 R G PGP #4], WLiE 1A vy
o

PGP 24 A H PGP % B &n i) s WS AF3EAT 2 L R o W &AW R0 PGP %44,
DU M TN AT I

1 SMIME 244 AN H] S/MIME UE 528 383 50 i s 154 o an 3 1 & Seis i SIMIME AiE15, Witk
BEIRAN ] I, o

1 SMIME i AN S/MIME UE -5 i3 40 it s 144 o 0 V% 17 R Geis i SIMIME AiE-15 5 )itk
PETUA AT W, o

SMIME 24 Fjn A ] S/MIME ik 5 X6 38 11 ) HL 3~ WIS AR BE AT 25 44 A& o 40 R8Tl & GEs
S/MIME iE-F5, Mk AT WL o

g BN ThAE, TR PGP %Y1 BS/MIME it .

R A7 FHIRIESS JEFAE B> 2547 8 ] el UE A5 I AP AR 9%
USRS N PIRIETD « SPEAE DN B B P sk 15 I N AR T 735

SERSINTED'S

] DAk ELA A M A 5 ORI E SCSCAR AR E 5 S I A0 I SC N2 B iT RLg RS T OTRS 2 REFRZE
B SUARNE o

FH > RS AL 3 .

1IE3C Y R E S AL IESCUA .
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« MNotification 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,

Enable this notification

method:

Additional recipient email

addresses:

Article visible for customer:

Email termnplate:

Enable email security:

Email security level:

If signing key/certificate is
missing:

If encryption key/certificate

IS Missing:

Enable this notification

method:

Enable this notification

method:

Recipient SMS numbers:

Article visible for customer:

Send as flash message:

Email

(A

You can use OTRS-tags like <OTRS_TICKET DynamicField ...=
to insert values from the current ticket.

U

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
emails).

U

Skip notification delivery

Skip notification delivery

Web View

U

SMS (Short Message Service)

U

U

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

U

Send the message for this notification as Flash SMS.

In case the SMS text message is too long it may be split up into
multiple messages at the end.

90
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« MNotification Text

w English (United States)
% Subject:

* lext:

B I U

Format -

Add new notification language

B 48: TATE AR - AR

[¢) Source
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IO ENTE S LEFE NS IV 1T 5 LA A AL T AN o % )7 5O 55 A G35 A % R 95 N B i 4
BEEPIES o K RIEFERGERNR TS o SHEAMT, KA .

5 1t DefaultUsedLanguages 15 & H Bk A7 7E 38 S0 SCAS ()35 5 R DI A SCARA T - RS b
AAFAEER 3 PR TET D00 ] LA R AN P 5 2 PR A B30 0 SCA

3.9.3 TN H

FESCA A AR B ] UG I AT ML BEE o A, FKOh OTRS #r8%, EZERGH SN 4 OTRS 1 #t o ££
ST MU CGART R R B K T I AR IR A

B4, AFH <OTRS_TICKET TicketNumber> ¥ A T H4gT , ARVFFRE S THRNE .

Ticket#<OTRS_TICKET_TicketNumber>

filtn, IXAFREY N «

Ticket#2018101042000012
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w Tag Reference

Motifications are sent to an agent or a customer.
You can use the following tags:

<0TRS_AGENT_SUBJECT[20]=>
To get the first 20 character of the subject (of the latest agent article).

<0TRS_AGENT_BODY[5]=>
To get the first & lines of the body (of the latest agent article).

<0TRS_AGENT_*>

To get the article attribute ( e. g. <0TRS_AGENT_From=, <0TRS_AGENT To=, <=0TRS_AGENT_ Cc=).

<0TRS_CUSTOMER_SUBJECT[28]>
To get the first 20 character of the subject (of the latest customer article).

<0TRS_CUSTOMER_BODY[5]=>

To get the first 5 lines of the body (of the latest customer article).
<0TR5_CUSTOMER_REALNAME=

To get the name of the ticket's customer user (if given).

<0TRS_CUSTOMER_*>

To get the article attribute ( e. g. <0TRS_CUSTOMER_From=, <0TRS5_CUSTOMER_To=, <0TRS_CUSTOMER_Cc=).

<0TRS_CUSTOMER_DATA_*=

Attributes of the current customer user data ( e. g. <0TRS_CUSTOMER_DATA UserFirstname=).

<0OTRS OWNER_ *= or <OTRS_TICKET OWNER_ *=

Attributes of the current ticket owner user data ( e. g. <0TRS _OWNER_UserFirstname= or

<0TRS_TICKET OWNER_UserFirstname=).
<0TR5_RESPONSIELE_*> or <OTRS_TICKET_RESPONSIBLE_ *=>

Attributes of the current ticket responsible user data ( e. g. <0TRS RESPONSIBLE UserFirstname= or

<0TRS TICKET RESPONSIBLE UserFirstmame=).
<0TRS_CURRENT_*=>

Attributes of the current agent user whe requested this action ( e. g. <O0TRS_CURRENT UserFirstname=).

<0TRS_*> or <0TRS_NOTIFICATION RECIPIENT *>

Attributes of the recipient user for the notification { e. g. <0TRS_UserFullname= or

<0TRS_NOTIFICATION RECIPIENT UserFullnames>).
<0TRS_TICKET *>

Attributes of the ticket data ( e. g. <OTRS_TICKET TicketNumber=>, <0TRS_TICKET TicketID=,

<0TRS_TICKET Queue=, <0TRS5_TICKET State=).
<0TRS_TICKET DynamicField *>

Ticket dynamic fields internal key values (e. g. <OTRS_TICKET DynamicField TestField=,

<0TRS_TICKET DynamicField TicketFreeTextl=).
<0TRS_TICKET_DynamicField * Value>

Ticket dynamic fields display values, useful for Dropdown and Multiselect fields (e. g.

<0TRS_TICKET DynamicField TestField Value=,

<0TRS_TICKET DynamicField TicketFreeTextl Value=).
<0TRS_CONFIG_*>

Config options ( e. g. <0TR5S CONFIG HttpType=).

Example notification:

Subject: Ticket Created: <OTRS_TICKET _Titlex

Text:

Hi <0TRS_NOTIFICATION RECIPIENT UserFirstname>,

ticket [=0TRS CONFIG TicketHook=<0OTRS TICKET TicketNumber=] has been
created in gueue <0TRS TICKET Queues.

<0TRS_CUSTOMER REALNAME> wrote:
<0TRS_CUSTOMER Body[30]>

<0TRS CONFIG HttpType=://<0TRS CONFIG FQDN>
f<0TRS CONFIG ScriptAlias=index.pl?Action=AgentTicketZoom;TicketID=

3.§9T§_£%§E_Tlcket 1D

49: IR B
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H P 4R

iy BT B2 2R R 2 ARG B P RAF K7 SRS BRI 55 S I VT 1) o AAZRM R T I « BEUATBCRR » LARER] - A
P RES U RARAT T BT AR R G EE AR AT B R

OTRS b fit 7o KM TR, AR/ - E b4

4.1 55 N\ 5

g5 6 RARER RIS ) 4 BEVAZAR B 5 o AEASIN < SR (87 10 JE 280 LA R Rt Mg B T 4711 R A4S B 77 1 )
FAT PR R BB — TR R S8, IFAE OTR il sk BRI BE o

OTRS #i W& A~ f5 i 2 OTRS W MRS A i « OTRS I LM I 2 TAN G ol > LA —2ehiid h
Rk o P B BOE B O3 AT USRI A S2 I AL (K e, B AE BRSO IR i 7 1 b Ak
o

PR FR IR 55 N R INBI R ST o BRIELL T > Bt OTRS 2okt HoA7 4 L BABLBR K e 25 A B o IR S5
NGVERLRRALT - AR AL oy N Bt .

# Agent Management
Actions List (2 total)
| (o] | USERNAME NAME EMAIL LAST LOGIN VALIDITY CHANGED CREATED
- root@localhost AdminOTRS root@localhost 10/19/2018 10:18 valid 09/18/2018 15:17 09/18/2018 15:17
sa Super Admin sa{@trash-mail.net 10/18/201805:26 valid 10/06,/2018 09:21 10/06/2018 09:21
Add Agent
Hint

Agents will be needed te handle tickets,

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

10 g5 N DA B B
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Eh YUk T 4452 root@localhost o ASEAE S K ORAEH] OTRS ¢ I8 ik 55 A 5y
IO AR LR o Foh— ANANRIE L V) [ 754 (ACL) SHEZ IRL -

411 FHRS NG

VEMR: AT A cdia P8 )i o 4 RS I s 4R 55 N 5% o A8 LDAP 2 S0 S AN H s g% > I ELAR SR P
B R AR RN o DA C Akl D PR AT ABEE .

PRI — AR5 A B
1. Rl EOARE R 1 RS A B AL
2. WIHMITEL .

3. it (RAEHAH

Add Agent

* Firstname:
# Lastname:

* Username:

* Email:

valid

Save orCancel

2: IS IniRSs N b

iy LIENRGHMERR ST A G o R BEER AR B0 JoRel In i ek el .

EEE S i e YN
1. sk N ABIER P — MRS A5
2. BT B -
3. wiili PRAFEL PRAF IS8 Al

] A AZ IR S5 N A N o EEPAT BEERAE 30 5l G IR 5 N B3 5 ZE LA P 1 G SR A iR 55
N DA N i i v 42

AR ARG
1. AR/ MR A P AR R 737
2. Wk BUR TR B P b i ot — 1 [R1 428
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Edit Agent
Title or salutatior
* Firstname: | Admin
# Lastname: OTRS
* Username: |roct@localhost
Ergoroe
#+ Email: | root@localhost
Mobile

Validit walid

Save or Saveand finish orCancel

3: iS5 N 0L e

VEMR: WERARGHIIN T 2SS NG IR AR ME A R4S 8 55 N B3 o BRINKS OL R X8 i 1000 M

P NARE

AT DA DR IR 55 N GRS I B 2 s 0 R IR 55 N GAAURR o 3X AT BE S BB I 2R M B o W] LAAE AR 55
N 3 e P 7 e 25 N G AT AR o I RAR T A € C HERE 0 UL e s e ey A G o I AL PR

Effective Permissions for Agent

Group Permissions

GROUP | RO | MOVE_INTO | CREATE = NOTE | OWNER = PRIORITY =~ CHAT_OWMNER | CHAT_PARTICIPAMT = CHAT_OBSERVER = RW

admin L L4 L L L4 W L W
users L L4 L L L4 L L L

v L
stats v v v v v v v v v v
v v
e shows e

Table abon ffective group permissions for the agent. The matrix takes inte account all inherited permissions [e.g. via roles).

Bl 4: 55 N 53 A R BR /N B A

4.1.2 RENGRE

ARG UL DEPAINS AT LME I DU N CE o AT AT (P BUR U BL

VEAR: IXLeE AT TN R AR I BROA 7B .

Skfgal Mg T DL A TR In— 2 A RRAETSE . W Mr L Dr. L Jr 4 .
E R & YN B i
PE* RS N B0 .

Z .

LB RGN E X E FirstnameLastnameOrder WE MRS A REREHR o
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P4 BRGNS N RIH P4 .
Y ARSS N S . R A, KA
Email * %55 A\ 53 FIHR A k.

TR IR AT A ] MX DS A A ] RE S B R AT AR B o X TR R G, RHIX
Sk AT e T AN o TSI N DL B .

FHL RS NG THLSH .

AR BEE UL BHRIAT RN o W BO BN A7 AR SRR BT AAE OTRS ] - H5 by Brist
B0 TRl i N IE AR 28 LR BB AL

4.1.3 55 N bt 5 uiii

AT LLA Active Directory® 5 LDAP IR 45 a8 isz BOM [) 25 IR 25 A B4 o
WIRAEH On-Premise :4iuk ((OTRS)) 11X A #&nT LT LR 3640 SR Bl B S 1 R % o

WM CURACE th OTRS (1) % ) it v 7 RN 57 .« 1581t support@otrs.com &k OTRS [/ Mk 5 %
JRRTT RN R .

g5 N BLAIE i i

BUIEDL T users RAFAEIEIIIRSS N 35t o 8T LK H s %54+ ¢ LDAP/Active Directory ) [t i1 &
G AT S IR UE o O T SEIXAN s A Defaults. pm BRI A TER AR config. pm HY o

# This is an example configuration for an LDAP auth. backend.
# (take care that Net::LDAP is installed!)

# $Self->{AuthModule} = 'Kernel::System::Auth::LDAP';

# SSelf->{'AuthModule: :LDAP::Host'} = 'ldap.example.com';

# SSelf->{'AuthModule: :LDAP::BaseDN'} = 'dc=example, dc=com';
# SSelf->{'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)

# SSelf->{'AuthModule: :LDAP: :GroupDN'} = 'cn=otrsallow, ou=posixGroups,
—dc=example, dc=com';

# SSelf->{'AuthModule: :LDAP: :AccessAttr'} = 'memberUid';

# for ldap posixGroups objectclass (just uid)

# SSelf->{'AuthModule: :LDAP: :UserAttr'} = 'UID';

# for non ldap posixGroups objectclass (with full user dn)

# SSelf->{'AuthModule: :LDAP: :UserAttr'} = 'DN';

The following 1is valid but would only be necessary 1f the

anonymous user do NOT have permission to read from the LDAP tree
S$Self->{'AuthModule: :LDAP: :SearchUserDN'} = '';
SSelf->{'AuthModule: :LDAP: :SearchUserPw'} = '';

HH HHR H K

# in case you want to add always one filter to each ldap query, use

(T ERZE)
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(21

T

)

# this option. e. g. AlwaysFilter => ' (mail=*)' or AlwaysFilter =>

— ' (objectclass=user) '

# or if you want to filter with a locigal OR-Expression, like AlwaysFilter =>
- ' (| (mail=*abc.com) (mail=*xyz.com) ) '

# SSelf->{'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.

# SSelf->{'AuthModule: :LDAP: :UserSuffix'} = '(@domain.com';

# In case you want to convert all given usernames to lower letters you
# should activate this option. It might be helpful if databases are

# in use that do not distinguish selects for upper and lower case letters
# (Oracle, postgresqgl). User might be synched twice, if this option

# is not in use.

# SSelf->{'AuthModule: :LDAP: :UserLowerCase'} = 0;

# In case you need to use OTRS in iso-charset, you can define this

# by using this option (converts utf-8 data from LDAP to iso).

# S$Self->{'AuthModule: :LDAP: :Charset'} = 'iso-8859-1"';

# Net::LDAP new params (if needed - for more info see perldoc Net::LDAP)
# SSelf->{'AuthModule: :LDAP: :Params'} = {

# port => 389,

# timeout => 120,

# async => 0,

# version => 3,

# b

# Die if backend can't work, e. g. can't connect to server.
SSelf—->{'AuthModule: :LDAP::Die'} = 1;

H=

You should uncomment the following settings as a minimum.

HERE H SR M55 45 BT A 15 K B A R

SSelf->{AuthModule} = 'Kernel::System::Auth::LDAP';
SSelf->{'AuthModule: :LDAP::Host'} = 'ldap.example.com';
$Self->{'AuthModule: :LDAP: :BaseDN'} = 'dc=example, dc=com';
$Self->{'AuthModule: :LDAP::UID'} = 'uid';

Host HXR%251F) DNS ARk IP .
BaseDN H s I & .
uID HFERARIMENE .

W Af#: 4T Active Directory iIX & sAMAccountName

FAF R Z AN 500 WGk SRR BRI N F) config. pm MBS o WEAAERAEDTA B G INEUE [1-9]

LASR 7 MR 28 1 8 Je TR A i 9 o

4.1. kg5 A\ i 99




OTRS Administration Manual, % i 7.0

### Backend One

SSelf->{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';

### Backend Two

SSelf->{AuthModulel} = 'Kernel::System::Auth::LDAP';
$SSelf->{'AuthModule: :LDAP::Hostl'} = 'ldap.example.com';
$Self->{'AuthModule: :LDAP: :BaseDN1'} = 'dc=example, dc=com';
$Self->{'AuthModule: :LDAP::UID1'} = 'uid';

et A G aeROE ST o 6 ITA G, UID #L AU ME— R, AT R s AR —SeREIE .

FERsw H RS #RD CES R NS AN R ) A ) 200038 1 1w = A I B 45 A Bk o
Ui o EESEILULERAE . W EH Defaults.pm LU NI KNSR config.pm H .

SSelf->{'AuthModule: :UseSyncBackend'} = 'AuthSyncBackend';

TEH 2 AN 5 W9k SB R BRI N E) config . pm M B4 o WA PR AE BT 1B S A I [1-9]»
PAFR7R IR L8 0 e TR A i i o

SSelf->{'AuthModule: :UseSyncBackendl'} = 'AuthSyncBackendl';

WA AR A 25 A 01 A0 b

$Self->{'AuthModule: :UseSyncBackendl'} = 'AuthSyncBackend';

25 N B R0 J it

SRS R 55 N s ASEAERRABCZ BT AS D T3l Ik 55 N s B &b o seah sl DUEA] H SR 55 4%
22 A G H B INALATf 4

J25 N 53 7 et

IR P o SRR, 1S Defaults. pm LA AR ORI S config.pm 1 .

# This is an example configuration for an LDAP auth sync. backend.
# (take care that Net::LDAP is installed!)

# SSelf->{AuthSyncModule} = 'Kernel::System: :Auth::Sync::LDAP';
# SSelf->{'AuthSyncModule: :LDAP: :Host '} = 'ldap.example.com';

# SSelf->{'AuthSyncModule: :LDAP: :BaseDN'} = 'dc=example,dc=com';
# SSelf->{'AuthSyncModule: :LDAP::UID'} = 'uid';

# The following is valid but would only be necessary 1if the

# anonymous user do NOT have permission to read from the LDAP tree
# SSelf->{'AuthSyncModule: :LDAP: :SearchUserDN'} e

# SSelf->{'AuthSyncModule: :LDAP: :SearchUserPw'} = '';

(T ITgREE)
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CEW)

# in case you want to add always one filter to each ldap query, use

# this option. e. g. AlwaysFilter => '(mail=%*)' or AlwaysFilter =>

— ' (objectclass=user) '

# or if you want to filter with a logical OR-Expression, like AlwaysFilter =>
- ' (| (mail=*abc.com) (mail=*xyz.com)) '

# SSelf->{'AuthSyncModule: :LDAP: :AlwaysFilter'} = "'';

# AuthSyncModule: :LDAP: :UserSyncMap

# (map if agent should create/synced from LDAP to DB after successful login)
# you may specify LDAP-Fields as either

# * 1list, which will check each field. first existing will be picked ( [

—"givenName", "cn", "_empty"] )
# * name of an LDAP-Field (may return empty strings) ("givenName')
# * fixed strings, prefixed with an underscore: "_test", which will alwaysy.

—return this fixed string

# $Self->{'AuthSyncModule: :LDAP: :UserSyncMap'} = {
# # DB —> LDAP

# UserFirstname => 'givenName',

# UserLastname => 'sn',

# UserEmail => 'mail’,

#

}i

R H SRR 55 A BT 8 1) dee A R

SSelf->{AuthSyncModule} = 'Kernel::System::Auth::Sync::LDAP';
$Self->{'AuthSyncModule: :LDAP: :Host'} = 'ldap.example.com';
SSelf->{'AuthSyncModule: :LDAP: :BaseDN'} = 'dc=example, dc=com';
SSelf->{'AuthSyncModule: :LDAP::UID'} = 'uid';

Host H/R5-2511) DNS SR IP .
BaseDN H M AL AT .
UID H &AM ENE .

Hf#: XHF Active Directory iX B /& sAMAccountName »

HEfE: AT 2 AN 25 N DL 0 i B o TSR RAE BT A W B S Vs I — MU [1-9] AR RMR L 8 R T
WA S5 5« B4 AuthSyncModule AR S5 A D1 AE JG v HH BHAfAE .

& NI

AT LMEH 2z et o P RP 3 OTRS 41 o O TSEIX A, M Defaults.pm &R P2 I 6 LR G
Fl| config.pm H .

et 2 Z(E OTRS el A Be Al FH L T fE .
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g5 N A e e

P e g s H P FEE R OTRS A . 8T EHIXA, M Defaults.pm &l HIE N FFH6 AL
5% config.pm H .

dff: o w2idE OTRS ol JHA B b Dh A -

4.1.4 fR55s N D3 B Ik i
4.2 kRSN A

FEARWOR FERINE S T iR« EARHIBIRAE B AR R T o AERERPIS 0T > AR A R AA LR S 5 L o B ae 41
LA R 15 1) M et B R 7 1)

OTRS Ft i by s he it 145 BRI 550 — A B ANRE 2 AL U7 ) BB AT RENE o [FIRE, 0T DUk et ke
ZA AR ST AN AT TR LR

IR R — A B IR ST INE] A AN o EAE I IhRE T BRI IRSS A G AN AN
FRG  EEBRAT H L ARmEAER RS A A .

L] Manage Agent-Group Relations
Actions Overview
[ +] Add agent AGENTS GROUPS
root@localhost (Admin OTRS) admin
e SULEET sa (Super Admin) faq
fag_admin
Filter for Agents faq_approval
stats
Just start typing to filter... users

Filter for Groups

Just start typing to filter.

5: B BRSNS KA

4.21 FHRS AN HKR

ARG LA sy — IR SS N B
1. i BRss NG — AN RSS A 5E
2. BEFEELRE S N COERRBIALMBLRR -
3. wiih PRAFE PRAF IS it
ARG LRSS N gy — A4
1. i A5 P4 .
2. LR ALER RIS N R IBLR .
3. wiili TRAFEL PRAFIF5E AL
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Change Group Relations for Agent Admin OTRS

GROUP (Jro | [movento | [creare  [Unote [Jowner [Ueriormy | LcH
admin L L d d d b d
faq J J UJ UJ UJ J J
faq_admin D D D D D D D
faq_approval [ J UJ UJ UJ J J
stats i i o o o o W
Users o o e e o e |
Save or Saveand finish or Cancel
6: &R SS N\ 51 ORI 2

Change Agent Relations for Group users
AGENT ¥ rRo ¥ wmove INTO ¥ creaTE ¥ nOoTE M owner | ¥ PRIORITY (¥ ¢
rooti@localhost v v v v v v
(Admin OTRS)
sa (Super v v v v v v v
Admin)

Save or Saveand finish or Cancel

UL & PSRN SN
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VEMR: IR RGAIN T 2 ARG N AL, A S, N DR A4 Bk A R E R g5 A
A .

A EALEPIAS Bt %EPI_JHT’\EB%/\EE?LAJJZ?E AN AERIKE s R IR 55 N D3 AR A N AT T 2 4
M55 N B3 e o i 2L e

B Uil o5 N 0L BRALANTR A B IR B 58 IR (AL

4.2.2 kBN KRS

e g5 NP BCgR A C 2 JRER DI ) LUK 2 M RRBECE ) IR gs N R S22 TR 3 o BRIMEDL R » LUF
AR AT H -

roC Huk ) XA/ L RAa s AR .

R R N TR 2K AN/ B B

create ( O ) 7EXANAL/AFHAT G T AR o

note ( i ) TEIXANLL/PAS LA IR a7 AR

owner( JTH#E ) EIXAL/BAFEA AT T AT # BRI
priority ( fL5EZK ) AEXANA/BAS HAT B TSR S g AR .
R RS N APHA IR 58 AR > v DUESZ IR K .
WRZ 5% ks NI US 5K .

RS s N n] DL RS 5K .

rw( 5 ) T4/ TR B A SRR

Z

BONEOUT » AR T ABBRESE R o A CR] LU IR RR » 3523 System::Permission W& . A LL%
TR B AL R <

stats( geil ) Vil gevk s AR .

E[R] SR [ IR AR C 78 T B B e o A R (R4 ).
BE O T s R SRR

P ST AR .

R RN IIRR C AEH “5 R 424 ).

Hold B TR E R AR

HLTE [ TR N ok LR

FIEN FESCT RS N 2 557 AR

VEMR: A BCE S bRE R N GEHE , R BB TS I PrAT SEAE o W E A A rw SR K SEAE
B BB T AT P I T AT S AE
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4.3 ks Nid Ml

BB AL R e > ALARERCA T A BT AR A 70 BF o # (AR FHBOROMRE 22, DR A (R AT — AR R AL
PR o AT RAZE— AN NS BRI PR » R T A i N BRI .

OTRS st VFil i i S — sl AN A R U i T2 SIS o XAy (Bl AR ) oy — D2 A IR S5
N s A MRS A i iigy— Mt

AR ARG — A2 S N R — A s At o SR BLIhRE , R RD RGN MIRS A
AR—AMA BRI T T AR Al IR A Mg .

a Manage Agent-Role Relations
Actions Overview
(+] Add agent AGENTS ROLES
root@localhost (Admin OTRS) Supervisor
Add rol ;
e ree sa (Super Admin)

Filter for Agents

Just start typing to filter...

Filter for Roles

Just start typing to filter...

8: RS N B LG R

4.3.1 FERS NG AOEKR

AR O ieg — MRS A
1. midi BRgs NG — AR gs AL
2. IEPIEA MRS N ATE KM .
3. sl PRAFEL PRAT IS8 et

Change Role Relations for Agent Admin OTRS

ROLE (] acTive

Supervisor ||

Save or Saveand finish or Cancel

9: B HURSS N G SRIRIN f

AR R S5 N L Bess — A
1. mil s — At .
2. EFEASINBI IR NG
3. wili RAFEL PRAF IR edAL -
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Change Agent Relations for Role Supervisor
AGENT

L) acTive
root@localhost (Admin OTRS) [
sa (Super Admin) U

Save or Saveand finish or Cancel

K 10: B Suh LRI IR 55 A
AR RE

=1

Al

kRIS YNAPTE T B EE SRR O

VEMR: WA R RGN T 2RSS R, RfAZE PRI AR RIVAT A L 98 SR AE £ HRAT E o5 A

AT LLAE AN B P ) I e 22 AN IR S5 N G sl € o S8k, 7 SQIRGR %8 B il il 25 N DA A €K A N T T

B Uil ka5 N G s A S R A B IR 42 3R [P B

Va0 B SRR U B S HE SR BB A P T S AE .
4.4 %)

EDANNE RNV RCERA NIl L S 7 s

I BE s 2 ) AL N B R e D o BRAEOL T » BT OTRS A EALAT %) o &) PR AL T
a« Customer Management
Actions

(1 total)
| a | CUSTOMERID = NAME
Wildcards like * are allowed. acme.co
[+] Add Customer
Database Backend

COMMENT
Acme Inc. A great company.

VALIDITY =~ CHANGED
valid

CREATED
10/06/2018 10/06/2018
09:32 09:32

[RHE- AR S VIE
4.41 HHKH

AR HA

BHEBI— AR
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1. R ZE MR ) AN gs 424
2. HHEWBIHTBL
3. wili TRAFFEHL -

Add Customer

* CustomerlD:

% Customer:

* Valid:  walid

Save or Cancel

K 12 IS INg ;b

ity LIENRGHMERE ) o RS DR A i B0 TRl Imi Rk el .

ARG
1. /i PRSP AR .
2. BB
3. wiili PRAFEL PRAF IS8 Al
HEAEE AR
1. AE2E MR R R ME A AR B 7]
2. i BUA MO B B bR Bl — 1 [R5

EfR WA AR I MBEIRS T, W RME AR E R o BOAKE UL M XS ET 1000 D3

4.42 %) WHE

AN L BRI, TR U B o bR S I T BOR T B .
FAD* BN ERAAR o WAZ RS T RE, BT SRR AT .

P AR o T LA B AT TR 50 AR RS RIS o &Rk SR
i
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Edit Customer

* CustomerlD:

% Customer:

acme.co

Acme Inc.

123 Anywhere 5t.

12346

Somewhereviell

United States of America

https:/facme.exapmle.com

A great company.

* Valid:  walid

Save or Saveand finish or Cancel

9 13: ks S R

HiE &) EREA A .

MG 25 )7 (KB o

Wl AR

HR B EK o DI E X .
R 2 R T e 3 A URL S

VERE IR BRI AR o O TN, R BUR SOR I T BURGE i AT S BRI B IE . DDA TR
MR s IR

AR BB IR AR o R BOR EON AR WA BRI AT AAE OTRS FRAE A o b7 Brist
A TR I R AR L SRR KA

4.5 %/ AH

TSI RAWIR > A LS i R B R 2 BC 25 25N H P ANV SEBR I » 18T BB B 2 L 28 % F IBTA & F
M

OTRS ARV —A%) R4l BUR o« 5SS N G 5 A aTRi R ) S s G — MR o A
M, RWER P BT IREEF SR, JEEE—5k Ty 4Eihe .

ZL:

WLz PP AR E PP RS .

{EH I BEF — A AN E S RINE] A AL, TERDE—AE ) — 4N nE R
Girh o FHBEEALT /S L ARG &5 Al

i EAE R >N i SR e T A SRR A R T IR TR RE
BB AR ELR T L R T

X FBRINIK OTRS Jdi» wf LUE I 7F R 40
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3 Manage Customer-Group Relations
Actions Search Results:
. | Q | CUSTOMERS (1) GROUPS
Wildcards like * are allowed. acme.co Acme Inc. admin
faq
= Edit Customer Default Groups faq_admin
These groups are automatically assigned to faq_approval
all customers. You can manage these stats
groups via the configuration setting

"CustomerGroupCompanyAlwaysGroups”.
Customer Default Groups:
Filter for Groups GROUPS

users
Just start typing to filter...

No changes can be made to these groups

K 14: PR - ST

MNotice

1is feature is disablec

Just use this feature it you want to define group

pPErmissions for CUstomer users.

& Enable it here!

K 15: Ja % A e
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Tff: BEAEATH H RSS2 a2 A JEBA G o i R Zerb Ja b DR » 75206 B e G & S JE Kernel/
Config/Files 1 ( #li14 H 2272_CustomerBackend.pm Do Wik G » WG BTA &7 F P #w 25
4 .

I

Hr WA KBRS SR8y, XA RE s P EVERERIN T F% .

4.5.1 EHE AHRHEL

W EAERULIhRE B AUEEIEHLRE .

Motice

Just use this feature if you want to define
group permissions for customers.

= Enable it here!

K 16: Ja % - SRy

WEA ARG AR
1. gl BRI A% .
2. JEPFELR R AL B AL B
3. wili TRAFEL PRAFIFS5E AL
Change Group Relations for Customer Acme Inc.

SAME CUSTOMER

GROUP LJro LJRw
admin

faq
fag_admin

faq_approval

stats

Save or Saveand finish or Cancel

17 B Rk A
AR s N

110 Chapter 4. fl)" . 4ifiifats



OTRS Administration Manual, % i 7.0

1. s dAsrh A4 .
2. EHRELGALERT R B .
3. sl TRAFEL DRAF T S8 R
Change Customer Relations for Group admin
SAME CUSTOMER
CUSTOMER (1) Uro  [rw

acme.co Acme Inc. [ [

Save or Saveand finish or Cancel

K 18: 2 R Ik 7 )
A EBUR BOAA -
1. B ZEOUR b iR B BRI L
2. fF'E CustomerGroupCompanyAlwaysGroups M &4 .
3. MEBUUA M ARLRCE .
CustomerGroupCompanyAlwaysGroups

users Defines the groups every

customer will be in (if

CustomerGroupSupport is
enabled and you don't want to
manage every customer for these
groups).

P 19: CustomerGroupCompanyAlwaysGroups RIHLE 5o

R HE ST AR .

R WEARRGEPERIN T 2% WA R ME AR e R B AT v S B A\ L R ) 4
PRR A HRAFEA

T RAAE A e (R I 3 PE 2 A% 7 B o o b s AR SRR o o o 3 7 B4R A AT T > gl %e )
el * gL bR

Bty ViR B R DRI R IR [P B

452 B WK H

R P BC R sz, AT LORE 22 /SRR BEE N B )7 R 2 A A3 « BROATE DL » DU AU AT

[l 27 5% 7 P SRR B A AL R 2 7 TP I C A C DR 1D S P % ID D) 3k
TALAI VT AR .

roC Bk ) B BETT ALK .
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rw( S5 ) RHZ BRI 58 e S U AR

VEAR: TERLAESIAR ST B B ENE R B E T IE A P T RIEHE .

4.6 %) H
AT ST A E MWK T EE LR T MENE R SERRAE C T s8Rk 5 ) PLK B RS RT3
ARG E .

OTRS 4t 7 — TR AF (KI5 VAR ARAT D1 23 W] IS5 AL AN BRI R NS AR IR, o #8807 LIRS 75 22 17 OTRS
ISR A NI .

I DR 1) RGN %) I o BRIANEDL R » BT OTRS A AR % ) I/ o 207 - B o
Fr g L AR dige ) i sie .

a« Customer User Management
Actions List (1 total)
IE‘ USERNAME NAME EMAIL CUSTOMER ID LAST LOGIN MALIDITY
we Wyle Coyote we@acme.example.com acme.co wvalid
a Add Customer User

Database Backend
Hint
Customer user are needed to have a

customer history and to login via customer
panel.

20: B/ e L 4

4.6.1 EHE

Bl AR OAAE AR AREE S ASINEIR G - HRRIE A EE A E ) .

VEAA: BLAE R B PR s ok A In Bl g 2 7 T o A ] LDAP 2R 4R H SRS 25 2 0 A B
Dife -

LIRS
1. w2 MR Aoz P %L
2. WHBLIUFRL
3. i fRAFEHL -
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Add Customer User

% Firstname:
% Lastname:

* Llsername:

% Email:

* CustomerlD:

# Valid:  valid

Save or Cancel

K 21: g ) s
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Bl BRNRGH MBS .

SRS A MR I B ek I I e Aok 5 AT -

BRGNS
1. & s A
2. BHTBL.
3. sl TRAFEL PRAFIF 58 idAL

Edit Customer User

# Firstname: Wyle
# Lastname: Coyote
* Username; we
Password
# Email:  we®acme.example.com

% CustomerlD: | acme.co Acme Inc.

# Valid:  wvalid

Save or Saveand finish or Cancel

Kl 22: gwdE T b

HEAL AR
1. AE/E MR A P AR R 730
2. Bk BUR MR TEOR B P b i b — 1 [R1 424 o

TR WA Z AR AN R G A R AE A R 0
AR .

o BRUATEOL T > A1 HIT 1000
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A LU R 2 g 7 P A IR SRPEI R TR o X R BRI R o T AR SR
JUT B A 2 7 AL A 8RS

Effective Permissions for Customer User

Group Permissions

GROUP RO RW
users v v
Table above shows effective group permissions for the customer user. The matrix takes into account all inherited

permissions (e.g. via customer groups). Note: The table does not consider changes made to this form without
submitting it.

Customer AcCcess
CUSTOMER DIRECT
acme.co Acme Inc. 4

Table above shows granted customer access for the customer user by permission context. The matrix takes into
account all inherited access (e.g. via customer groups). Note: The table does not consider changes made to this form
without submitting it.

23: & R SRR /N A
Z
WERBZ T 4] A fefl e Ihfe .
4.6.2 X HPRHE
ISINE G PRI, AP DU S - A RS T BUE M IH TR .

FEfR: XL AT AR R K BRI P B .

SKAETE TS R DATE AR I — 2 B RRETSE > Wi Mr \ Dr. \ Jr. 55 .
& B PP

P> R

s SRR E AP P 4

R A o iR A K E B AR

Email * 7%/ H 2 (1l s pR il .

FPORP P ERE R o NE ST BIRPERE AR .
Mg 2P P RS SR .

3 2P P A5G .

FH BTN S .

il & B AR .

i el o] T

B 2 P R T .

4.6. =) 115



OTRS Administration Manual, % i 7.0

2 2 P B E AR

VERE R B EAS I TR R o O T R SR ZORE I T B E i A e R R T R B E . DA TR
B BoREM R .

FROME * BCE YRR o RSB E N AR WS FYERI R AE OTRS A o B IbF Bk
B TR I I ek A R e YR AR A o
Z:

=

CIR>SUEUR-OR0E VRN -SRI K- RNV Ab) NI VE 2 a9 g

4.6.3 % 1) e i

ROSMHTZE P EISEEWH 4 il | AR SRR, X R PELE RS A T RN i S
R 2s o T2 IS BAIE

T ZRGE AL B IR 2 B o v B T e U > AR P B SR SR FR B P S s A AL IR b L
T8 mT LA A2 Y 7% ) v+ B4 EER LDAP o RS CE A T 5 —AN% ) G (910 SAP) > A4 mf L
95— M E LR

BT B PR SRR AN R S OB E . a0 4 ] On-Premise 248k ((OTRS)) 4+ IX i, 4 P 61 75 2Ll i T30
2l Kernel/Config/Defaults.pm FIALHE F BOAR JE ks G -4 SCF Kernel/Config.pm o

it ANZMEY Kernel/Config/Defaults.pm 3, {ETHETHR Eap G | 2 S HDERIAL
A B3| Kernel/Config. pm XFEH .

WM DURACE th OTRS (1) % ) it v 7 R BN Tt .« 1581t support@otrs.com &k OTRS [/ Mk 5 %
I il IN

Bl

XoEHTZ3E OTRS MEAE A H P Gt o R e Eos T 8P ER P G RC & 1%)5 b il A7 AE 5
WiER customer_user PHIE T H ) EdE .

# CustomerUser

# (customer user database backend and settings)

SSelf->{CustomerUser} = {
Name => Translatable ('Database Backend'),
Module => 'Kernel::System::CustomerUser::DB',
Params => {

# 1if you want to use an external database, add the
# required settings

# DSN => 'DBI:odbc:yourdsn',
# Type => 'mssql', # only for ODBC connections
# DSN => 'DBI:mysqgl:database=customerdb;host=customerdbhost’,
# User => '"',
# Password => ',
Table => 'customer_user',
# ForeignDB => 0, # set this to 1 if your table does not have,
—Ccreate_time, create_by, change_time and change_ by fields (R UgkEE)
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(8 L1T)

# CaseSensitive defines if the data storage of your DBMS is case.
—sensitive and will be

# preconfigured within the database driver by default.

# If the collation of your data storage differs from the defaulty

—settings,

# you can set the current behavior ( either 1 = CaseSensitive ory
—~0 = CaselINSensitive )

# to fit your environment.

#
# CaseSensitive => 0,

# SearchCaseSensitive will control if the searches within the,
—~data storage are performed

# case sensitively (if possible) or not. Change this option to 1,.
—~1f you want to search case sensitive.

# This can improve the performance dramatically on large,
—databases.

SearchCaseSensitive => 0,

b

# customer unique id
CustomerKey => 'login',

# customer #
CustomerID => 'customer_id',

CustomerValid => 'wvalid_id"',

# The last field must always be the email address so that a valid

# email address like "John Doe'" <john.doe@domain.com> can beg
—constructed from the fields.
CustomerUserListFields => [ 'first_name', 'last_name', 'email' 1,
# CustomerUserListFields => ['login', 'first_name', 'last_name',
— 'customer_id', 'email'],
CustomerUserSearchFields => [ 'login', 'first_name', 'last_
—name', 'customer_id' 1],
CustomerUserSearchPrefix => '*1
CustomerUserSearchSuffix => '*
CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['email'],
CustomerUserNameFields => [ 'title', 'first_name', 'last_
—name' 1,
CustomerUserEmailUnigCheck => 1,
# # Configures the character for joining customer user name parts. Joing
—~single space 1if it is not defined.
# # CustomerUserNameFieldsJoin => '',
# # show now own tickets in customer panel, CompanyTickets
# CustomerUserExcludePrimaryCustomerID => 0,
# # generate auto logins
(T IUaREE)
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(£ 1)

AutoLoginCreation => 0,

# generate auto login prefix

AutoLoginCreationPrefix => 'auto',

# admin can change customer preferences
AdminSetPreferences => 1,

# use customer company support (reference to company, See,
—~CustomerCompany settings)

CustomerCompanySupport => 1,

BT S S S

# cache time to live in sec. — cache any database queries
CacheTTL => 60 * 60 * 24,

# # Consider this source read only.

# ReadOnly => 1,
Map => [

# Info about dynamic fields:

#

# Dynamic Fields of type CustomerUser can be used within the,
—mapping (see example below) .

# The given storage (third column) then can also be used withing
—~the following configurations (see above):

# CustomerUserSearchFields, CustomerUserPostMasterSearchFields, .
—~CustomerUserListFields, CustomerUserNameFields

#

# Note that the columns 'frontend' and 'readonly' will be ignored,
—~for dynamic fields.

# note: Login, Email and CustomerID needed!
# var, frontend, storage, shown (l=always,Z2=1lite), required, .
—storage-type, http-link, readonly, http-link-target, link class(es)

[ 'UserTitle', Translatable('Title or salutation'), 'title
', 1, 0, 'var', '', 0, undef, undef ],

[ 'UserFirstname', Translatable('Firstname'), "first_
—name ', 1, 1, 'var', '', 0, undef, undef ],

[ 'UserLastname', Translatable ('Lastname'), "last_
—name ', 1, 1, 'var', '', 0, undef, undef 17,

[ 'UserLogin', Translatable ('Username'), 'login
'y, 1, 1, 'var', '', 0, undef, undef ],

[ 'UserPassword', Translatable('Password'), 'pw', L
. 0, 0, 'var', '', 0, undef, undef 17,

[ 'UserEmail', Translatable('Email'), 'email
', 1, 1, 'var', '', 0, undef, undef ],
# [ 'UserEmail', Translatable ('Email'), "email
!, 1, 1, 'var', '[% Env("CGIHandle") %]?Action=AgentTicketCompose;

—ResponselID=1;TicketID=[% Data.TicketID | uri $%];ArticlelID=[% Data.ArticlelD,
—| uri %]', 0, '', 'AsPopup OTRSPopup TicketAction' ],

[ 'UserCustomerID', Translatable ('CustomerID'),
—'customer_id', 0, 1, 'var', '', 0, undef, undef ],
# [ 'UserCustomerIDs', Translatable ('CustomerIDs'),
— 'customer_ids', 1, 0, 'var', '', 0, undef, undef ],

[ 'UserPhone', Translatable ('Phone'), 'phone
', 1, 0, 'var', '', 0, undef, undef ],

[ 'UserFax', Translatable ('Fax'), 'fax', 4
= 1, 0, 'var', "', 0, undef, undef 7, (R aRZE)
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[ 'UserMobile', Translatable ('Mobile'), 'mobile
'y, 1, 0, 'var', '', 0, undef, undef ],

[ 'UserStreet', Translatable ('Street'), 'street
'y 1, 0, 'var', '', 0, undef, undef ],

[ 'Userzip', Translatable ('Zip'), 'zip', L
. 1, 0, 'var', '', 0, undef, undef ],

[ 'UserCity', Translatable ('City'), 'city',
. 1, 0, 'var', '', 0, undef, undef ],

[ 'UserCountry', Translatable ('Country'),
—'country', 1, 0, 'var', '', 0, undef, undef ],

[ 'UserComment', Translatable ('Comment '),
— 'comments', 1, 0, 'var', '', 0, undef, undef 1],

[ 'ValidID', Translatable('Valid'), 'valid_
—id!', 0o, 1, 'int', "', 0, undef, undef ],

# Dynamic field example
# [ 'DynamicField Name_X', undef, 'Name_X', 0, 0, 'dynamic_field', .
—undef, 0, undef, undef ],
1,

# default selections
Selections => {

# UserTitle => {

# 'Mr.' => Translatable('Mr.'),

# 'Mrs.' => Translatable('Mrs.'),
#

},
b
}i

W e R P AR s S RIEER T customer_user R HESIEAINHIHS] o
fltan s A b ) A I — N B
1. f£3% customer_user TEI—H%] room .
MySQL & MariaDB:

root> mysgl —-u root -p —-e 'ALTER TABLE otrs.customer_user ADD roomg
—VARCHAR (250) "'

PostgreSQL (M /opt/otrs HIk):

otrs> psgl -c 'ALTER TABLE customer_user ADD COLUMN room varchar (250)'

2. ¥ $self->{CustomerUser} 4 Kernel/Config/Defaults.pm Eif|F| Kernel/Config.pm
o,

3. KB INE] Map B4l o

[ 'UserRoom', 'Room', 'room', 0, 1, 'wvar', '', 0, undef, undef 1],

WA AT, ATCAERE S R ok HTTP 858 B A RIBE 5 C I 5 Wi EE ) BN undef
KLY target="" F class="" JEMERINE] HTTP # 0% o WRAREE HTTP 84, W2
BEEATC FEAEI A .
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TEAR: B ZAE TS SCHR 1 2K

Z
AT LUE ] [ 8 SCRE SO 2 MR i A E 5 o S RIT R AT e U S &
LDAP

WA LDAP H et %0/ P Bt > Ie] UK A% 7 7 e o o AR sl iR 7 LDAP 22 il
Jrd R E

# CustomerUser
# (customer user ldap backend and settings)
SSelf—->{CustomerUser} = {
Name => 'LDAP Backend',
Module => 'Kernel::System::CustomerUser::LDAP',
Params => {
# ldap host
Host => 'bay.csuhayward.edu',
# ldap base dn
BaseDN => 'ou=seas, o=csuh',
# search scope (onel|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 iso-8859-1, use this:

# # SourceCharset => 'iso-8859-1",
# die if backend can't work, e. g. can't connect to server
Die => 0,

# Net::LDAP new params (if needed - for more info see perldoc.
—~Net : :LDAP)
Params => {

port => 389,
timeout => 120,
async => 0,

version => 3,
}I

}I
# customer unique id
CustomerKey => 'uid',
# customer #
CustomerID => 'mail',
CustomerUserListFields => ['cn', 'mail'],
CustomerUserSearchFields => ['uid', 'cn', 'mail'],
CustomerUserSearchPrefix => '',

(F T 2kEE)
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CEW)

CustomerUserSearchSuffix => '*',
CustomerUserSearchListLimit => 250,
CustomerUserPostMasterSearchFields => ['mail'],
CustomerUserNameFields => ['givenname', 'sn'],
# Configures the character for joining customer user name parts. Joing
—~single space 1if it 1is not defined.
CustomerUserNameFieldsJoin => '',
# show customer user and customer tickets in the external interface
CustomerUserExcludePrimaryCustomerID => O,
# add a ldap filter for valid users (expert setting)
# # CustomerUserValidFilter => ' (! (description=gesperrt))’,
# admin can't change customer preferences
AdminSetPreferences => 0,

# cache time to live in sec. — cache any ldap queries
# CacheTTL => 0,
Map => [

# note: Login, Email and CustomerID needed!
# var, frontend, storage, shown (l=always,Z2=1lite), required, .
—storage-type, http-link, readonly, http-link-target, link class(es)

[ 'UserTitle', Translatable('Title or salutation'), 'title',
. 1, 0, 'var', '', 1, undef, undef 1],

[ 'UserFirstname', Translatable ('Firstname'),
- 'givenname', 1, 1, 'var', '', 1, undef, undef 17,

[ 'UserLastname', Translatable ('Lastname'), 'sn', o
. 1, 1, 'var', '', 1, undef, undef ],

[ 'UserLogin', Translatable ('Username'), 'uid', o
. 1, 1, 'var', '', 1, undef, undef 1],

[ 'UserEmail', Translatable ('Email'), 'mail', o
. 1, 1, 'var', '', 1, undef, undef 7,

[ 'UserCustomerID', Translatable('CustomerID'), 'mail', 4
. o, 1, 'var', '', 1, undef, undef 1],

# [ 'UserCustomerIDs', Translatable('CustomerIDs'),
— 'second_customer_ids', 1, 0, 'var', '', 1, undef, undef ],

[ 'UserPhone', Translatable('Phone'),
—'telephonenumber', 1, 0, 'var', '', 1, undef, undef 17,

[ 'UserAddress', Translatable ('Address'),
— 'postaladdress’', 1, 0, 'var', '', 1, undef, undef 17,

[ 'UserComment', Translatable ('Comment'),
- 'description', 1, 0, 'var', '', 1, undef, undef 17,

# this is needed, 1if "SMIME::FetchFromCustomer" is active
# [ 'UserSMIMECertificate', 'SMIMECertificate', 'userSMIMECertificate
-', 0, 1, 'var', '', 1, undef, undef ],

# Dynamic field example
# [ 'DynamicField Name_X', undef, 'Name_X', 0, 0, 'dynamic_ field', .
—undef, 0, undef, undef ],
]I
bi

7 BB AL LDAP Ji5 v «
1. ¥ $Sself->{CustomerUser} 4 M Kernel/Config/Defaults.pm EH|F| Kernel/Config.pm
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EFI o
2. MATHIIT SRMMBRIERE C 745

W RAE LDAP H sk A7y oAb P @ 2k, i B A4 0 - FHLS A Eis ], e S mT BLR 7R A
OTRS 1 .

# 2N LDAP H sk s HAh & 7 H P & 1k
1. fFRX L E 4 HY B Kernel/Config.pm H ) Map $4 .

[ 'UserMobilePhone', 'Mobile Phone', 'mobilephone', 1, 0, 'var', '', 1,.
—undef, undef ],

TEAR: B ZAT TSSO 1 S K

Z L

FLME R A e SO SCAT IS PRI B T 5 WS IF RN A F W A SURIPE T 3795

4.6.4 %) e

R TAE 2 AP H PRI, WNAEHE TP customerUser BUE S %, W CustomerUserl

CustomerUser?2 .

PN BCE 7R B s 1 [ IS4 P St 7 A LDAP 2 7 P e s R IR

# Data source 1: customer user database back end and settings.
SSelf—->{CustomerUserl} = {
Name => 'Database Backend',
Module => 'Kernel::System::CustomerUser::DB',
Params => ({
DSN => 'DBI:odbc:yourdsn',
DSN => 'DBI:mysqgl:database=customerdb;host=customerdbhost',
User => '"',
Password => '',
Table => 'customer_user',
}!
# Other setting here.
}i

# Data source 2: customer user LDAP back end and settings.
SSelf->{CustomerUser2} = {
Name => 'LDAP Backend',
Module => 'Kernel::System::CustomerUser: :LDAP',
Params => {
Host => 'bay.csuhayward.edu',
BaseDN => 'ou=seas, o=csuh',
SSCOPE => 'sub',
UserDN => '',
UserPw => '',
AlwaysFilter => '',
Die => 0,
Params => {

(N ITEREE)
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(8 1-71)
port => 389,
timeout => 120,
async => 0,

version => 3,
b
}
# Other setting here.
bi

AR ZIE 10 MANE 7 i o A% T Bl DL sl i (RO 2R SRR D i i
JUEE

4.6.5 A TB P P O
B, 5 P B B TR sh AT BT ARE A, B, o DL e B R R g
8

N o

A A TREE S T TR I B E S S T BE - AT BIERIE T 5 Bl XIS T
P 5 ARG LDAP JE s A H] .

A SO IX AN AT IE (K D RE -
1. ¥IG A Ticket : :EventModulePost###4100-DynamicFieldFromCustomerUser o

2. W E DynamicFieldFromCustomerUser: :Mapping o B B 6L & NN 2 P B4 H
TAAEAEA TR T B H L E -

3. WERARGH MAAFAEZN AT B, RIS T B -

4. fE¥'E Ticket: :Frontend: :AgentTicketFreeText###DynamicField F/AHBIETF B, Xk
AT LB E e .

wfE AHEL BT R AT B
* Ticket::Frontend: :AgentTicketPhone###DynamicField
* Ticket::Frontend: :AgentTicketEmail###DynamicField

* Ticket::Frontend: :AgentTicketCustomer###DynamicField
WA TEAT WEA PR T A3 R E R .

4.7 ZPHP &

Bl s AE—AWGE AR IR BN 2L 2R, 28 5 F P ] e T 2505 ) 2455 )7 T DL T #8501 o iR
JINMEAFRIAT AR s B DA EEFEMNT T AT TG FRSEK -

ST E L, OTRS #4R4AL T vk o B T BEE 2 Ah, IR H P asa] PLvs ) g X2 A% 1T
]

ARG —ANHEZDRZ S RNE A2 A% . BAALIEE, &5 —A% 2 H P —A
ZPRMBIRSG T . SHFRAT AP AMAEUm 2P %8,
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a« Manage Customer User-Customer Relations
Actions Search Results:
CUSTOMER USERS (1) CUSTOMERS (1)
Wyle Coyote <we@acme.example.com> (acme.co) acme.co Acme Inc.

Bl 24 R TORINE P IR DR IR

471 FEEHEFPH P B OEE

VEMR: B TR AR RSB R T Al o BEERE N R ) R T

ARG P i AN
1w B AR AR .
2. BTSSRI
3. siilt PRAFE PRAT IS it

Change Customer Relations for Customer User Wyle Coyote (we)

CUSTOMER (0) = _J ACTIVE
Mo data found.

Save or Saveand finish or Cancel

Kl 25 B TR P IR ORI

B LR R s AR
1. mie Z PRI %
2. MEFE NG LIRS
3. wili RAFEL PRAFIF5E edZAL

Change Customer User Relations for Customer Acme Inc.

CUSTOMER USER (0) = | ACTIVE
Mo data found.

Save or Saveand finish or Cancel

26: 1B ORI

Before OTRS version 7.0.14 it was only possible to enable or disable access to company tickets for customer
users for every customer user back end via CustomerUserExcludePrimaryCustomerID parameter. It
was not possible to select the primary customer ID, because it was assumed to be always there anyways,
and for the same reason it is still not possible if CustomerUserExcludePrimaryCustomerID is disabled

for that customer user back end.
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In order to allow privilege separation for customer users of a common company, it should be possible to
remove access to tickets of the same company and then individually reassign access to specific customer
users. Then these customer users have company ticket access while all others do not.

To allow privilege separation for the customer users of the same company:
1. %3 RERCE b .

2. Search for the setting CustomerDisableCompanyTicketAccess and enable it to make sure not
all customer users get access to company tickets until the configuration is finished.

3. ¥ $self->{CustomerUser} #4 M Kernel/Config/Defaults.pm &}/ Kernel/Config.pm
l:':l o

4. Remove the comment (# character) from the beginning of the line contained CustomerUserEx—
cludePrimaryCustomerID and set the value to 1.

CustomerUserExcludePrimaryCustomerID => 1,

5. Set Customer Users Customers relations for customer users who need to have access to company
tickets.

6. HeE| RLGHCE SR -

7. Search for the setting CustomerbDisableCompanyTicketAccess and disable it to allow access to
company tickets only for customer users configured in step 5.

VEfE IR AR B S I B R GET WEHERAEA RR E s T EE T o BRATE LR AL
FIHHT 1000 A% A 7 .

A LLEPIAS B h RN 2 B 2 AN 20 7 P B o AN, FESRIBCBR e rp it 2 )7 P s ) O RAH N 4T T
G T BB SR ) R

By Yl P B AN PROE R SCIB B KR PR

VR TR AESIR ST R B AIENE K BEETIE S P I P REAE .

4.8 =/ 4
PR AR ORS £ IR TA o BRI T LR LSRN B AR AT AR ARME I T 7%
PR JF AT

OTRS F ¥ % F P AV B o SR AR IV i) AR ] 007 1% P S SR B — ANk o A
B, AV PG TR LR R ok TG

ZL:

= 4B RSBEANE .

B — A AR e — AN AN AT, B2OFEE AR A4
WINEI RS o &R T P L AR mdii 2 P At

W EAE R /D — AN n A R P AR R e IhRE o X T BRI OTRS Jiidi» 1] UBIE7E R4
o sl fEIX R A R E
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3 Manage Customer User-Group Relations

Actions Search Results:

. | Q | CUSTOMER USERS (1)
Wyle Coyote <we@acme.example.com= (acme.co)

Wildcards like **' are allowed.
[ Edit Customer User Default Groups

signed to

These groups are automatically as:
all customer users. You can ge these
groups via the configuration setting
CustomerGroupAlwaysGroups™.
Customer User Default Groups:

Filter for Groups GROUPS
users
Just start t to filter...
ust start typind te e No changes can be made to these groups

GROUPS
admin

faq
faq_admin
faq_approval
stats

27: R -4 ORI

Just use this feature it you want to define group

pPErmissions for CUstomer users.

& Enable it here!

K 28: Ja % A e
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VEAR: AR H SR 55 4% B AN AEBOA R i (K R GE PR IR D RE > 7 20 8 8 SRC B SR AE Kernel/

Config/Files 1 ( #ltN44 z22_CustomerBackend.pm Do WE G » M5 5 BT 25 7 P 48 35 243
H .
e WUGu G KBRS AR AT, X ] Ress TR RERT I R B o

4.8.1 FHEFH AR

PR — ] SRR — AN P

1. sk B PR AR R .
2. VERRELSL S PO R B RUR .
3. fili fRAFE (RA7 I 5 e

Change Group Relations for Customer User Wyle Coyote (we)

o
Q
S|
=

GROUP
admin

faqg
fag_admin

faq_approval

stats

Save or Saveand finish or Cancel

29: B T ORI 2

AR RS P R O sy — AN

1. made ABP K44 .

2. EFERALER R %) T BBUR .
3. siihh PRAFEL PRAF IS8 it

Change Customer User Relations for Group admin

CUSTOMER USER (1) Uro Lrw

Wyle Coyote <we@acme.example.com= (acme.co) [ [

Save or Saveand finish or Cancel

30: B AL RIS AL

A EAENE) H EGAA -
1. S e AR ) gdEse P i BRA A ]

4.8. H;HT 4
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2. fE¥E CustomerGroupAlwaysGroups FH¥s e & 4 «
3. WMEBLEMARGHE .

CustomerGroupAlwaysGroups

USEers Defines the groups every
customer user will be in (if
CustomerGroupSupport is
enabled and you don't want to

manage every customer user for

these groups).

31: CustomerGroupAlwaysGroups ZZ4uld & 5 5

XS A BB A IR .

VEMR: WRCK 2 A TP SR MBI RS WA AR ME A S e 5 1 B A L e A o A
IR AR AR E AL

FTEALE DA Bt (R I 2) Be 2 A% P P B o ROk A5G 3R Dt P s i e 7 P B2 R AR S T O 2
F R R G B R

Wi Yl 2 P BRAANR A B IR 5 AR IR (A L

4.8.2 F)UH HRMESH

A2 PR AL C RRZARER 0 BRI BEE A 267 P 5 412 1) 3 o BRI BT > AR
BB HI

roC Hig ) hZBE I s AR .

rw B ) RZ IR A U AU

VEME: AR SR B E S EAE R U E PTIE S ) T REAE

4.9 =) RS

BRGNS PR IS — A E A RS « BT RS BT RN — %
PURI— ARG o SR T R L ARG &R RSB
4.91 FHEFHP RS

AEN AR OBl LRSS
1w B PRSP —ANE S .
2. PG T RS
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_ Manage Customer User-Services Relations
Actions Search Results:
| Q | CUSTOMER USERS (1) SERVICES
Wyle Coyote <we@acme.example.com= (acme.co) Test service
= Edit default services

Filter for Services

Just start typing to filter...

32: T HR IR S5 Z 1Al R

3. siihi PRAFEL PRAF IS8 it

Allocate Services to Customer User Wyle Coyote (we)

SERVICE L] acTive

Test service = |_|

Save or Saveand finish or Cancel

Kl 33: B T RIK (1 55
HHEN— ARG
1. mide s A i — RS .
2. EPEE TS RS R
3. wili TRAFEL PRAFIF5E AL

Allocate Customer Users to Service Test service

CUSTOMER (1) L ACTIVE

Wyle Coyote <we@acme.example.com= (acme.co) L

Save or Saveand finish or Cancel

P 34 &8 P SRIBRI) A 55

TEfR: A 2 A P SRS IN B AR SE R AR R A SR s T B I DR A I B
NEGS YEI AR R AR E R ST .

A AAE AN B T [ I 0 BE 22 AN 20 7 F P B S% o a8, AESRIBCBR e rh s i %5 )7 P s 55 R AH B 4T I
kORI VRVTE T kI ST

Bt Ul P B 55 AN PR OE B SCIB 7 (KR [Pl B
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VEAR: TERLAESIAR ST B B AL IENE R BT IE A I T A REAE .

4.9.2 & HERNIRS

A UAAS IR IR S5 > AT AT 25 7 P E0aT A i) e AT o SRR RIURE S 1 20 ) RS2 )7 F P I RS

A LG IR R S5 -

1. i ZE A RE ) B BRI IR 55444
2. JEFEPTAT R L # T LUEFE IR S5 -
3. wili TRAFEL PRAFIF5E AL

_ Manage Customer User-Service Relations Allocate Services to Custorner User

Actions

4 Goto overview

Filter for Services

Just start typing to filter...

Allocate Services to Custorner User

SERVICE ACTIVE
Backup and Archiving

Communication
Desktop Management

Desktop Productivity Tools

File / Print

Helpdesk

Identity and Access Management
Internet
IT Operations

Network Access
Remote Access

Standard Desktop

Save or Save and finish or Cancel

Kl 35: 7MLk 55 2% ) B

J A 55

B A TR RS % R E K25 T RE 2 NI o SR T 20 IE T8 IR S5 » WA

410 4

FEFHIE DR AR NI BV ARSE « Bi(h OTRS 2t 5 —LUB0AA o A BRI« AL G2y 41me

Berpr o

4.10.1 EH4H

AR I — AN
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w Group Management
Actions List (3 total)
Add Group NAME COMMENT VALIDITY CHANGED CREATED
admin Group of all administrators. valid 1V16/2018 08:26 11/16/2018 08:26
stats Group for statistics access. valid 11/16/2018 0826 11/16/2018 0826
Filter for Groups . X .
USErs Group for default access. valid 11/16/2018 08:26 11/16/2018 08:26

Just start typing to fiiter...

Hirit

Kl 36: HEH 55

1. rli ZE AR i s 2L del .
2. HEMIHTB
3. mili RAFHEHL .

Add Group

* Name:
* Validity:  wvalid

Comment

Save or Cancel

Kl 37: gl s

By LIEARGH MR o RS R A7 R I B o JoRE I IOk R EA -

A AN
1. sl IR .
2. BB
3. niihi PRAFEL PRAF IS it

VEMR: WOR PRGN T 2 A WA I DRSS R I BN B PR A A AR AR E AL .

4.10.2 A &E

AN L BRI, ATDME I DU W o AT R S I T BOR I B .

4.10. 4
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Edit Group

* Mame:; users
# Validity: | valid

Comment Group for default access.

Save or Saveand finish or Cancel

38: Yl it

ARR* SEBHIREI AR o T DAEI T B A AT SR P AT AR RS PR R o A FORE s AR R
e

W Har LA e a4 1 AR o 24 group? BRAEREFR A group2 I Xf T ¥ 24 4 IiC £
groupt I s BT A BURRAEGEARIR Y o IXANGIRIE N OTRS ] ID KK KR, MAZKIK -

A BB IR IAT R o W R BOs BN AT AR SRR RT AT AAE OTRS ] « H5uby Brist
BN JCARER i SRR AR LR SR BRI A

VEMfE: AR JCRAN S W R AR R A e AT e R « W R EHr s th Al B A B 44 7%
PR A2

VERE IR B EAS I TR o O TN, R SR ZORE I T BORE lr A Se B R T R B A, DDA TR
B o EM R .

4.10.3 24

FEA MRS N DL N A/ g T — AN B B o fEaBr et s 1 —Leiie LR g T ] -
admin AVFHATRGEHE LS .

stats % Vs i OTRS HIZTHELEIFAE gt k% -

users [R5 NSV AZJE T XA HABCEHRIR » XFEAATTABEV) 1) TR RS I DIfE o

4.11 At

U I e o] ) RS A€ o BRSO R > B OTRS e MU SALAT A (4 o MO B ERALT P
ML M ot .

4.11.1 FHMA

N | e N e R
1. R ZE AR a I fa e ds 4l
2. HME LT .
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Role Management
Actions List (1 total)
a Add Role NAME COMMENT VALIDITY CHANGED CREATED
Supervisor A role for quality insu... valid 10/24/2018 09:45 10/24/2018 09:45
Filter for Roles
Just start typing to filter...
Hint
and put groups in it. Then add
) the users
- . oran
39: (0 HL bR At
3. wili TRAFFEHL -
Add Role
* Name:
# Validity: | valid

Save or Cancel

40: ANt 4
B BRNRGHMERA T o R

ARG

TR AR I A D e I N B ROk A T EATT
1. s SRR — At .
2. BHTBL .

3. sl PRAFEL ORAFIT S8 AR .
Edit Role

* Name: Supervisor

# Validity: | valid

A role for quality insurance.

Save or

Save and finish | or Cancel

A1: iAo bR
4.11. fafo
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VEMR: WORARGPRIN T 20, AFEAZIER A TR, R Rk S A RS E A 1 .

4.11.2 O E

AN B A IE DEUAIS T LME I DU CE o AT AL S (0 BUR U BL

SRR SEBEE AR o AT LR T BOP A AMERT R B AT B4 RS T REA SRS o SRR R fE R N

i

AL BRI RN o W R T BOR BN A% WA BRI R AAE OTRS AR A] o ity Brist

B TCR I TR AR L BRI A A]

FERE IR BRI LR R o O T M, AR B SOR I BURTE N AT SE R A T I B IE . DD TERE

W WoRfERE R .

412 Mt A

A3 B BE A HE — AN B A BRI B — AN AL o IR, E R AR A RN N

REGgh o EEDEREALT A AR U i AR .

# Manape Role-Group Relations
Actions Overview
Add Role ROLES GROUPS
Supervisor admin
Add Group

stats
users

Filter for Roles

Just start typing to fiter...

Filter for Groups

Just start typing to fiter. ..

P 42: 5 A -2 IV SRHER

4121 FHEME AKR

PEE S SV RGO
1. s s — it .
2. LEFEELR S O B A BUR .
3. wiili PRAFEL PRAF IS8 A%l
A B O i N
1. mde ABP A4 .
2. PR ALER RO HIBUR .
3. siilt PRAFEL PRAF IS8 Al
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Change Group Relations for Role Supervisor

croor  LJro  Uwmovemwro  [ecresre Wnote U owner U priormy | [ char oeserver
OJ OJ OJ OJ
[ [
[ [ [

admin

stats

USErs

Save or Saveand finish  or Cancel
K 43: I uh R 4
Change Role Relations for Group users

ROLE (Jro [Jwmove nto  [Jcreare [note  [Uowner [ priormy L cHar

Supervisor || (| |_| | |_| (| [

Save or Saveand finish or Cancel

K 44: 1B S RIR T

VEMR: QORI RGN T 2 MO, RSN EEIEM AR, IR I DS HE A A A (sl

FTEAEPIAS Bt b (]I 3 B 22 A E A o 5o oh s RIS b ol A C AR AT N I T T i A €6 7
ol G ALBERE

Bt Vi s A RO RI ISR A (1R [P B

N

4.12.2 fits 4IRS
R ALC R ZIRR OIS AT LK AR BN A (5 412 TR RE R o BRIATE UL R, LR AR AT
i+

roC Hi ) xFa/Bsb i T RA s R .

R R N TR 2K AN/AF R

create( O ) TEXANLL/AFHAT G TR o

note ( i ) EIXANLL/PAS LA I a7 AR «

owner( JTH#E ) EIXALL/BASEAT AR T T A7 2 (AR

priority ( 564 O TEIXANZ/IAFE A 5 ST AR SR B

R AER S AT SRR s R8s NI I J5 > Hoa] DU EE BRI IR .
WRZ 5% A SRR > Hon] IR s gk NIREIE 5 2 5K .

WIRFTA % BA HBRERL ] PR RE 32 20 7 P ST P IR K FFAEINR AT 5 RO 525 M2
HHEBRAE

rw( 325 ) XTSI TR BAT 58 A s B AR .
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Z L

BOMEON » FFAEPT A AT AR B o AR LR IR » 152 System::Permission & . v LU
I B A PR

stats ( Ziil ) Viinl Gevh s AR o

E[F] R IR BB C 78 TR B e b R R4 ).
BE b T s R SRR .

P ST P AR .

B RERISPERIRR C A “BR” 5 ).

Hl B T E R AR

HLIE [ TR N P ok L ARLRR

FoT N ST IR SS A 5L 6 T NHALRR .

VEAR: Gl BCE SIAR U R A, S BB TS P A AE o B E RS A rw S R HE
B B B BT AT P I T AT S AE
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CHAPTER D

R A 31k

AT AR BE T ANt ZE P B RS IR 9 FEA AT DU S5 285G P T X el ek o
FIEN AR R 55 N 53 INEE S ATARE I (AT 55 RSO oK SR VAT & T 2R L T B)
TR PR 3R MRS N B T QU RGP > i DR T SAEAT A IR 2 SO AR

OTRS #24t TVF & IEF46F « 1] . S RGN S IR F B0 LAT 25 4051 . OTRS AL ) T 3
MM BT AR SRR KA T RS SR 2 RIS A B AL 1 LI G 2
%

5.1 vj #1512 (ACL)

A8 ] AT RE S BN — T NINRRIOAESS « VP2 380U T AR B EROG A T, RVAEAE T 2 BipIR S sl
TR SS N G A AN ZEE AT o BN B2 IS RIS B A, AT S A ¢ BREh AT B
2R AN S B 2 FEAR A B R T RERE

OTRS i V7 il i 514 ¢ ACL D K FRBIAR 55 A\ BIAIE )™ ™ (10 T Ak 1, I SEVRAE ] T8 AT 1A AT
MES) o OTRS 7 B O3 v] LAYE BB 1 T R4 2R e ACL»  DABIS 1F 75 T R 58 B2 SR 2 T G M L8, B ik
A INE G B2 ik TR sh 211, 4% .

8 B A BE R G AV I S 1B R o BROATEBU T > Bl OTRS A & Uy | #5 #1513 o Uy il #5151
R PLEREAT TR B S AL D il #Eh1512 C ACL D Bilkerpar ] .

5.1.1 LYy Pl 214k

VEAR: ARG Le T RIS TEC A e AT AL T 2 A M Y P s K BRI AT

ety B MK UserlD 1 )4 20 m% ACL PR «
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_ ACL Management
Actions ACLs
[+] Create New ACL Please note: This table represents the execution order of the ACLs. If you need to change the order in which ACLs are executed,
please change the names of the affected ACLs.
+ DeployACLs
ACL NAME COMMEMNT VALIDITY
= Export ACLs

EXPORT COPY
No data found.

Filter for ACLs

Just start typing to filter...

K 1: ACL &3 i %%

A NH ACL :
1. i 2R Gl ACL 241 .
2. B LIATEL
3. wili TRAFHEHL .
4. TR T ) B Gid ACL brAkdids ACL 45k o

Create Mew ACL

* Name:

]
* Validity: ~ invalid

Save orCancel

K 2: g ACL hi#+
A 294> ACL
1. midi ACL I )—~ ACL, B &M e ACL b4k H5E 0] B AL .
2. BSU B ACL 45t .
3. miili RAFEL PRAFIF 58 AL
4. HEIT ACL .
A MIER—> ACL :
1. s ACL #IZ&Hi—4 ACL .
2. B A RN BN TR i TERK
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w Edit ACL Information

* Name: 00 Remove Note
nment: | This ACL removes the note menuitem.

The agents have to write emails,
not internal notes.

* Validiy:  invalid

* Edit ACL Structure
Match settings
¥ [3 Properties
* [ Queue
B RrRaw:

Exactmatch

Change settings
¥ = Possible
* [& Ticket
Ticket

Possible

Save ACL

Save or Saveand finish or Cancel

Kl 3: Sk ACL 454 b %t
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st PRAFZAL o A2 22 MR AR RO AS8Ti) ERE280 ACL #24 -
it MIERJCR ACL 124 -

TR B B IR AL AL

HE BT ACL o

o ok~ w

i ACL UL Perl #$ U5 A zzzacl.pm CfF o FEAEZ LT » RMEMIER T B fr ACL 2ok A 24tk
IV E Ny TR i ERL, P ACL N fEIL SR A7 SUAE o ANERCAEESUR ME BT A7 ACL !

A EE T ACL:
1. R ZEMEARA R 7825 ACL 424

M 0 TS8R GEAT > AR B I s B SO Y ACL o K A MBI e B A A7 80U 37s NAZ% E 5 W
8 ACL

g A7 ACL -

1. RGTAMEARLR S ACL 4241

2. TRV NP IERE— ML B LMRAE Export_ACL.yml XM .
B F N ACL:

1. AU ZE MR B8 e .

2. EFEASEATFHA Lyml X .

3. W RMEAE S IAT I ACL, sk BRI ACL 15 ? STIEAE .

4. i SN ACL Pl 54l .

5. fiili ¥ ACL ##% T AW ACL .

VEMR: WRARGEPEIN T 24 ACL, i i i DA M 1 B\ By ) 44 ok ks & ACL

#: Changing the name of this object should be done with care, the check only provides verification
for certain settings and ignores things where the name can’ t be verified. Some examples are dashboard
filters, access control lists (ACLs), and processes (sequence flow actions) to name a few. Documentation
of your setup is key to surviving a name change.

5.1.2 ACL & &

AN L BRI, TR DU B o BT R S I T BOR T B .

PRR* BRI AAR o W] DAFE M7 BO R AR TSR A AR KRS RIS, o MR s AERE IR
S

VR BRI e o TS, UG 2R I BOETE O A Se B R I BEIRAA . DR
W oRfERE R .

Fld RALTERE  HA] AR AR B I SOA
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VLHe/sf5 1k ACL 4% 7R HEAT VP o BB AR 1L 22 ACL TFAl .

ARNE * BCEIE BRI AR o WERIE T BOREDY ARG WA BEE BT A AE OTRS WA « Kt 7 Bris
B TERE I R AR L BRI KA

5.1.3 %i%f ACL 4itt)

ACL & LRI LAy AP RS » DEHCBEE M S B s o AEVLRCAR S h > ACL L5 A H] ACL 25005 i ) J& 1
WHRAE ACL HhE LI 1tk 5 R I 1 J& P ASUL L » T84 ACL A2 32 BT M » AHATA e VR i) ACL #f
SR BN o S 2B Bl TR T RERE TR RN o

NGRS

Properties( JE1E ) AE S A B)AE SIVLBCIEIN o il : £E A TGN BEAE 95 N A BE T
RSN A B SR o R4 ACL LS 17— stk AT UL AE 1 s ME L £ I ACL
S WATIF T RER IV E I T E M, HH SR T 5 — M, ACL AN AR5 .

PropertiesDatabase( 7EAZETEME ) AT Properties B ) HASHECRIRAY
FVHAR R ) TR X R H SORPEAS I B EA S P AT o A A T T ERA b
C PRI WA AE B8 e P B T s

i

Possible( AIAEM) D AHS ) F T4 ZE0 A IR Boths 3 B0 AAEA I 70 H B K TR o

PossibleAdd( A[HMNK ) Ao TR InAE HAth ACL Figi /b Gkt & « A% 5 B Possible
( BJHEM ) 2% PossibleNot ( ANH[HEM) D #4rm A ACL —&fEH .

PossibleNot ( ANAIHEMT ) A4 H T M4 ar £ Hh I BREs  e & . e nl DL Al A, tn] LS o 2
i Possible( AJHEN) ) BY PossibleNot ( AR[HEN ) #8431 ACL —EAFH .

f

W

4

N TAE ACL [T A S oy HAEE 0K, RSB — 2 pril st B o XAMMEMAF IR s

[Not] BLAEMEFFH T E, #lln (Not] 2 low o HTARSEHN S5IX LI EAH R : 1 very low . 3 normal
4 high . 5 very high .

[RegExp] & 1€ MILHZAME I IENZR LA, #ltl [RegExp] Low o fERXMIELLT » HTAREHIN S 1
very low . 2 low H[F] .

[regexp] ‘E5 “[RegExp]” IEHALL, (HAX > KNE

[NotRegExp] % IFNZFRIAX, #ll [NotRegExp] low o H TS5 3 normal « 4 high . 5 very high
AHIE

[Notregexp] T L5 [NotRegExp] FEHAIMLL, HAK S KNE .

5.1.4 ACL it

FRARALSE 20k 158 5 21 A 1)

XA - I B s T anfi] RV sh i Se g2 5 very high 1) T2 EA A B .
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A, EREA AT fEX I, 4l 100-Example-ACL . i s ACL ¥ 7EPAT HITEAT 207 HF) 7 »
PEAE NAZAT AL X B B o VERERIIA 7B v I .

Create New ACL

% Name: |100-Example-ACL
Move Ticket to Queue Based on Priority
This example shows you how to
allow movement into a queue of

only those tickets with ticket
priority "5 wery high".

* Validity:  invalid

Save or Cancel

4: 100-Example-ACL - JEA ¥ &

Hks A JEIEE  ERARM TR e Es o Ak I PT A 2P F AR T T T8 DA 8 2 77 L 20
] ACL o AEFRATHI R an iR T AL T-BAA Raw Jf HALSEH A 6 very high» WIKGILEC o 3X 52 B3
B C il WRE BRSO Raw JF HALSEZh 3 normal Ity ACL 5 ANVLRES » (H 2R Ja ik #E00
S N RAN I E ARl 5 very high, SR )5 HAFILEC ).

)i » Possible ( A REM ) #435E LT X BERERME S o TEATRBEIH TSR %E AT IR BAA b g ik 4% Alert
BAF

VEMf: ANELSACR AR E N A RO E B G 1 ACL .

AR A7t A A3 126 P KDL SE 0k T A2 3h 21 BA 3

AT 5 AR BIARFE AL, AR A, UG Raw B3I HARSE N 5 very high (T 5., P&
A AEAERC P P I A S VUIC o A5 Bl 2 T S BEOBT T2 i s 2 ACL AN IEAE R AP K B L

A DA S5 5 1T 5D 5 P

ARG T EE I A S Raw R CH T8 O BoC % AL « T DU 9 BAT 2l RE(E A T 3B C R
A& MR o W] AR BEE X4 € TR AT i o FEATRBIH , Jeiok i T .

B ERIRAS

AT s T i s SCH e i g (RS SR o RS R Do S0 W AR B, A8 SCTHL g DL s PR L
FCAEAT T8, RIS AR 2T ACL o i SRS A SRER N KRB L8 8, JF HAUAERP BRI B0 R EA1C il ik
W g5 N AT — e 4l ) B Wi gEARAT ] -
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w Edit ACL Structure
Match settings

* & Properties

* [ Ticket
2 Queus
Raw Exact match v
B Priority:
Svery high Exact match v

Change settings

5: 100-Example-ACL - VL ¥ &

AR IE 28 5K

AT o T T A5 1 D) 2R 08 S UG S T B R g T AR I . 1t ACL AN B R AE BA HW TF Sk A1) B 282 1)
T Hif¥) Hardware %5 -

SRR iR

It ACL {1 %/ ID TheCustomerlD [RiI7Mg8 A G A 4 HIiife P14 o

5.1.5 ACL &%

AI{E ACL s I e P« BEAMEAEAR RFR L IR T OTRS 223 o Bt , w] LU 2k i e fi ok y™ e m]
REMIEL, JF H e ml DURRF4E Config. pm HBCE 1% WU o DG, Tedk s & Py BUE (K 5C BE
ACL % .

A RAAE ACL HAE B PE « BEAIME , WS LU YAML # 20 ACL 7491 .

— ChangeBy: root@localhost
ChangeTime: 2019-01-07 10:42:59
Comment: ACL Reference.
ConfigMatch:
Properties:
# Match properties (current values from the form).
CustomerUser:
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w Edit ACL Structure
Match settings

¥ =& Properties

v [ Ticket
=2 Queus
Raw Exact match v
B Priority:
Svery high Exact match v

Change settings
¥ [ Possible
* = Ticket
E Queue

Alert Exact match v

6: 100-Example-ACL - H§ % &
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w Edit ACL Structure
Match settings

¥ B PropertiesDatabase

* [ Ticket
BH Queus
Raw Exact match v
& Priority:
Svery high Exact match v

Change settings
* B Possible
* [ Ticket

B Queue

Alert

& 7: 101-Example-ACL

5.1. Vi $El5# (ACL)
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w Edit ACL Structure
Match settings
¥ [ Properties
* [ Ticket
B Queue

Raw Exact maktch b

Change settings
* [ Possible
» [= Ticket
B State

new open pending reminder

Exact match v

* [ PossibleNot

» [ Action

AgentTicketClose Exact match e

[¥] 8: 102-Example-ACL

 Edit ACL Structure

Match settings

¥ 9: 103-Example-ACL
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= Edit ACL Structure
Match settings
* & Properties
* [ Ticket
B Queue

[RegExp]HW Regular expressv

Change settings
> [ Possible
* & Ticket
B Queue

[RegExp]*Hardware REQU[&I’ expresswv

10: 104-Example-ACL
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w Edit ACL Structure
Match settings
¥ [ Properties
* [ CustomerUser
B UserCustomer|D:

TheCustomerlD Exact match v

Change settings
* [ PossibleNot

* [ Process

P14 Exact match b

11: 105-Example-ACL
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(£ k)

UserLogin:
- some login
UserCustomerID:
— some customer ID
Group_rw:
- some group
DynamicField:
# Names must be in DynamicField <field name> format.
# Values for dynamic fields 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
# more dynamic fields
Frontend:
Action:
— AgentTicketPhone
— AgentTicketEmail
Endpoint:
- ExternalFrontend: :PersonalPreferences
— ExternalFrontend: :ProcessTicketCreate
- ExternalFrontend: :ProcessTicketNextStep
- ExternalFrontend::TicketCreate
- ExternalFrontend::TicketDetailView
Owner:
UserLogin:
— some login
Group_rw:
- some group
Role:
— admin
# more owner attributes
Priority:
ID:
- some ID
Name:
- some name
# more priority attributes
Process:
ProcessEntityID:
# the process that the current ticket is part of
— Process—9c378d7ccb59f0fcedcee’bb9995ee3eb
ActivityEntityID:
# the current activity of the ticket
— Activity-f8b2fdebe54eeb7bld7a5f8eldab5e35¢c
ActivityDialogEntityID:

(M ITgREE)
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(£ k)

# the current activity dialog that the agent/customer 1is using

— ActivityDialog-aff0ae05fe6803£38de8fff6cf33b7ce
Queue:

Name:

— Raw

QueuelD:

- some ID

GrouplD:

- some ID

Email:

- some email

RealName:

— OTRS System

# more queue attributes
Responsible:

UserLogin:

— some login

Group_rw:

- some group

Role:

— admin

# more responsible attributes
Service:

ServicelD:

- some ID

Name:

— some name

ParentID:

- some ID

# more service attributes
SLA:

SLAID:

- some ID

Name:

— some name

Calendar:

- some calendar

# more SLA attributes
State:

ID:

- some ID

Name:

— some name

TypeName:

— some state type name

TypelID:

— some state type ID

# more state attributes
Ticket:

Queue:

— Raw

State:

(M gk

5

)
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CEW)

- new
- open
Priority:
- some priority
Lock:
- lock
CustomerID:
— some ID
CustomerUserID:
- some ID
Owner:
- some owner
DynamicField_Fieldl:
- some value
DynamicField_MyField:
- some value
# more ticket attributes
Type:
ID:
- some ID
Name:
— some name
# more type attributes
User:
UserLogin:
- some_login
Group_rw:
- some group
Role:
- admin
PropertiesDatabase:
# Match properties (existing values from the database).
# Please note that Frontend is not in the database, but in the,
—framework.

# See section "Properties'", the same configuration can be used here.
ConfigChange:
Possible:
# Reset possible options (white 1ist).
Action:
# Possible action options (white 1list).
— AgentTicketBounce
- AgentTicketPhone # only used to show/hide the Split action
— AgentLinkObject # only used to show/hide the Link action
ActivityDialog:

# Limit the number of possible activity dialogs the agent/customer cang

—use in a process ticket.
— ActivityDialog—-aff0ae05fe6803£38de8fff6cf33b7ce
— ActivityDialog—-429d61180a593414789a8087cc4b3c6of

Endpoint:

# Limit the functions on external Iinterface.
(R aRZE)
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(8 1-71)

- ExternalFrontend: :PersonalPreferences
- ExternalFrontend: :ProcessTicketCreate
— ExternalFrontend: :ProcessTicketNextStep
— ExternalFrontend::TicketCreate
— ExternalFrontend::TicketDetailView
Process:
# Limit the number of possible processes that can be started.
— Process—-9c¢378d7cc59f0fcedcee’bb9995ee3eb
— Process-12345678901234567890123456789012
Ticket:
# Possible ticket options (white 1list).

Queue:

— Raw

- some other queue

State:

— some state

Priority:

- 5 very high
DynamicField_Fieldl:
some value
DynamicField_MyField:
some value

# more dynamic fields
NewOwner:

# For ticket action screens,
some owner

0ldOwner:

# For ticket action screens,
some owner

Owner:

# For ticket create screens,
some owner

# more ticket attributes
PossibleAdd:
# Add options (white 1ist).
# See section "Possible', the
PossibleNot:
# Remove options (black 1list).
# See section the
CreateBy:
CreateTime:
Description:
ID: 1
Name: 200-ACL-Reference
StopAfterMatch: 0
ValidID: 3

"Possible",
root@localhost
2019-01-07 10:42:59

where the Owner is already set.

where the Owner 1is already set.

because Owner 1is not set yet.

same configuration can be used here.

same configuration can be used here.

This is the long description of the ACL to explain its usage.
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5.2 ZIATE

B TP AT TP s (0 A R ABUA
PININE: - @NNR P lin g T

OTRS SZ RSN PTiH 20 A 7 B RABESCA | B . R dlk - a7 B H - ) o B EHES
OTRS ‘i B 5 W] LA SCWRLE 5 B 1% il WL O] i (1> 2498, Seat Hedla Andi s b thon] DU 2h & 7B«

R AR S P I Bh A& 7B o BRIAELL T » —ANFTH) OTRS 2238 = A& 7B .« sl BUE
B I AE SREAN B Bt 4LR) Sha 7 Bokibep A1

L) TR RIS R BT o BT (N R 5 R o, e

a Dynamic Fields Management
Actions Dynamic Fields List
Ticket I-14of 14
NAME LABEL ORDER | TYPE OBJECT | VALIDITY = DELETE
= ProcessManagementProcessiD Process 1 ProcessiD Ticket valid
A Djec . .. .. . .
' ProcessManagementActivitylD Activity 2 ActivitylD Ticket valid
Article ProcessManagementActivityStatus Activity Status 3 Dropdown  Ticket valid
PreProcApplicationRecorded Application Recorded 4 Dropdown  Ticket valid
Add new field for object: Ar PreProcDaysRemaining Days Remaining 5 Text Ticket valid
i tamer PreProcVacationStart Vacation Start 6 Date Ticket valid
PreProcVacationEnd Vacation End 7 Date Ticket valid
- - 8 : PreProcDaysUsed Days Used 8 Text Ticket valid
e PreProcEmergencyTelephone Emergency Telephone 9 Text Ticket valid
Customer User PreProcRepresentationBy Representation By 10 Textarea Ticket valid
PreProcProcessStatus Process Status 11 Text Ticket valid
A bjet PreProcApprovedSuperior Approved Superior 12 Dropdown  Ticket valid
FAQ PreProcVacationinfo Vacation Info 13 Textarea Ticket valid
CallerReachable Caller reached 14 Dropdown  Article valid
Ay bject: F
Ig] 12: IELJJ;LD E %
Jaran o’ —p
5.2.1 EHAIEFE
— L
HEAE AT B
[TV TN . Y . N )
1. NEEMAFE Pk — 5 IR RSR P £ — A sh T B

2. WEWHTE .
sl PRAFIEA .
BRI TE
- R EIET BRI A TE
2. BT .
il A7 B ORAF I 5 AE L o
BB TBL
- R R B S A BB IR A LA
skt BAIZH .

VEME WERB RGN T 208087 B WA I SRS HEIE R B\ L B8 (K 2 AR B AT 2 I Bh & 7B o
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General

* Name:

* Label:

* Field order;

General

* Mame:

& Label:

* Field order:

Validity:

Must be unique and only accept alphabetic
and numeric characters.

This is the name to be shown on the screens
where the field is active.

15

This is the order in which this field will be
shown on the screens where is active.

K13 QI shas 7 B

PreProcVacationStart Validity:
Must be unique and only accept alphabetic
and numeric characters. Field type:
Vacation Start

Object type:

This is the name to be shown on the screens
where the field is active.

6

This is the order in which this field will be
shown on the screens where is active.

Kl 14: gl &7 Bosr e

Field type:

Dbject type:

valid

Checkbox

Ticket

valid

Date

Ticket
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Dynamic Fields List

I-140f 14

MAME LABEL ORDER TYPE OBJECT VALIDITY DELETE
ProcessManagementProcessiD Process 1 ProcessiD Ticket valid
ProcessManagementActivitylD Activity 2 ActivitylD Ticket valid
ProcessManagementActivityStatus Activity Status 3 Dropdown  Ticket valid
PreProcApplicationRecorded Application Recorded 4 Dropdown  Ticket valid o]
PreProcDaysRemaining Days Remaining 5 Text Ticket valid ]
PreProcVacationStart Vacation Start 6 Date Ticket valid o]
PreProcVacationeEnd Vacation End T Date Ticket valid o]
PreProcDaysUsed Days Used 8 Text Ticket valid o]
PreProcEmergencyTelephone Emergency Telephone 9 Text Ticket valid ]
PreProcRepresentationBy Representation By 10 Textarea Ticket valid ]
PreProcProcessStatus Process Status 1 Text Ticket valid ]
PreProcApprovedSuperior Approved Superior 12 Dropdown  Ticket valid ]
PreProcVacationinfo Vacation Info 13 Textarea Ticket valid o]
CallerReachable Caller reached 14 Dropdown  Article valid o]

Kl 15: MIBREh 2S5 B bt e
5.2.2 A THRKE

A ISR L BRI, ATDME I U B o BT R S I T BOR AT B .

FAT Bl w
P R )3 - B X S AT AR [F] o
General

* Mame: Validity: | walid
Must be unique and only accept alphabetic

and numeric characters. Field type: | Checkbox

& Label:
- Object type: | Ticket
This is the name to be shown on the screens }

where the field is active.

* Field order: 15

This is the order in which this field will be
shown on the screens where is active.

16: ZhA 7 BUBH] B b 4

R LI AR o T LAE L T B i AT 2RI () 4 K ES FRER Sk o ZROK BoR e T
o,

FREE * IR AEBE T % B 4 R oRI AR .
Z L
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LN AT BRSBTS o A0TSR n 28 BPE A In 208 5 WP scb v .
FBUBY * ARG T %7 BUh bR B BRI .

AL BRI AN o W R T BOR BN A% WA BRI R AAE OTRS FR A o by Brist
B TCRE I TR AR L SRR AL A]

TR MR OAE BT RS ANFREIAR S . RO BT R .
XTGRMY JESRM O b TR IR, AR o X — AR BL .

VEME: ARSI e W] LUE I Shas 3 BURALE o fldn, 5 RM00 T ahas 7 BUReAE Tl
A AREAEAE AT -

PR B BA S 45 R 3 A7 BTG o

RIRHER & T B s
SEHESN AT BUN T A7 4# true B false fH .
Checkbox Field Settings

Unchecked

This is the default value for this field

17: BHeR) &7 Bl &
BRME * RIEHERBOAE -
Qg BUATOL T, BIEHECIE T o
ARt BOAEOLT , SRHERET .

PRNE BE TR E

UEEh T BV IR A F B2 T8 .

4T B Name BYEIRZOR AN, JF HA Bahim, BN TREASEEa i, BaUT-shims it E ik
FEBHEYE E O AT BRICE O, e Name £, A LLZE Name 22K .

ValidID 7Bt * validID JEPEAL SR JFHAC B, I TR, 20T shis it
JEVE o AEEEE X C @A BIE D, e validIp Fo . HW UL Validity 228

e 7B RRI AR N TR B m Pt o sy B8 Bob i) 2 PRSI A8 v B, e Dl & B
C AHBAE DFIAE C Son il Do AEMZALH  f8n] LLZS N2 AN EEEXT .

18

%5 Name Fl validID B O W44 7Bl ValidID BT o ANEEFHAT HIX Py AN !

AT Be AR LAY LA S T BaAs I 2 7 BL
WA T B LU 5 70 B ) A6 0 R B 2

VR Name Rl validID BHIELE I, ANTEHTH «
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Contact with data Field Settings

* Name Field:
# ValidiD Field:
Dther Fields:

Add Field:

Mandatory fields:

Sorted fields:

Searchable fields:

Translatable values:

These are the possible data attributes for contacts.

Comma separated list of mandatory keys (optional). Keys 'Name' and "ValidID' are always
mandatory and doesn't have to be listed here.

Comma separated list of keys in sort order (optional). Keys listed here come first, all
remaining fields afterwards and sorted alphabetically.

Comma separated list of searchable keys (optional). Key 'Name' is always searchable and
doesn't have to be listed here.

If you activate this option the values will be translated to the user defined language.
Note: You need to add the translations manually into the language translation files.

K18 BEARNE B ah & 7B E

5.2. FhETE
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HEP 7B LLE S5 70 BRI HE P U B 91 o ARSI R SE L, 2 e BT RIAR T B, F H BRI

e o
AR T B LLZ S 2 i AT R SR .

M Name BEAGEE IR, ABAEIAETIH .

AR SRR R I, SRR A o T i TR S -

VEAR: R R R T SR In B F B .

AT TFBUG » R PR QI M T B AR o AT IF g ah & TR RS o — W sigm s I R

NI HR 1 T — GRS R A — 28l .

Contact with data management

« Contact with data
Actions List (Telephone)
Telephone NAME
Internal Helpdesk
2]
a Add contact with data
19 R R A5 B B i 4t
AN ARG .

1. WIEMEARER SRR NI R R g8 — el & 7B .
2. i ZE AR A B S IR AR AR L .

3. HMELIUFEL

4. g PRAFHEHL

Add contact with data (Telephone)

* Name:

# Validity: | wvalid

Save or Cancel

20: TN INEL R A S bR

ARG NRRE R
1. FlIRARGE EARF B DRRER .
2. BB

VALID
valid
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3. Ml PRAFEL ORAFIF S8 R o
Edit contact with data (Telephone)

» Name: |Internal Helpdesk
555123

# Validity: | wvalid

Save or Save and Finish or Cancel

K 21: g AR Bt

XA A7 B AE A EE A B A% o B AR SRS B A
1. QMR NE BB ah& 7B .
2. WHEAREMIRRETEC FTREME Do
< 1E WA TEP RN Name .
« {& ValidID =Bt Validity
o fHH N BN A HoAth g 4 > Bl Telephone J&TE( #: Telephones {i: Phone ).
- ASINLAE 573 B A 20 s P B 21 3% C AN 2E Name # ValidID )
B B PR 5 R 5 9 FR 8 : Name, Telephone, ValidID o
IIAT R JE Y R ( AT E Name )y BLE 5500 o

TR AE EFHUR AT T8 — SRR NG BB A28 B A BRI P R I 22 2D — AR ORIR
AR

78 B M B A OB I BN W O8O R RCCE o W, @ O RS
fic ® W Ticket::Frontend: :AgentTicketPhone###DynamicField Fi
Ticket::Frontend: :AgentTicketZoom###DynamicField, ¥ M 3] 6] & f i§ T ¥ b %5
o

8. HeE| QI HIn T ERE, JERCH TBUHBL T o KT R AR SN B TR
9. Wi ABEMUERIARARN , JREH PR .
10. ZPBCIIBE AR N KL B MR 2 s T et it

11, 7] DLt ik B IR AR SRR U 2 7R 16 g D6 R M5 B R S R A B 1 C 4w
TR EWE Frontend: :Module###AdminDynamicFieldContactWithData H & X4 )
B Do

12, WURE E S TR RIECR N, AT LGB e & T sl A 7 B AR ] HAl TR AR S K .

o> o » oW

HIahas 7 Bl &

Fzh &7 BOH T — A H UM .
PO )22 HIS A 220 O DO ON B O SRV A BUR ERIAEL C 1401 3600 =-60 -

S ) s IR D BE AT SCEAE 7 B AR 78 43 Wb 1R i) S v B COREORAE 2% Do LR BEE Y 2, U
AT LA BA R I -

LU G RIEFX S T BUER I REEFN S KRB LKL .

5.2. ZhATE 159



OTRS Administration Manual, % i 7.0

Date Field Settings

22: Hahas v Bt E

ARKIJLEE FEG 57 AL B IX A B 7 BUNAE I REE R RERKIN LA -
WoRHERE SR DAAE IR B AT R B e A BUE AR E WL R HTTP BE4% - Biltn

http://some.example.com/handle?query=[% Data.Fieldl | uri %]

T EER WRHS T AR £ T RPN B 4 B sl 24 URL EJ5 I 2 URL FOTINE o TR
T DIREERL, b/ 2 I3 URL 7B S 4 T WA

PR A ] £ HE T AR Al A A
Bl LEAK 1 4% H B 6 Pl T FEL L Bag A\ 25 i 2 s 6 H 30
Bkt 5 i H 4 H Pt 0Rs BHL BN >4 i 2 i 38

I ) 25 B

I )5 5 B KA i LI L
SR A A T B BB 5 S A T L B BT

M HHES) AT BUH TAT il AN E PSR B RAME .

WREMH XL IR N AT RERI B B o T LKA I A B B, ST DU B C N EE D AIME
CSoRfE Do fEHIZARHL, AT LA I 2 MR o

BOME 20 BB R Bosfed i i 1 .
A W RBGE R I, W S ANBOMEL, DAAERT BEMAIR P sl - o BURFIRAEAE A B S o
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Date / Time Field Settings
Default date difference: |0
The difference from NOW (in seconds) to calculate the field default value (e.g. 3600 or -60).
Define years period: | Mo

Activate this feature to define a fixed range of years (in the future and in the past) to be
displayed on the year part of the field.

Show link:
Here you can specify an optional HTTP link for the field value in Overviews and Zoom
SCreens.
Example: http://some.example.com/handle?query=[% Data.Fieldl | uri %]
Link for preview:
If filled in, this URL will be used for a preview which is shown when this link is hovered in
ticket zoom. Please note that for this to work, the regular URL field above needs to be
filled in, too.
Restrict entering of dates:

Here you can restrict the entering of dates of tickets.

23: H/m Rl sh &7 Bk &

PTERLIE s I, K AR U .
ARV RE o RS e I, ISR 3 O L 2 RS

TEAR: R ORI T ahiR I B0 5 B .

SRR AT LLAESRAR MR SEAN VR B e A 7 BUEAR € PTIE ) HTTP $4% o it -

http://some.example.com/handle?query=[% Data.Fieldl | uri %]

PSRHER: WIAUHS TR, 78 T RERS bR b 2 BB 3 20X URL _EJ5 IR S 7n URL IOTIUE o 15T -
TR DIREAERL, I/ I URL B S I TR S

ZIERERN ST BORE

FIREME XS R N AT REIBn SR P o e S HLEE IS I AR T B S e DL AR C N EE D AME
C SRl Do fHEIZAZHL, BT LIz 2 AN BEAEXT .

BOME R0 BB R Bosfedn s i 1 .

A RS R T, W S ANBOME, DUAERT BEMAIR P Bos ol - o BURFIRAEAE A A S

PTEALIE s I K LRPRIE Ui .

AR D SRR R I, SRR o T P i TR S .

VEAR: R R R T SR In B F B .

5.2. IATE 161



OTRS Administration Manual, %1 7.0

Dropdown Field Settings

Possible values:

Add value:

Default value:

Add empty value:

Tree View:

Translatable values:

Show link:

Link for preview:

This is the default value for this field.

Activate this option to create an empty selectable value.

Activate this option to display values as a free.

If you activate this option the values will be translated to the user defined language.

Note: You need to add the translations manually into the language translation files.

Here you can specify an optional HTTP link for the field value in Overviews and Zoom
SCreens.
Example: http://some.example.com/handle?query=[% Data.Fieldl | uri %]

If filled in, this URL will be used for a preview which is shown when this link is hovered in
ticket zoom. Please note that for this to work, the regular URL field above needs to be
filled in, too.

K 24: THIHESDA T BOR E
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Multiselect Field Settings

* Key: *Value: =

Kl 25: ZiLHERh & 7B E

SCARES S 7 BB B

SCAMESN 257 B TAAAH — AT P4 .
BROME 207 BUBRINEL 08 Bos fEd 48 e - -
SRHERE T DUAE G A D MR SEAN PR DR AR BUE TR E AT HTTP B8k . it -

[

http://some.example.com/handle?query=[% Data.Fieldl | uri %]

ST HER WARHHS T AR A2 T HRTEN Diash 2 AR 3l 21X A4~ URL EJT I s URL BTN o TR
LI DIREERL, B2 L URL 7B S 4 T A

IEMFGAAR A ] DR AR MIENRA AR A E  1ENIZRIE A xms BIHAFHAT - B0

~[0-91%

BINIENZEA e HHRRRR IS B 7B A ARSI — AN IE Rk U — R R .

ZATIAMES S T B

AT RN T B A D 2ATIN AT & .

I8 ey BAE g AP IR C AT .

HITE BT BAEg A R I ST C 37 s AT Do

BROME ORI BUERNIEL 00 Bos e g4 i - -

RN A fn] LA X AR — M IENRE AR A IENREE KA xms BURFFAAT o B0 -
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Text Field Settings
Default value:
This is the default value for this field.
Show link:

Here you can specify an optional HTTP link for the field value in Overviews and Zoom
SCreens.

Example: http://some.example.com/handle?query=[% Data.Field] | uri %]
Link for preview:
If filled in, this URL will be used for a preview which is shown when this link is hovered in

ticket zoom. Please note that for this to work, the regular URL field above needs fo be
filled in, too.

Check RegEx: Here you can specify a regular expression to check the value. The regex will be executed
with the modifiers xms.
Example: [0-9]%

Add RegEx:

26: CAHERA T B E

Textarea Field Settings

Number of rows:

Specify the height (in lines) for this field in the edit mode.

Number of cols:

Specify the width (in characters) for this field in the edit mode.

Default value:

This is the default value for this field.

Check RegEx: Here you can specify a regular expression to check the value. The regex will be executed
with the modifiers xms.
Example: [0-9]%

Add RegEx:

Kl 27: Z2ATICARRERN A 7 BLB K
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~[0-91%

AINENZGE e FHERS IS8 7B ] AN A IE R O S I .

Bt e AT B

VEME BT AIXMR I Eh & T B 2 OTRS s AF 4 . 1i5HER sales@otrs.com BEAT T4 -

Web 25587457 Bt

VEME BT AIXMER IS A T B @2 OTRS g5 b . 1i5HCR sales@otrs.com HEATTH2K -

5.2.3 7Epid b Wonsh & T B

A EAE A FER T R AT B
1. BPRIZEh AT B AR BE N A3
FERG BRI ITIT AR ERR
SR A — MRS — B IR A EASINEh A T B
RFILL ### DynamicField ZiAAIBIE , WJm il i N EALH -
s + AL INEh ST B
FESCAHEF NS 7 BU A AR SR A By A i de ]
W1 - FRAHE 2 - A HA I .
s i AT M AR 20 4% LLRAF L
MEBREN RS E -

© 0o N o g kD

Ticket::Frontend: Agent TicketZoom#H#HDynamicField

Dynamic fiekds shown in the
RedMine!D 1- Enabled e =
sidebar of the ticket zoom screen

of the agent interface.
BugzillalD 1 - Enabled

28: fEhi A Rl T B

VAR ATLAFINRSINZ A& 7B . ik, HEELE -7 .

5.2.4 Jid TSR i B BRI

WRZFBOCK A W TFC Bl TicketCreate ) W DMl R FAFEMERE .
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1. ERGEEIEHITIT KSR ERDR .

2.9 M B &L - FMH - T I &K K E Ticket::EventModulePost###9600-
TicketDynamicFieldDefault .

3. wiali G IS B E AL LSRR
4. AR 20 I A% A LR AP BEE
5. M EBRMARAME .

Ticket::EventModuleP ost##9600- TicketDynamicFieldDefault

- - Ewent module registration. For

Module Kernel:System::Ticket:: Event:: TicketD : = =
mare performance yi
define a trigge [

Transaction 1 Event == TicketCreate). This is

only possible if all Ticket dynamic

fields need the same event.

29 WUE TR
Wil s 7F TicketCreate (B T H) FAFH IS FieldT :
1. ERGAEE IR TT REEERAR
2. 5 # &% ©» - T ® - DynamicFieldDefault — & # & & #®H
Ticket::TicketDynamicFieldDefault###Elementl .
3. sk G IX AN BB T DL BEE .
4. A ) a) ] AR A R
5. MFEHEHREIE

Ticket:: TicketDynamicFieldDefaultt35Element 1

Event TicketCreate Configures a default
TicketDynamicFeld setting. "Name
Mame Field1 defines the dynamic field which
should be used, "Value" is the data
Value Default
that will be set, and "Event” defines
the trigger event. Please check the

dew

PET manua

otrs.github.io/docf), chapter
Ticket Ewent Module™.

30: fEBIEE T F A an Sl 7 B

VR XAECE W PALE 16 4> Ticket: :TicketDynamicFieldDefault###Element WH HAT[—/
WH .

Z L

W T E S 16 AN B WLZivks H s XML SCHFAE SOTRS_HOME /Kernel /Config/Files /XML
Hxh DAy Rtk Dhie .

5.2.5 G b ds e B N BB

DA A7 A A i 8 P P ) SUAEL 7 i 3 2 7 BOBRE
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—_

CAERGUE PR AT I RGMCE B .

R T — RSN — P — i E I RN 'E PreferencesGroups###DynamicField o
s il G ERX AN BE FH OB B .

s iAW ) e 42 DL R A7 I

B BURRGNE .

o~ 0D

PreferencesGroups###EDynamicHeld

Defines the config parameters o
Active 1 5 i L
this item, to k Wi in the
v. Please note:
Block Input nhy
Data [% Enw"UserDynamicField_NameX") ne
personal pre but will st
gliow administra
Desc ption for DynamicField on Framework., - -
settings of another
Use "Preference
Key Default value for NameX n which area th
should be shown in the user
Labe MameX nterface.
Module Kernel:Output: HTML::Preferences:G
Prefikey UserDynamicFigld_NameX
PreferenceGroup Miscellanecus
Pric 7000

31 FEA A i 5B TP O Bl A B
e B  RIEEEE A Nl 5E — oAb ORIz &7 BUWBOAE -
MNamex

Default value for NameX: This is a Description for v
DynamicHeld on Framework.

Bl 32: AN A i b BEE P I B 7B

SRR T ST T A 5 R v A 4 DA D BTk L i A 3h A5 7 BE Name_x IBRIA(EIN
B o BECE ARG E R SRV — AN AT BL o WERMA B A7 BOR AT BL DI RE » W FE 22 a0 A X
XML g S LA I -5 SR ABLAR B 22 B0

M WRAEH XML i T2 W E, WA RESRIERZ T LAUEME—T, HAFET Prefer—
encesGroups###DynamicField o filll:

* PreferencesGroups###101-DynamicField-Fieldl
* PreferencesGroups###102-DynamicField-Field2
* PreferencesGroups###My—-Fieldl

* PreferencesGroups###My-Field2
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5.3 HaML5%

AL BE T A AR o JATIRZ A “if-then” 353 .

If fElLEoacft b s
o TN THRARANRRE R
o —NTHRSPRCE]—ANE IR
o ATHRATANE SRS
o AN TRAEATE MO .

WAHAT —EENER BRSBTS e TR ) B AR O TR IR S55 .
UEAh s TG EERAT— LI TN R TR B0 > B A G B I B SR E EA S

OTRS 1} HaIE55 R ILIIRE -

FILAAE OTRS i i e B 28] HLAT: 55 Bk I [ AN A 2 A 4E55 M

Toda I AAE S o« RIHER &AM« W SR brdE B a0 TRt T AE .
LR T PR G b (1 A BS54k o BRIAE LT BT OTRS A& ARAT A SRS -« H3h

RSN SR AT T SRR A B AL F T4 B .

A« Generic Agent

Actions List

[+] Add job NAME
Mo data found.

LAST RUN

Filter for Generic Agent Jobs

Just start typing to filter...

K 33: HEMT4E

5.3.1 HH AT

A EQIHE—ASH BB ESS
1. R ZE ML () AT 5542
2. WHELIATRL
3. wili TRAFFEHL -

A E G BN
1. mi HEMES PR I — A A3ES
2. BB
3. sl PRAFE PRAT IS8 edacll

A7 E R A HEESS
1. RGHHESE RS 4 UL AR AR .
2. wili #IAFEHL .

VALIDITY DELETE RUN NOW!

B
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Job Settings

* Job name:
Validity: ||¥es
b Automatic Execution (Multiple Tickets)
b Event Based Execution (Single Ticket)
b Select Tickets
b Update/Add Ticket Attributes
b Add Mote
b Execute Ticket Commands
b Execute Custom Module

Save Changes

Save or Cancel

34: QUHIE ) H NS5 i
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Job Settings

# Jobname: Testjob
Validity: ||¥es
b Automatic Execution (Multiple Tickets)
» Event Based Execution (Single Ticket)
b Select Tickets
» Update/Add Ticket Attributes
b Add Mote
b Execute Ticket Commands
b Execute Custom Module

Save Changes

Save or Sawve and finish or Cancel

K 35: gt B AIES5 HE

List
MAME LAST RUN VALIDITY DELETE RUN NOW!
Test job valid [ Delete Run this task

36: MiER HENIE55 b4+
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VEMfR: WACKE A A ESASINEI RS, U5 IR HE T B N B (1 44 ok B ke 2 1) BB S5

5.3.2 HINESE

AN B A IE DEUAIS T LME I DU CE o AT AL S (0 BUR U BL
I AL S5 BEE

Job Settings

* Job name;

Yes

K 37: HE55BLE - THH]

RS54 RR > WBRII AR o W] DAE 7 BE S AEAT R 1) 74, 36 K5 P REA S M, o ZFRR s fE
R .

FRNE WOE BRI R o BRI T B E N Yes/A&: , ML B YE AT H T OTRS o Kt 7Bk & b No/&
FEEH B RAE A o
FEDIAT
IS 5 LLBCE A S AT AT S5 IS TR
w Automatic Execution (Multiple Tickets)

SCHEDULE MINUTES SCHEDULE HOURS SCHEDULE DAYS

Currently this generic agent job will not run automatically.
To enable automatic execution select at least one value from minutes, hours and days

38: fE45 I E - HEhT

TR 4350 EREPATAESS HI 48080 - B, kst 10, WESHAE 00:10 « 01:10 - 02:10 ZE4E /N HAT
#?j\» R

VRN, EFERATAESS 1/ K o B, RIS 10 12000 B0F H 02 O+ /NH, M55 45 42 5F
—KI# 02:10 BT »

WRIRR G FEHATVEN ) H) o i, Wl k$e 10 1B 00 8h s b4 02 44/, JF Hak % Fri 2 H T,
RS R AE SRS R TR 02:10 AT o

T FRAT
BUG IER7r L BRI TAT 55 A F
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* Event Based Execution (Single Ticket)

EVeE BEErs TYPE EVENT DELETE

Ticket

EscalationResponseTimeMotifyBefore

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

39: fES5WE - BT HRAT

Al Ay XL IR IMAFAEIIER o WER BRI A, WAIRACEAEM TR  Hilifn— 2
B A B AR T LA BR T 3% .

IR as JEPERHAAT S5 BN AN FAT .
i

SRS 5 R T IE R S 1 T T AT SR A
TBUE AR, P L BB IR
SRS IN T

U5 By LSRR/ s 0 T g P

TBUE AR, BT LK BB I AR R
I

B R 73 DL S AT 55 AT RE M IR TS IR

PAT T4

R A RN AT 55 AT B E dn 4 TS I .
2 M55 N B3l FORGETE AN WEARIESE T Yes/rd » M2 [ g5 N G AN P R 36 AT R T T S (Fam 4
A TEMALH N HAT I A2 - ARGIO] K& T 95 - ARG[1] /& TH ID .

A WA A ERAS, WA o RN H RIS

TR T R, T Yes/i2 » WA ST SR M BR UL AT Y T 5
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w Add Note

From:
Subject:

Text:

Visible for customer:

Tirme units (work units):

40: fE55BEE - TN TE

w Execute Ticket Commands

Send agent/customer notificationson | | Yes

changes:
CMD:
(This command will be executed. ARG[0] will be the ticket number. ARG[1] the ticket id.)

Delete tickets: | [No
Warning: All affected tickets will be removed from the database and cannot be restored!

K 41 MRS5S BEE - T THRS
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i3

o FTA 2R 0 R MR R, B
AT E LR

R ERAE LA S5 AT o SRR IS IR 2y o

w Execute Custom Module

Pl 42: AR5 B - AT B SOREER
EER R (h A

M WARE SR, WA« N AR
SHE MDA ISR SR .

SR BN DAL LB SR .

5.4 JifEE A

BN PR PEAR i PERE > [ I d B M /> N W B & A RS SN — T oK o 0 T AT 55
fE R RHEE RS

% I
PR AT LA ALK — 55K o B ORPITAT 2o A BAE IEG RO CL BT ORI IB R N TR ILIA ST, s
OTRS i it e B SCHFIZ — oK o Sl LA T b ORI AT 6 7 B C S )& 7 B ) RIS B AE G Tt
EAESURE R R S B A BRI EAE L o SRR T T2 RLP MRS N Dok BUAR A Sy Ab B, IR AN 2
SEALIEI .
JRELE OTRS Hijsi A 5847 e v » DA S A UM 2k .

PSR B AR SU A RS o R BEBRREAL T WA S A SRl SR B
5.4.1 PR
A E QI ASH R -

1. R ZE MRS R GUEEFT AR FL A .
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BHH BT B .

st GRAT AL

IS PR SSIESIRAAEHE « LUR PSRN SRR
B PASBEE N 1EB .

TR .

o 0o~ D

Create New Process

+ Process Name:

# Description:

Inactive

Save or Cancel

Kl 43: QLB R R b

B AN

1. R AR P ) AN -

2. BE BRI AS

3. mili CRAFEL DR AF I 58 id sl

4. WWEPHRE
A BT — AN

1. s FE SRR 5 41 S HIEAR

2. RU O IR AR
A TR — SRR -
RIS R A — AR
B ORSWCE R AEEIN
sl PRAFHL o FEZE A ok R IR —ANBT I R ARTS S iR .
sty MIBRARVE SRR F I
kB BE S 1 B A
R PTA AR .

—

o 0o k0D

il WARELL Perl A NH NS o FEAERBITEOL T » BT AR AR LA SO, R EATC B
B el IR AL IR E N ARSI ER IR o ANBERACEE S R A A !

FEMIBRFREZ T > 45 MRS5S N B3 — S8 [R) 58 O EAEIZAT AR AN B o ) LUREALRE R I A MR » RIDRIZ IR B
AT o FARRAF] L .
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SR N1 T DS e TR B
IR JoVEF s TR IE R AE , HEA Ty n] DUE 2R -
ARIESN Y AR AR TR RS ) T
A EE PTAT IR |
1. whi ZE (IR (Y #835 Pr A PR AL -

VEMR: O TSR GEIIAT D 2B () BB A AR o s RSB T E i B R R RS % A

TR
1. mhRRESIREE 4 503 HEE .
2. fEFENL LT — M7 E UMRAF Export_ProcessEntityID_xxx.yml X4 .

B BRI REERREAL AWK RS AL a7 B g .

HESAN AU :
1. g ZE AR R i BEE SRR 5 $24
2. AR HM Lyml A .
3. mili AV E EH .
4. HEIHRE .

VEfE: AESR AR AT, J0RAE E A 3 N BTN TR P A BT A IS 55 A DL Mzl B, PR
BHAGNCE o WARGAET ZAE U7 H 2 (ACL) » R E T3 E

VEMR: WERARGPEIIN T 2R, RS ELI BRI A FR, RVATAE ] Rk S AE RS E R o

5.4.2 JifEIn#
TR ARSI C R A PR DT N T W45 BB R 5 (BPMN) ISO fir #4295 o LA I AT 4535 8 a] LA FE iR
[RFEATEE .
AT S35 3 AT 55053 e AR BT » T LA B3 7 B R A 30 BE T
VIR AR VU, WU LU R B o bR R ST BUR LT B .
TEENARR > IR SRR o 1T DR T B T TR 70 A6 RS RIS
TEBNT * W LU LR T 505 ) -
o AATSHEE) AR )
o REBATSES)
o PUESE )

TENHE ) RPN I R o D T SR R, R IR 2R I BUOTE Dl i A 58 B I B U
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Edit Activity " Example task activity”
Cancel & close

w Activity

* Activity name: | Example task activity

* Activity type: | Scripttask activity

Agent Interface

w Script Settings

Please select the script which should be triggered immediately if this activity is set.

* Script: | DynamicFieldSet Configure

44: JAAEST S BN 1

TWENERRACES B2 SO A T AR B 55 AT 55 i S AR R ARRY o B SRR A QRS s 200 IE 24T .
W LURBIRRE T R SOIRSS N G ) F P AE T A SR SR o vl LAAE U St b R shifi e :
YNGR
& NAVIIP I PN AT
o BRER B3I

JHIAS > AEXASTRMES S AT DLIEREUI R E T30, WAZSLAN A AN A o Bty WO 3 b JALAS
M (X o

NR A5 5 2h o5 AT 55 i s i i WEB IR 55 K58 AT 55 o
AN L BRI, TDME I U R o AT R S I T BOR T B .
WBIAARR > BTN AAK o W] DRI T BOR i AEEE R P4, RS 7 RERTAE RS
WM > ATLUE T L R AR 5595 30 «
o AL SN
© IRSSAESSIESN C AT FE )

« MRS ES)
THEHE T RIS IS R o D T SR AR, R 2K I BURR D AT 58 B ) I B

WA RS A SO AT A BRI 55 A 55 s AR R AR o 8 SRR AU L 0N IE AL .
LR ZRRE T 5 SOIRSS N G s - P AE AT A R SR o vl LAAE U St b R shift e «

& YN

o RS N GURIANES N G2 51

A YNAR AT
Web /55 M Hug& ks —AWeb 55 o
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Edit Activity " Example task activity”
Cancel & close

w Activity

* Activity name: | Example task activity

* Activity type: | Service task activity

Agent Interface

w Service Settings

Please select the invoker which should be triggered immediately if this activity is set.

* Web Service:

* Invoker: Configure

45: IRSAT5 5N 1

W * 4 Web JIRg5i&#—MEAREY o sl OB YRR IS4 .
MRS ES 2RSS RS N e ) P AT T M R AR 5595 30 -
AN INE B L BRSNS AT U R BCE o bR S I BUR T .
WENZAR * IEBHRIAARR o AT LAEIL Y BOF S AT AR 74T, GRS 7 RERI A%
BN > AT LUE T LT 2RI AR 5535 30 «
« AL TS
o IRSSATS5 B
o JHPESSIE SN C TR

MU S S AEHE T8I AR o 3R NSRRI R A B3 m] LURE P AT 5535 BI06 T HE 2 O 45 3
) o RO AT PO SR R AT HE

i QB T4 05 S S HE FA 0 8 S AE
5.4.3 e

VikEtk OTRS AR BT R 2% o LAV R » A B AT LA DR o N AR 24 [ S8 o 1 (e AR 4 K
I SCAEIF BRI BB o AR BRATE — 7 e REORYE o FRATTHREE AT IRRE .
HAERE

FF AT IR AT DUFIIRS «
kR AR T i O BAF I F SRR o FABEEBA ] P 2
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Edit Activity " Example task activity”
Cancel & close

w Activity

* Activity name: | Example task activity

* Activity type: | Usertask activity

w User Task Activity Dialogs

You can assign User Task Activity Dialogs to this Activity 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.
Filter available User Task Activity Dialogs... ASSIGNED USER TASK ACTIVITY DIALOGS

AVAILABLE USER TASK ACTIVITY DIALOGS

Request filed A =
Recording the Application for leave AE [
Approval A=

Create New User Task Activity Dialog

K 46: F TS 8hE D

Title: Prozessmanagement flUr Dummies
Autor: Thilo Knuppertz
ISBN: 3527703713

ZEHE LB BT R o AR, FENCRPGE N o R R B BRI

SR E AR B LA RN B3 5 B o] DL g I ) 2 1F D SR i it 1548 o A A S B 7 204 T b kATl
K o WERREN T, Al DRV L E A A A .

WOk AR XA BT Bk A ] o EBRERI SR A BT, RSB SR RIAE HU] o B R TR R AT ]
AT CAFE , I ORI AT R .

V25 1 o Sk
,BﬂmeJEﬁi

=

|
R IRAT VB> T HAEIXAS AR R AN AT AR A S RN (R PR Aty SOR — B CAE, AT eats 77—
ANVRFE TR LA
LR BISRRE AT, BATRTLUE 7 2K 2 H

o WREIEHITTRENE » ARFRATRRZ N T ARSI AR AE

o R AHELE ] L E B0t O S SR B AR S s AR BRATTRRZ R A

o PERCENHFHRE T n > ] AR F3Re AR s, JRA R IR N 7 AT

o ARSI SEHERT AT REVE o FEFRMTHIRGI P, ML BEAAZIAE HEMEAD FE46 2 [A) HEAT LE £

I A B o LEIRATIRRZ R E )

BUE, A7 T80 PR SIESHE « PP AIRAP S SsRAt . BeA IatAT 1 e 220 TR BS54
AR o VYIREAD I IE T DO RS TARG SR E 20 BN A DR o R FATFRZ e .
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O 6 B B

AEQURE AR BICHAE 20 AU RS o Tl X B0 o A B R 7 B B
GiLE B .

B LL R PAA «
.
. EI
< RIt
« WR=E
YW SN
o Z£PH
. jH\J_
B LA 2 AT B
JSES 3| EZ S bR R
T A Title Bt
T H PN Author 1E&
TH A ISBN ISBN
TH YA Status IRZE -~
o HAbIEAL
o JHILHHE
o SR 4
AT
€
T AR Supplier LR RS
T A Price ks
TH H #H DeliveryDate LT H I
i H DateOfReceipt | WFHI

WEUTNTHNAERSNE WHE -

« Ticket::Responsible
- &hH

+ Ticket::Frontend::AgentTicketZoom###ProcessWidgetDynamicFieldGroups
— Book — Title, Author, ISBN
— General — Status
— Order — Price, Supplier,DeliveryDate
— Shipment — DateOfReceipt

« Ticket::Frontend::AgentTicketZoom###ProcessWidgetDynamicField
— Author — 1 - Enabled
— DateOfReceipt — 1 - Enabled

— DeliveryDate — 1 - Enabled
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ISBN — 1 - Enabled

Price — 1 - Enabled

Status — 1 - Enabled

Supplier — 1 - Enabled

Title — 1 - Enabled

M AZSILE BRI AR EBE

AR S R [BIR) AR BB A NS AR o IHE TR T B .
Create New Process

# Process Name; Book ordering

# Description:  The process to order a book.

Active

Save or Cancel

K 47 10T - BRI TR
B A o BUAE AT DA 2R LR .

QU SIS B T HE
S ZE AR ) R R SURE TT B AN R ) TP A S S TR RE T o SRR RETT T A 5535 S0 T HE
I, I BT AL RIET, AT KEEAR o il U ARSI S AL AL

FEFTIFRY S Bt S XREHEA RN BT C AT D “FB o T IXA b, AT TRAOR B A7 ot 5 BUAE R
BROAE -

Tk F B AL B AT S35 IR HE . HFR N T F B s BT T B, IR E R B B P .
43t 7 Bt H B 5 5 e - B llﬁ)?FFEI_J TSI, R FEH Bt R B B L RS B A
BN E o
CEARBIT, AR -

* Article FEATHIE .

* DynamicField_Title s DynamicField_ Author . DynamicField_TISBN FBH T HIT 4
I .

* DynamicField_Status AR U
FFX Lo B A AT - Bt a3 ] 2 il Bt o
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Available Process Elements

ACTIVITIE

w User Task Activity Dialogs

Fitter User Task Activity Dialogs...

Approval ICHEQ
Recording the Applicationf... & AE
Request filed IDEq .

Create New User Task Activity Dialog

Kl 48: EIFTT - ARSI SR AE

w User Task Activity Dialog
# Dialog Mame:  Recording the demand
Availablein: | AgentInterface
# Description (short):  New demand

Description (long):

Permission:
Required Lock: |[Na
Submit Advice Text:

Submit Button Text:

49: BT - AN AR S5 Bl A
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VER: XA B, TS TF B DynamicField_ WiZitbll DynamicField_Title « A 5T
PR Title TRYE o

w Fields

You can assign Fields to this User Task 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.

Filter available fields... LT EUENAEINS
Article =
AVAILABLE FIELDS DynamicField_Title =
CustomeriD DynamicField_Author =
DynamicField_DateOfReceipt DynamicField_ISBN =
DynamicField_DeliveryDate DynamicField_Status [

DynamicField_PreProcApplicationRecorded
DynamicField_PreProcApprovedSuperior
DynamicField_PreProcDaysRemaining
DynamicField_PreProcDaysUsed
DynamicField_PreProcEmergencyTelephone
DynamicField_PreProcProcessStatus
DynamicField_PreProcRepresentationBy
DynamicField_PreProcVacationEnd

DynamicField_PreProcVacationinfo

50: KT - IS I AT 250 Bl TR AE - B

— B FBg R 2] OB Bt s mias o AN R s LR RS A O P BU LR AE
TV OR B BRIAIE DT, JF AT Article FB JRATINAAORKS A5 HRE 7B B8 OTRS, JF HoRIEH
FPAL

PGS 7B > Bl ORAF I8 AL HLIRAT SE SO Pl [0 B AR BE B 55
G AR AT 5 B P AR 5508 SR AR -
o dsRATRC AT aUE )

- Article FBH T -

— DynamicField_Title . DynamicField_Author . DynamicField_TISBN FEHT i ®
WA .

— DynamicField_Status AJiE$E ILHE .
LA

— Article FEBHT&F .

— DynamicField_Status HJiEFE BHHLIELL .

o JE it
— DynamicField_Status A i%E#E HLE .
o SRIEFE A

- Article PR F&E .
— DynamicField_Status R[IEFf RIGHE4L: .
AR L
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Edit Field Details: Article

Description (short):

Description (long):

Default value:
Communication Channel: | OTRS
Is visible for customer:
Time units: | Do notshow Field

Display: | Show Field

Save Cancel

Pl 51 [EIFTIT - Gk ] AR 5530 SR HE 7 B

184 Chapter 5. M Hahik



OTRS Administration Manual, % i 7.0

— DynamicField_Supplier « DynamicField_Price » DynamicField_DeliveryDate

BJU TR .
— DynamicField_Status AJJEFE IR CAERL o
Bl
— DynamicField_DateOfReceipt HTFRE= .
— DynamicField_Status AJ#EFF T2 i3 .
A HIR

B eI P v R TG 2 NS IR PR AR o SRR PRI T, JF 47 8 Py HoA ) ik
T FAATRERCR o il GUEH /R L -

Available Process Elements

w Sequence Flows

Fitter Sequence Flows...

ApprovedbySuperior [ [
MotApproved [
Request was filed [ [
RequestSubmitted [
Create New Sequence Flow

K 52: RTT - FRAli

FESTITHIS M BE b > S FPAIRA IR o XD Bl o T 4080k a0, AR U — AN S R RIE A
TR AT IXRE O BATECRE BERRIAIREF A and/AT, JF HBATRAL A 7 BLUC SRR P AF
H o

WESIAFBUG » Bl DRAFIF 50 B L OR A7 SE O3 [ R B DR RE
B LL T R A1R -
o B C AT S AT D
& DynamicField_Status &G &N LU .
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w Sequence Flow

# Sequence Flow Name:  Approval

w Condition Expressions

Condition Expressions can only operate on non-empty fields.

T and
Condition Expression 1 =
T and
Fields
Mame: DynamicField _Status Type: String Value: | Approval =

Add Mew Condition Expression

K 53: EPTIT - dSIFFNR

o FEL

ViR DynamicField_Status ERWE N HHLIEY .
o R

KAy DynamicField_Status T E A HEE .
« RIEEL

& DynamicField_Status /2 G BHE N KIWFHEL .
T

Ki#Y DynamicField_Status ¥ N WHRDAR .
o BrhE

K Ay DynamicField_Status BEWE N ) .

QN B 11
PR e AR PG TR AR TE SN R ) PR ST o SEERAEREY R PSRRI, I BT
T RIS, RAT KEROR « oily BUEET P I SR 124

FEAT IS B rp > S PRI ERAE AR PSSR AR, AR5 ety ORAFHZAL o BB 7 BUSS0Ks L
— AN BCE AL

Huili  BOE AR BSINpTE BOCE S B AN .

WEIAFBUG » Bl RAFIF 58 U LR T S SO R 0] BIGAR A F B4

ZL:

BRI B OIS o W BRSO L T T b R A L 24 .
* DynamicFieldSet
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Available Process Elements

Activities
cer Task Activity Dialogs
e

uence Flow

w Sequence Flow Actions

Fiter Sequence Flow Actions...

Change 5tate to closed successful i (&
Change State to closed unsuccessful i (&
Set state= pending reminder (+24h) TN ES
Set state= pending reminder (+7d) ICHES
set Ticket lock=unlock o (&

Create New Sequence Flow Action

K 54: EPTIT - Pyl #AE

w Sequence Flow Action

* Sequence Flow Action Name: | Move the process ticket into the "Management” queus

# Sequence Flow Action Module: | TicketQueueset Configure

55: BT - BN A A

w Config Parameters (Key/Valueg)

Key: Queue Value: Management

56: &I - PSR ERAE S5
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* TicketArticleCreate
» TicketCreate

* TicketCustomerSet
* TicketLockSet

* TicketOwnerSet

+ TicketQueueSet

* TicketResponsibleSet
* TicketSendEmail

» TicketServiceSet

* TicketSLASet

* TicketStateSet

* TicketTitleSet

* TicketTypeSet

BT A i B VE B, T4 Kernel/System/ProcessManagement /TransitionAction HJIHM

AHRA
QUELLT P AR A -

« KRR TR SR “Management( B FE Y B\FI (Z BT 4604

MPPHIGNH T HHERHRAT .
o HHSOXA TR 57 A “Manager( 63 )
SRS T AR AT .
« KR TR R)” Employees( Bi T ) BAA
BT RN HAAT -
= FPHINH T HHEL .
— FPANRNH T RIGHEL .
— PR T B .
o BFHOXATHMATIANA “Employee( 51T )
LB RSN AT -
— FPHNRNHT T R .
= JPHIGNH T RIGHEL .
- FPHIRNH T B e .
« KRR T EAEERS R Purchasing( K6 Y BAA
HFFHIRN ] T R AT .
o KRFE T EFE B Post office ( k%= ) BAS
MR T AT O A R AT .
o JEISRH TR
MPFNRNH T BB AHRAT
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o SRR T A
BB NS AT -
— JPHINHT T A .
— JPHIRMNHL T ORI .

T ey 7 N AZ AT AR R AR o DR, mT DK e A B S R AR 1 it e ok, MRS A
17,

IS

B ZE A AT AR e N AR T SRS o R TSR I, IR S B Al L T
RNFHRERER o Flr BIEEBE sh il

Available Process Elements

w Activities
Filtter Activities...
Aprroval of manager THE4
File Request TE4S
Process complete [ =
Recording the Application TE4S
Create Mew Activity

K 57: KBTET - iWsh
FEATIF RO B rh s $HS WS AR B SR e IR R IR ik £ JH AR 551530

w Activity

# Activity name: | Recording the demand

# Activity type: = Usertask activity

58: K-HUT - A NG s)
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ZERSUME > ILZ5 158l » R T RS HE N W] P AR S5 AS s o i et 3t sh » SRR Cor e AT
SIS A RHERL o C7IC AT 553 S 0] 135 HE L r AU 2 0 TEHERS A TSP B b s Y o
Py » AR AT TR s g LR RS B IE A AL .

A P AE 28— NGB PR B, O IR B 35— AN AT 2530 Sl 6 B AHE AL AR I S I e — H LI
XFIEHE o

FERAMI 7, BATR A EAEE 0 F KM AR S5 iSO AEHE o RO IERE N ] F S P A 553 Bl A
FHES), JFRE OB AR S TS R
w User Task Activity Dialogs

You can assign User Task Activity Dialogs to this Activity 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.

Filter available User Task Activity Dialogs... ASSIGNED USER TASK ACTIVITY DIALOGS
Recording the demand A =

AVAILABLE USER TASK ACTIVITY DIALOGS

Approval denied A
Request filed A
Recording the Application for leave AE [
Shipment received A
Approval A
Order denied A&
Approved A
Order placed A &

Create Mew User Task Activity Dialog

Kl 59: B FIIT - 43 B H AR S5 1S sk i HE
WHESIAFBUG » Bl PRA7 I 78 B L R A7 SE SO IR [ B BEDERE
B Ll g3 .
o« AR CHITHCaE D
S ARG IE SR EHE il K .
S E
XM AT S5 s S U HE Hi AR LN HHEHE
< AT
S3BCH PR SIS SR HE SRIGFE 2GR 1T 5 AR R .
. bt
I AR S5 TS S UG HE B R .
« VFETEHL
KRN TR AL SIS s R HE VG B o EORAE SRR | SRR 4 s BT e 3
ZIEBCE, HFRRAIEST A o
%gﬁ@z%%%ﬂﬁﬁ,ﬁ@%ﬁﬁT%%%ﬁ%X%ﬁo&%%$ﬂﬁZE,WET$M~|E%%%
15 —Nss) o
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QIR AT

EFRATHIPE I b R Ja — DR R B FR 2 R SR IRA T -] s WA RUE — DR AR « A RATHIE 7, X
FEBEANT I ARG o FABRRE IT LU Ip A HE ST W 58 A AN IR AR -

TREAT —ANERIR R WIS SR A6 F P AT S5 WS SR TR HE AL o X TARADET I BT 5, S ME S 2R
— NS IE S TEHE L BRI 28— N5 o IR ICERAE SE O RAE » R RIERRE T, JFn] DUZ IR E
M TAF L ERAT -

PREIE AL S PR T T A AR B s i ] o RATIRZ WAL A% o & mAiais s « — A AP A
C WrREHAT PR SERAE D AHALTE S

BBt sl C 2 7 e e e AT S5 TG S G HE 220 W] (R R o 28 /s A o AR A
B ANESN JER IR S BRI R EAT D o TR, ARARRTT A C FE R D 2RSSR LR B S
JBCE o IR —ANEE BRI ARSI S T AR S IR R S AR

w Add and Edit Activities, User Task Activity Dialogs and Sequence Flows Show EntitylDs

&

Recording the
demand

K 60: KB TIAT - miA E 2R — NGk
TR B — ARSI R m AT o BUAEBATAE AT AT PGS o B MERR BN AL ANRAIER .
TEn] LUK BUbR B S R RENES) b DU R EAT A CIRESI I HE .

ARG AR IRATAE X PG ) 2 W) G R AR R AR O JE 8 Do ik, IRATPRATHI IR o 8o T XA KR 9103
HESNFINFI R IR —NEBI o — BPFIRBTR R > e Sk i 4 s OB AR R 553
HBBh Fe AL Sk i o R R B I MRS B b, DLEVEEE B 2 TR IES .

BEAR C 280 SCT 2 Z A URAR AR » IS A JRATT 20 e SRR AT 70 BO45 A0 o Xk A v (8 87 bR 2
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w Add and Edit Activities, User Task Activity Dialogs and Sequence Flows Show EntitylDs
&
Recording the
demand
&
Approval

61: K-HHUT - miAr BRI —ANEsh
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w Add and Edit Activities, User Task Activity Dialogs and Sequence Flows Show EntitylDs
&
Recording the
denlangd :>_ Approval
&
Approval

K 62: 51T - miAl B 2R — AN aiR
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ATIFBr i s & 1 o

w Path

Recording the demand

Approval v Approval

Edit this sequence flow

w Sequence Flow Actions

You can assign Sequence Flow Actions to this Sequence Flow 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.

Filter available Sequence Flow Actions... ASSIGNED SEQUENCE FLOW ACTIONS
Change ticket responsible to "Manager” (SequenceFlowAction-ec2... =
AVAILABLE SEQUENCEFLOW ACTIONS Move the process ticket into the "Management” queue (SequenceFl... =
Change ticket responsible to "Employee” (SequenceFlowAction-24f... =
Move process ticket into the "Purchasing” queue (SequenceFlowAc... =
Move process ticket into the "Employees” queue (SequenceFlowAct... =
Move process ticket into the "Post office” queue (SequenceFlowAct... =
set Ticket lock = unlock (SequenceFlowAction-5c40929cf9TT2925f84. . [E4
Set state = pending reminder (+7d) (SequenceFlowAction-5fadl4be... F4
Close ticket successfully (SequenceFlowAction-bdfebb21561e268ed... =
Set state = pending reminder (+24h) (SequenceFlowAction-e6208f2... F4
Change State to closed successful {SequenceFlowAction-e8203eb47... =
Close ticket unsuccessfully (SequenceFlowAction-ef793cf5d4a9dc02... =
Change State to closed unsuccessful {SequenceFlowAction-foeddaf... =

Create New Sequence Flow Action

63: EIFIRLT - 23 HCE— NP AR R A
SECFANRERAE G > ity DA B [B] A i B e o PR IEIAT T 7 K CRAFF R R A T AR T
IR [1 DN N B 71 M SR A M e (B g b ek S ol
o kAR C BT CAEE D
AIREI P AR« ATt
VI E) « T oK
i FICE
LU BP S )N s AT 0 P S S IS e 22 2 ) G A
UEAL s AT LU R H AR -
— KRR THEE)3 “Management( &I Y BAAI
— HUOXAS TR 55T AN “Manager( 481 )
TSR TR IE S TR —AN e OB, 2B, P HE 2 aT e o s m
W TR BN —ANEs) HHt HFPATFANRERAE KR S sh 3] “E ™ RS #
THATTNESR G R ot RS AR HE R LR e .
o it
RN 71 G K EEAC
WIMGTES) « H

194 Chapter 5. 7RI A 3L



OTRS Administration Manual, % i 7.0

NS RS

W RICHD , R TR s 2G5l FERESE R
IEAh s EHAT LR P HIRRAE -

— KR T AR )" Employees( 51T, ) B\
— BHXA TR AT AN “Employee( 71T, )
— R T

FIREMIFAII =

WIMGTES) « FH At

TiEE s R

WRICHS » ks TR s BNE 3 RIE .

UEAh s EHAT LR P FIRAE -

— KR T HEEFS 5] Purchasing( K0 )" B4

FATRT UGS O B ST R THRE— D3R OB R, S gy DA 75
Wi AP AE A HARES) O IF T e — D E AP HIRERAE .

.« i

AREMIFAIAR « RIGIE 4

VIG5« K

NIEED RS

WRUUHES » AR T HORAS B B0V Bl JERE 52 R

UEAh s IEPAT BL T PR ERAE -
— KR TR S)” Employees( 11 ) B4
— HHIXA TR ST NN “Employee 51T )
— RO T

AJREMIP AR : 1T A

WIGHTGE) « K

N Wl

UIARUCHE , R T R 2 BE 30 Wk .

UEAh s EHAT LR P FI A -
- B TR R)” Post office ( k= Y BAFI

. Bt

FREMIF AL : B R

HIHvES) = Wbt

NI s MR

W RICHE » R LR S RS 5l PR 58

UEAh s IEHAT EL R PR A R AE -
— KR TR 5" Employees( 51T, ) B\
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~ WA THRIGIAY “Employee R T Y
— BRI T
P13 T WAL 5 AR P 5

w Add and Edit Activities, User Task Activity Dialogs and Sequence Flows Show EntitylDs
&
Recording the — l
demand pprova

1

_C:: Approval :>_ Approved

Approval denied &

] Order :>— Order placed

Order denied *
Process complete &
Shipment received Incoming

64: EHMIT - AT e

SERREER AR > S AT T 7 I RAF I e LR (] B RRE A 5EAE

By A R P AT PRRRAL AL o 1ORs AN e S S AT U AR S B IR AN AN A7 SO C A
Perl i 5 Do IXANGAF AP SBr 2 RGUHIR B Bl R T AR C . o

VEAR: 0 SORE BT A o] S SO o B A R, AR SO BB R S

5.5 Web f; %

FEBCM TS b, TR ST ZERE S oK B AR R G SR A RN > JF 1) HAL R G A3 R sl
« CRM #%;
o T HAE ARG
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« CHEH AL
c WEZ
T RG] LB A AR 25 20E 5 e 55 N LN T .

OTRS Jid i JH#2 SR Ib i ok o & VR BLRAEA T IR IAS T 5 101 00 D s e A1 55 Q0 i Web IRk 55 -
OTRS & A1) REST i SOAP 153K At S > I B dERS B oliZ W [v) Hofth R Sede (1o G cdis -

Web 5552 P RGEZ R ITEAR J53% » AEFRATIBI 1t OTRS MZRE RS o AEILILE A, BAT s I
J7 BRESEARJT 1) WA AR B ST ORI R R 1) 75 2K

FEHRCE T T LLE X Web JIj 55 1] LAZE A FBPATHRLESSE C #84F ). OTRS 3R] KAIPWATIZFE R GEME L 4k
CUMHRER Oy Bda i \— D RGFHEN 5 — D RGEC W D LUEGE AR AR P E3EAT C AR5 ).

U P2 —FEZE  wT DU H] C e @ r i it ATIE 77 50 OTRS @it Web JIids » X S8y e
20 VAl S AT RETE /8

BB 5 A AR SE R ) Web JIz55 o BRIAEOLT » B OTRS 223 At Web ld5 - Web fik 558 B¢
AT AR A S Web iR .

A« Web Service Management
Actions Web Service List
[+ Add Web Service NAME DESCRIPTION REMOTE SYSTEM PROVIDER TRANSPORT REQUESTER TRAMSPORT VALIDITY

Mo data found.

65: Web I 45 P 5 4%

5.5.1 7 Web JiR4%

HEQE— Web R4
1. Ak Ze iR st a3 Web IS5 44H1 .
2. HEMHFE .
3. s AT .

ALY — A~ Web s :
1. Riili Web JIRg5 4134 1) —A Web % -
2. BTE .
3. ki CRAEEL RAF I 76 LA

AE MR —A Web 45 :
1. Riili Web JIRg5 4124 1) —A Web % -
2. sl A MR 1y MR Web IR %5- 444
3. R AREHES ) IR

A ETIE A Web R4 :
1. miifi Web IR 51£ i —A4> Web x5 -
2. s AR 1 vaE Web IR ss 444
3. HIXA Web RSN —Fi 4K

5.5. Web /x5 197



OTRS Administration Manual, % i 7.0

General

* Name: Debug threshold Debug

valid

» OTRS as provider

» OTRS as requester

Save
Save or Cancel
66: fIEHT I Web R %5 5 5=
General
« Name: Ticket Connector Debue thresholc Debug
This is a test web servi Validity valid

» OTRS as provider
p OTRS as requester

Save

Save or Sawve and finish or Cancel

67: Y% Web IR %% ¢ %
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Delete web service

Cancel Delete

| 68: ME: Web JIk4 it %5

Clone web service

+ Name: Ticket Connector-1541423395710

The name must be unique.

Clone Cancel

69: TifE Web R4S 5 %
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83— Web k55
1. riifi Web filR55512 P i —A Web Jilk55 .
2. il AR S Web RS54
3. FEVHENFIEE ML E MR Export_ACL.yml X1 .

WA PrAAEAE(E WEB IS5 HC & 1 i AR LA SCAR U3

FEAE—A Web JIRZ I E ) L
1. s Web 4551+ 1) —4 Web k%S -
2. sl ZETA A R T S A .

Configuration History List

VERSION CREATE TIME
1 2018-11-05 12:30:56

70: Web i 55 frC & 17 S B 4

B —> Web 54 F IR 25 -
1. miili Web k55512 i—4 Web fikR55 .
2. i M) AR

Request List

TYPE TIME COMMUNICATION ID REMOTE IP

Mo data found.
11w [ 14w | 2017 v

1M1~ ] 05v | 2018 v

10
descending

o4 Refresh

K 71: Web Al 55 A 35 b 45

PTG N—1 Web JIR% :
1. sl ZE MRS ¥ 50 Web IR 4544401
2. sl MR N Web %5444
3. rUTREHE A D0 e .
4, EH—ALATRHA L yml X
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5. N A Web IR SSHINAFRC WAL Do 5 1242 PR Mo B SO .
6. i SAFHL .

5.5.2 Web /%5 & &

AN e A UL BEUINS T DME T DU IR o AT A S (0P BUR U BL
Web Jliz 55 3 ] e &

General

* Mame: L Debug

valid

72: Web Iz 55 & - i1
SRR BEBEE AR o AT LAZE BT BOP A AMERT R B AT B4 RS T REA SRS o SRR R fE R N
SL
Fld RALTERE  HA] DR AR B I SOA

TRIRE ERINMESE debug o LKA 77 ANRCE N, Fr a5 HASHAE S 2 v it o A5 SR e
L ARG BCE I ™A% I H 25 Rl AE H AR AR

PR C MRS
+ Debug( ik )
* Info( {55 )
* Notice ( 7 )
« Error( &% )

AR BRI BRI R o WL BOBE ) A7 IR BHREI AT {XAE OTRS W] o Rt 7 B &
N TR i e A R SR SR IR AL

AR Web JiRR%5 1 &

W24k L PR Web ik 55— { HI ) M 2544 . ATRERIMEZ HTTP::REST 1 HTTP::SOAP -

WM PR RTTE N AR R IRAFICE o — A RO E LA Bor eIt P BL5IL

fiE HAERPFERAFNEALHZ )G BEEHHA W &S0 NI OTRS 1E LR - HTTP::REST
1 OTR 1 M4 EFLT - HTTP::SOAP I E .

IINEAE HATEIERIHRAF M AR )5 > R IUA W L o B — DN RAERHT T — DRI B SR 4
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w OTRS as provider

In provider mode, OTRS offers web services which are used by remote systems.

Settings
Metwork transport:

Error Handling Modules

Error handling modules are used to react in case of errors during the communication. Those modules are executed in a specific
order, which can be changed by drag and drop.

# NAME DESCRIPTION BACKEND
1 No data found.

Operations

Dperations are individual system functions which remote systems can request.

NAME DESCRIPTION CONTROLLER INBOUMND MAPPING QUTBOUND MAPPING
Mo data found.

K 73: Web 45 & - OTRS 1E A2 4LFE 7

Operation Details

* Name:

The name is typically used to call up this web service operation from a remote system.

Description:

Dperation backend: |Ticket:TicketGet

This OTRS operation backend module will be called internally to process the request,
generating data for the response.

Mapping for incoming request data:

The request data will be processed by this mapping, to transform it to the kind of data
OTRS expects.

Mapping for outgoing response data:
The response data will be processed by this mapping, to transform it to the kind of data
the remote system expects.

Save or Cancel

Kl 74: Web k45 ¥ & - OTRS 1E MR AtFey - #:1E
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OTRS 1E A4t #E )7 - HTTP::REST

MNetwork Transport
Properties
Type: HTTPIREST

* Maximum message length:

# Send Keep-Alive: = No

This configuration defines if incoming connections should get closed or kept alive.

Add response header

Save or Save and Finish or Cancel

K 75: Web IR 45#% & - OTRS 1E Wi AtFL R - HTTP::REST

OTRS 1F W14t F Y - HTTP::SOAP

K ¥ Web filk55 i E

M &AL PR S Web A4S — i H M 4L % o T RERIME & HTTP::REST A1 HTTP::SOAP

M EFA AR AU GRAHLHLIRAF IR o A B EALHDRE on eI 7 BES5 I

PO SRR FI T M AL i 2 5, o EACELA AT L W20 i) OTRS 141l K¥ - HTTP::REST
F1 OTRS 1 bt k# - HTTP:REST [HIRCE .

AINERAL BB U AR BT ORAF M AR 2 )i o IR TA T WL o e — AN BRI T T — AN (K e 5

.

T o

OTRS 1E Nifsk# - HTTP::REST

OTRS 1 hifk# - HTTP::SOAP
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MNetwork Transport
Properties
Type:

# Endpoint:

* Timeout:

* Set SOAPAction:

# SOAPAction scheme:

# SOAPAction separator:

* Mamespace:

* Request name scheme:

* Response name scheme:

Encoding:

Authentication:

# Use Proxy Options:

# Use S5L Options:

Sort options:

HTTP:S0AP

URI to indicate specific location for accessing a web service.
e.g. https://local.otrs.com:8000/Webservice/Example

120

Timeout value for requests.

Yes

Set to "Yes" in order to send a filled SOAPAction header.
Set to "Mo" in order to send an empty SOAPAction header.

=MNameSpace><5Separator=<Operation=

Select how SOAPAction should be constructed.
Some web services require a specific construction.

#

Character to use as separator between name space and SOAP operation.

Usually .Met web services use "/" as separator.

URI to give SOAP methods a context, reducing ambiguities.
e.g urn:otrs-com:soap:functions or http://www.otrs.com/Genericinterface/actions

=<FunctionMame=DATA</FunctionMame=

Select how SOAP request function wrapper should be constructed.
'FunctionMame' is used as example for actual invoker/operation name.
'FreeText' is used as example for actual configured value.

<FunctionMameResponse=DATA</FunctionMameResponse>

Select how SOAP response function wrapper should be constructed.
'FunctionMame' is used as example for actual invoker/operation name.
'FreeText' is used as example for actual configured value.

The character encoding for the SOAP message contents.
e.g utf-8, latinl, iso-B853-1, cp1250, Etc.

An optional authentication mechanism to access the remote system.

Nao

Show or hide Proxy options to connect to the remote system.

No

Show or hide S5L options to connect to the remote system.

Add new first level element; Add

Outbound sort order for xmil fields (structure starting below function name wrapper) - see

204
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w OTRS as requester

In requester mode, OTRS uses web services of remote systems.

Settings
Metwork transport:

Error Handling Modules

Error handling modules are used to react in case of errors during the communication. Those modules are executed in a specific
order, which can be changed by drag and drop.

# NAME DESCRIPTION BACKEND
1 No data found.

Invekers

Invokers prepare data for a request to a remote web service, and process its response data.

NAME DESCRIPTION CONTROLLER INBQOUMND MAPPING QUTBOUND MAPPING
Mo data found.

77: Web filk 55 ¥ & - OTRS 1E 15K #
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w General options

* Mame:

Description:

Error handling module backend:

* Processing options

Invoker filter:

Error message content filter:

Error stage filter:

Error code:

Error messagel

Stop after match:

w Request retry options

# Schedule retry:

The name can be used to distinguish different error handling configurations.

RequestRetry

This OTRS error handling backend module will be called internally to process the error
handling mechanism.

Configure filters to control error handling module execution.

Only requests matching all configured filters (if any) will trigger module execution.

Only execute error handling module for selected invokers.

Enter a regular expression to restrict which error messages should cause error handling
module execution.

Error message subject and data (as seen in the debugger error entry) will considered for a
match.

Example: Enter 'A"401 Unauthorized."$' to handle only authentication related errors.

Only execute error handling module on errors that occur during specific processing
stages.
Example: Handle only errors where mapping for outgoing data could not be applied.

An error identifier for this error handling module.
This identifier will be available in XSLT-Mapping and shown in debugger output.

An error explanation for this error handling module.
This message will be available in X5LT-Mapping and shown in debugger output.

Define if processing should be stopped after module was executed, skipping all remaining
modules or only those of the same backend.
Default behavior is to resume, processing the next module.

Retry options are applied when requests cause error handling module execution (based

on processing options).

No

Should requests causing an error be triggered again at a later time?

28 mit
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Metwork Transport
Properties
Type: HTTPiREST

* Endpoint:

URI to indicate specific location for accessing a web service.
e.g https:/ /www.otrs.com:10745/api/v1.0 (without trailing backslash)

* Timeout: | 120

Timeout value for requests.

Authentication:

An optional authentication mechanism to access the remote system.

# Use Proxy Options: | No

Show or hide Proxy options to connect to the remote system.

% Use S5L Opflions: Mo

Show or hide S5L options to connect to the remote system.

Default command: | [GET

The default HTTP command to use for the requests.

Save or Save and Finish or Cancel

79: Web 45 % & - OTRS 1E 4iE k¥ - HTTP::REST
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Metwork Transport

Properties

Type:

# Check SOAPAction:

# SOAPAction scheme:

* SOAPAction separator:

* Mamespace:

# Request name scheme:

* Response name scheme:

Additional response headers:

* Maximum message length:

Sort options:

HTTP:S0AP

Yes

Set to "Yes" in order to check the received SOAPAction header (if not empty).
Set to "Mo" in order to ignore the received SOAPAction header.

<MNameSpace=<5eparator=<Operation=

Select how SOAPAction should be constructed.
Some web services send a specific construction.

#

Character to use as separator between name space and SOAP operation.

Usually .Met web services use " /" as separator.

URI to give SOAP methods a context, reducing ambiguities.
e.g urn:otrs-com:soap:functions or http://www.otrs.com/Genericinterface/actions

<FunctionMame=DATA</FunctionMame=>

Select how SOAP request function wrapper should be constructed.
'FunctionMame' is used as example for actual invoker/operation name.
'FreeText' is used as example for actual configured value.

<FunctionNameResponse>~DATA</FunctionNameResponse=>

Select how SOAP response function wrapper should be constructed.
'FunctionMame' is used as example for actual invoker/operation name.
'FreeText' is used as example for actual configured value.

[® Add response header

Here you can specify the maximum size (in bytes) of SOAP messages that OTRS will
process.

Add new first level element; Add

Outbound sort order for xml fields (structure starting below function name wrapper) - see
documentation for SOAP transport.

Save or Save and Finish or Cancel

K] 80: Web /I %5 & - OTRS 1 Rk -HTTP::SOAP
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C PNAE ]

I JH 7 AR AT IR 55 1 5 5 AR R M 85 B K — A 20K o Tl Al FLIBE BRI AN B AT AT A B
T 25 63 8 il B sl AU Ry SR A AR TR T AT IR 55 oK

OTRS et G AVE BT SRV MIBCR DL IMERIE R Bk S5 HR AR

DU ZE 554 T SEIARME R PR PR T35 S A ATl I P T

6.1 %) 5 Hx

AP BEDE RSN 40 B G 1 B0 H S AN H o BRI OL T i OTRS A AT AT H SR B H o H %
BB RALT AN AL B S5 H e .

ML FE A B« IS5 H A8 BELGR A AR 55 100 H 5 LR 45

a« Customer Service Catalogue
Actions Customer Service Catalogue
n Goto category management

= Gotoitem management E -

Manage customer service catalogue Manage customer service catalogue
categories. items.

K1 ds H g B
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6.1.1 EHARS H %

A8 T B 5 8 I IR 95 1 s LR AH [ IR 55 300 H SR B4 o g% H s BB 3 vl Jl o e B 95 H S 3%
B 25 H % BERHRAT

a« Customer Service Catalogue Category Management
Actions List
[ +] Add Category TITLE LANGUAGE VALIDITY DELETE CHANGED CREATED
Test Category English (United States) valid 11/05/2018 17:15 11/05/2018 17:15
= Gotoitem management

Filter for Categories

Just start typing to filter...

Filter for Languages

English (United States)

2: g5 H s BB

A AR5 H %
1. gl ZE AR s I 55 H 424
2. HE I TB
3. it fRAFFEHL -

Add Category

* Title:

# Language: = English (United States)

* Validity: | valid

Kl 3: s H %

A B GRS H ok
1. mdilR gy H BRI MRS H =%
2. BB
3. wiili TRAFEL RAFIF 58 AL

A EMIER A IRSS H %
1. e MRS A MR 0 o 5 SR A Pl s
2. il HiAEHL .

VEME WERARGE TSN T 2 A0 5 U5 18 Gl s M o B N\ 5 i ) A4 B oR A R 2 S .
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Edit Category
# Title; | Test Category
# Language: = English (United States)
# Validity: | valid
Kl 4 gt s H s b 4
List
TITLE LANGUAGE VALIDITY DELETE CHANGED CREATED
Test Category English (United States) valid 11/05/2018 1T:15 11/05/2018 1T:15
Kl 5 MHIBR RS H s b
M55 H s i

ARG A UL DEURINS T LME I UM R o AT AT (P BUZ I BL

Pl * SEBEIE A IR o AT AT BT AMEAT R B AT AR RE T RIS o AR R EME AR
S

SCH s ATUEBA H 3 At A0 7 Hak o IOR oo SCH = 7 H %
W INRGER A R 5 s — i .

ARNE > BCEIE BRI AR - WERIE T BOREDY ARG WA BEE TR AE OTRS A « Kt 7 Bris
B JCRE I RO AR R B KA

6.1.2 & HLR 4530 H
A5 FH O e b e 45 21 H S I 2R 55 H 5% o v BUREIIR 25 300 H AR 2R S5 H sk o IRG5 00 H 5 B R A vl il ol %%
P45 I H & B Bl T g5 I H B B SRAS .
Fr BN I — MRS T H -

1. Rl Ze e @) 345 1t B 424 .

2. MEWHT R .

3. miili PRAFFRA .
i — ARG -

1. rii RS0 H SR T I — AN RS E .

2. BT E .

3. mirh TRAFEL DRAF I SR
FrEE MR — RS T -

1. AT IR IR A o i) 7 A P A

2. st MIRAL .
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Save or Save and Finish or Cancel

A Customer Service Catalogue Item Management Edit Item: Test Item
Actions Edit Item
4 Goto averview » Internal Title: | Test item
* Validity: = wvalid
Item Content
= English (United States)
* Title: Test item
* Text: Test Text
TestCategory
# Link:  https:/example.com
Save Changes
5 . Sty —
6: 5530 H A BB 4
Add ltem

* Internal Title:

* Validity: | wvalid
70 IR SS I H B
Edit Itern
* Internal Title:  Test Item
* Validity: | wvalid
Kl 8: Gk 55 1 H b
Edit Itern
* Internal Title:  Test Item
* Validity: | wvalid
9: MR M55 101 H bt
212
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VEMfR: WRRGEPASIN T 2RSS I 5 U5 e s M L BN A PR R E S I

55 70 H ¥

ARG UL DEPEINS T LME I DU N CE o AT AT (P BUR U BL

Wb * EBEIR A RR, AR AR B R o W DR B P A AR TSR AT BLE RS T REA
T o BB BORER R .

ANE > BCEILTRIR AT o WERIE T BB ARG AR SR BT AXAE OTRS A o Kty Bris
BN JERE I R AR LR BRI A

25 0T H A AR/ B AR T LG 4% FAS I — 2EACHIAL N 7
bRl * 4 TR S PRI AR o AT RIS T B P R BTSRRI AT, B KE PRI .
IESC* gy 5E il = A HIRSOA
g% H = wT DIOW AR 55 300 H e %A el MRS H =%

VEAR: AL RO /N AE 3L € 1 5 HA M R S RS H % o

B > R A AN URL 48R

BTER R SS T H YA R R W L8 LG @A AL I H N o BT s S M LR A C
FIAHAL N EA .

6.2 & Il

A T B s o 9 ST LLAE MRS B3 i A o BROATEOL T » i) OTRS e A& — 48 1 e it
10 o 8 ST B BR A0 T AN A SN e O .

_ Custom Page Management Add Custom Page
Actions List
Add Custom Page INTERMALTITLE ROUTE LINK VALIDITY DELETE CHANGED CREATED
Privacy Policy example [c/privacy-policy-example valid 09/18/2018 15:17 09/18/2018 15:17
Did P Imprint example [c/imprint-example valid 09/18/2018 15:17 09/18/2018 15:17
id you know? .
¥ Contact Us example [/c/contact-us-example valid 09/18/2018 15:17 09/18/2018 15:17
o | car system
nfiguration. Manage navigation menus of
the external interface.
Filter for Custom Pages
Just start typing to filter...
. N P
Bl 10: 5 SOOI 2 4
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6.2.1 B HE X m

b 572

il

T HIRAESE A TR A S ST EI BT O BC . .

AN AN B E ST -
1. i ZE A Y o0 B e SCUTTHHZHL -
2. WG FB
3. miih PRAFEHL -

Add Custom Page

* Internal Title;
* Slug:

Route will be available after saving the custom page.

* Validiy:  wvalid
Custom Page Content

* English (United States)

=
* Title:
+ Content: B I US| ;= := gl 2 = 2| = W = Q
Format ~ | Font ~ | Size - | A- - T, | [o Source Q) 9y 92 23

Save Changes

Save or Cancel

AR NEV VI
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A B> E o SOOI |

1. ity € TR A RS B E U .

2. BHTBL .

3. sl TRAFEL PRAF I 58 EdZAL

Edit Custom Page

* Internal Title:
* Slug:
Route Li

* Validity:

Custom Page Content

* English (United States)

# Title: | Privacy Policy

% Content:

B I US

Format =

Fant =

Privacy Policy example

privacy-policy-example

: fc/privacy-policy-example

valid

1

® @ = Q
T, | [ Source ) 9y 92 23

Here you can put the privacy policy that you would like to apply to your QTR S help center.

Save Changes

AR A~ E E LU -

Save or Sawve and Finish or Cancel

12: %k A 52 XTI B

1. MR 4 1 I AR A

2. il HiAEHL

6.2. [ X
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List
INTERMAL TITLE ROUTE LINK VALIDITY DELETE CHANGED CREATED
Privacy Policy example [/ privacy-policy-example valid 09/18/2018 15:17 09/18/2018 15:17
Imprint example fc/imprint-example valid 09/18/2018 15:17 09/18/2018 15:17
Contact Us example fc/contact-us-example valid 09/18/2018 15:17 09/18/2018 15:17

Pl 13 WHIBR o SCOT T 4

VEM: WURIE R GUANIN T 2 A A5 SCUUT 48 e i s A 3 I B N 5 1) 40 ok 2 Pk o 1) F i LT
i

6.2.2 & UL A

AN L BRI, TR DU B o BT R S I T BOR T B .

Wb * BRI A RR DO RAE R BRI R o R DR B A AT TSR AT, SRS R
T o AR BoREM R .

Slug * XKt B XU URL o #EREIN P A2/ NS 38 SOy A -

ARE* BRI RN - R B BN A% WA BRI R AAE OTRS AR H] o by Brist
B JCRE I R AR L BRI KA

FLE SCUUTHT N 78 AE /N ERPE T DO B2k H A —2e A b 97
bRA* S E TR TR IL BRI A PR o AL T B AR TR AT, AR TR
W * 4tk 5 Pk a HIKSOR .

AN AE SCUUTRT N A G S s ik L83 5 DL QA AL IO T H A o I ds n i3 5 #8 T BLER A7 A
CURAHAL 7, W BT .

6.3 1L

A T B T DASE CAMN B3 SR 7m0 5 1 O o 2 DU B BE L T AN B S 4L
() F2 e

UEBE R S BEAE J 2 ANBAE . DUMER N2 Al 5 AL A2 .

B WRAESE R IRAF T, S BIR B H L

AN e A UL BEUS T DME T DU IR o AT AL S T BUR U BL

6.3.1 EAANE

Pl 3 DR B (R ) R
A S8 O S G S AT o AT DUE ] LR 2
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Hero Unit

Title

How can we help you today?

Background Style

Only use the background color

Background Image

[zal Select image to upload

Background Color

14: F A AN
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« B RE
o JAEHISETn
o fEFFE SRR I Bd B B o

FRE T BRI AR R AR o ZHEFEE R, R e BRI A 2L, SRS MCPE R
girpiksE A E A .

WH BRSSP, Hf AR OB IERE MO EtE ey o GnT DUNBUEE S BEAT IE
A DU S (3 6 s P B € s B NN Rt e R e SO e i .

6.3.2 T %

Ticket List

Show a ticket list for logged in users

Yes

Row Title

K 15: T BN AF
BoR B LB A e SR AT N Sk ) s TR
IThRE C nlak D AEAMIN B ST AL 5 /N T AT IR AR AL

6.3.3 JEZR LA

TG I GRS SR ST ST
FFRRIB T3 D TEAM A SR ST 95 e NP T A

rigstt EEE S, A N OB £ — Mo e R o fn] DU TG IE 3 I b AT 2E 4%
AT LI MBI G s R P BB N N R RIER E S E I .

L N AT B AL 2 T LI =B BT .

K R EAER %) S B A NS BB R o ZHEREE o, TR IR R EARIO R R LA, SRS ML
RGPIEFE DA .

bl * WIRAEIEAE H P RAR BT
IESC* JRAH BSOS &
BEEH AR * AEANERN SL SR Hh i e 2% HUR#FTIT K URL «
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Image Teasers Add

Row Title

Row Background Color

L
16: TG 5 v/
=
Image
[zal Select image to upload
* Title

Create Custom Content Pages

* [ext

Use custom pages to provide your users with
individualized content. y

* Link Target

fotrsdindex. pl ? Action=AdminCustomPage

17: JB%) SR
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6.3.4 A&
BEFEY R BoRAEANE N S ) — AN BT
Link Lists

Row Title

K 18: R SIR /N

ATHRA C T D AEANEEN b3 i AL e B AT B BRI .
L N B AL AT LA N 23k YA R AR

* Title

fManage Your Content

Link Text (for the show more link)

Dizcover the OTRS Admin Area

Link Target (for the show more link)

Jotrefindex.pl ? Action=Admin

* Link List Type

Add the ltems Manually 4

19: #5113

b * BIRTEIRAE H AP AR ST

BERESOR Dy WoR B BERN ISR

BEEH AR O SR 2RI URL .

BEHEHIZRRAL * 4R E WA I 4% H 9 DIRE .
TSN R il R 2 RRAS I B 08 /N
BRERMER F gL KA 2D ARRES NG HESE NS

Add

220
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Jotre/index.pl? Acti | | Manage service cal || ™
Jotrsfindex.pl?Acti || Manage customoc, =
Jotrsfindex.pl?Acti  Manage home pag | +

Cancel Save

20: FahissinsgH

Search Query

Number of Search Results to be Shown

Cancel Save

21: W RMER
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6.3.5 N&EKH
BEFEY R BoRAEANE N S ) — AN BT
Content Cards Add

Row Title

K 22: WA /N

Arksfll C rag D AEANEEN b ST AL /N B AT B R
L T N B SN B LIk N AR R
bl ¢ WoRAESR AR H P RAR BT

IESC* JRAH BSOS &

BRSO SR T 2 BRI SCA .

HERE H br FEAMB B3 S h fit Z% H S HT T URL S

6.4 HEfAn A

A5 P 0 D S R S BN 5 T PP s AT RS o AR BELBR A0 T AN B3 ST AL HERRAT R
Bt OTRS 2 S BRI R « fEsbhissrh s WLV ST 240 .

B WORAESE S IR, LRI B B A

Logo Logo( #hr )& WonFEsM A o3 vt e A/ hME B .
B Logo » if Ll R DAL I HEL, ARJGIERERNT Logo B o s SRS U PNG .
WO Pl bR e B b it SR 7E Web 38811 URL A2 H (1B A
PR OGRS AR > A SRR AR R AR EIERE AN o X TE R PNG B 1ICO k)
16x16 R E K )7 .
Ste Rt AN T R S C 1S W RS e
P, U T R R I R D T o ST UM TSGR B B AT e B, T LU
Tk AN T 2 e B A BB N N R RIME K e o B 2 R R AE TN /A
CLIN

R EREUE R BRI R REG, EAMNEA G T RS D  BERREE .

SE SR M R, X N R Ik £ —FopT i o nT UM ISR B I s ATk, ]
DI 1 M 1356 4 AT IR RN /N HE I (EDOR E S E B o B CoRs 7RI 7S £ 7058 /N A
S
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: =
* Title
Add Helpful Resources for your Users
* [ext

With OTRS 7, you can add even more helpful
resources for your users like frequently asked,

Link Text
Manage Teaser Cards for the Home Page
Link Target

Jotrefindex.pl? Action=AdminExternalHomePage

* Link List Type

Add the ltems Manually [

23: WEFRH

6.4. FFiAi 5 223



OTRS Administration Manual, % fji 7.0

Edit Layout
Logo
e Preview
(5] Select image to upload Make changes to your layout on the left and preview them here.

* OTH L e #AC =< httpy/vo5226.virtual.otrs.convexternal
Favicon )§(
OTRS

[Za] Select image to upload

Will be displayed in the browser address bar.
Primary Color

[ R

Will be used as background color for certain

areas [e.g. buttens, header) and link hover
color.

Highlight Color
-

Will be used as backgreund or border color
for certain areas (e.g. status badges).

Default Avatar

[Ea] Select image to upload

Will be used as the default avatar for all
outgoing communication.

24: R AN Ja) bt A
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BRUKIR R AR A A5 RN
SO, UE I IR AR T HL . SRR RS SETRSRRIE A
FI5E X CSS AT SCA DS I £EAE A B 57 T W T 1 1 3 3C CSS e

w Custom C55

Add your custom €SS here to make changes which can't be made using the configuration above. Please note that your custom CSS
changes are not visible in the preview area above.

25: H5E X CSS /Mt

6.4.1 & 5 A
SN BRI RE P IO MR T 2405 — AR . R J LML AT 10 7 A FRAS 46 i OTRS
HERLELHEAR AL

UEAL . P Web fRk 5525 BUERIIRR A P37 2 4 T ARk i) 22 bl o EAR N fgJa — I8P 2k, k2454
AR ATI IR IR G % 7 o > BRI R TP R0 B FUR SR 4R I8 AT E .

EE  UPRAFAEIZFERI B, ROAE R IACH) WEB N IR 3o B T Be i S 1a 4T — LUBA RO AUAS » B3 i 3
DU AL IR AR o 91 R] DU AR O IR A o Ty 5 AT LU T AR WEB 23 1T 9 Y AR
B
Z L
A5 A8 SUBALE RGN0 halad DU BCE 58 -

* ExternalFrontend: :ExternalScripts

* ExternalFrontend::InlineScripts

* WebApp: :Server::AdditionalOrigins

WEB ) #r (1l

FEAGIH . TRAIBEA T AEAMEN G1 A m N R e 5 WEB 0 W fe 8 (8T 8 52 UMK DB . ek
FEAF AL IS A RE P A AT > DMERRER AR &5 P 1947 0 BERLS 2047

FATIT IR F 58 =5 e i ACE i BOT A -

<script async src="https://www.example.com/track/js?id=UA-XXXXXX-Y"></script>
<script>
window.datalayer = window.datalayer || [];

(M ITgREE)

6.4. FFiAi 5 225



https://en.wikipedia.org/wiki/Content_Security_Policy

OTRS Administration Manual, % i 7.0

(£ k)

function track () {datalayer.push (arguments) ;}
track('js', new Date());

track ('config', 'UA-XXXXXX-Y');
</script>

ACR T BO R — AT 5 I — A ARSI 2B T seript AREEINA .
FE N IR RIAS e B AT 28 IBACES » A nd it Je L RlieT .

TN B BRA D Y

G AT ARG 2 G E RS A BIAR (R A
1. 3] RGME B
2.?@%@QEEExternalFrontend::ExternalScriptso
3. MiiiZucE UG .
4. WRCAAAE, WIS o A0, 48 PP 5
5

AT BN AN RIR I SRR E o AN : https://www.example.com/track/js?id=UA-
XXXXXX-Y o

6. s ZIEbRIC MRAHE R I E .
7. WEBUUR N ARSKRCE -

NN A IBCA GRS A B

B BADBE DAL S an A B i IR 40 -
1. ¥e3) RGME R -
2.?ﬁ%ﬁﬁEiExternalFrontend::InlineScriptso
3. MidiiZucE U .
4. WERCEAAEME, WISl « B0, 4R NS & .
5. FESUARDIR AP H A SE RIS B, B HUENT script bR%E o il

window.datalayer = window.dataLayer || [];
function track () {datalLayer.push (arguments) ;}
track('js', new Date());

track ('config', 'UA-XXXXXX-Y');

6. sl ZIEbRIC ARAHE R I A
7. WERBUURINARSRRE -

FOFTRIE MBI N R

AT NS BATE G EEHR AN BN RSN I RE S o R nE] shell, AT EL R i 4

226 Chapter 6. 71N i Ftifil




OTRS Administration Manual, % i 7.0

bin/otrs.WebServer.pl —--deploy—-assets

ERrE T L N Ce VI PN EZR

Hn AR IAE 22 5 18] AR N D3 S S R > ] DUBGAE A S A S AEARRS i o B S S gs vl e 4
FBELLE VT BT AT PYIBERN AU DRI ARRL AT e 4 DR R e A i O L

XS B BTSRRI HE 2820 4 SRS b Sk vh WA 1N (4 B A REINAR AN 3 U5
FERG AT P ZEACAY 50 FE 24 1 WEB 3 S #8462 T o ZE IRt s 3414448 FH Mozilla Firefox %
H WEB #iil& , isfle i TH —Web JTk#E —web #5563 I0EE, F12 HREF#SRTE .

TR BIACHS B, AR5 ) N RIS, Al B o fE sl 4 i 3 DL R A

® {3 inspector [ Console [ Debugge Styl itor () Performance 4 Memory T Network [ s

Errors Warnings Logs Info Debug Cs
A Loading failed for the <script> with source “https://www.example.com/track/]s?id=UA-X30000-Y"

Content Security Policy: The page’s settings blocked the loading of a resource at eval

Content Security Policy: The page’s settings blocked the loading of a resource at https:/ le. com/track/js?id=UA-X0000-Y ("script—
APIClient: Opening WebSocket connection... r

Content Security Policy: The page’s settings blocked the loading of a resource at eval (“script-src”).
APIClient: WebSocket connected!

Bl 26: P Y 2 ) 6 LR A A

MG R TR AT AT LLE AN A ISR GE e Na (1 R0 3 47) « BRI b, WASDEAl U th gl 5 (2 i 5
17) o FTHEREREIH T — N4 script-src I WA LA TRMHN » 2R R A IE
FRATT T TR A1 TR VEAR R A I3 N 22 A SR b Sk 1 LB R A e

1. %8| RERCE DA -
2% % WebApp: : Server: :AdditionalOrigins .
stz B DU .
WH script-src AR, WA 2L S 424 o W0, k8 Niinr P e .

TE AT Berp R A BHL 2E 2 VR 4 4 o #0: https://www.example.com o iX SRVFINZEANT B

sl BRI S L, XA T 5 —AME .
R FBTHAN LIRS, 46515 'unsafe-eval' o X AVFHATIFANTIA .
s IEARC AR B R I B .
9. HEBERRNARAME .
W AN i 2 TR RS A BN B ST S R 5 DR L e B B A2
DR EHT NS AN IR > AT RES G B LM B¢ o AEBRATIIG] TP, TR IXFER:

PR R IB AL T 53— NS0 BIAREEA BRI C 55 14T Do JRATTAT LGB I 5 I EMR BRI A 22 425K
WEREN img-src M4 FRAMERTHHIX— 5 o R ILAINB 344 5, 3 20l BLU T 484k

1. ¥ 3] RGBCEBEAE .
2. WRKNE WebApp: :Server::AdditionalOrigins o
3. mihixBCE A E .

o~ 0D

© N o
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Conscle [
0]

Errors Warnings Logs Info Debug

Content Security Policy: The page’'s sett ked the loading of a resource at https://www.example.com/track/track@2x.png ("img-src”).
APIClient: Opening WebSocket connection... n
APIClient: WebSocket connected!

» |

B 27: JLE ) v a4 il 65 B R A

4. WERCLAFAE img-src BIMH, WAL RIS 15 - 50, R rPER

TE AT Berp HU R A BELZE SR 482 o B https://www.example . com o iX SRVF IS E
FRUE .

6. i IR IC MRAHE TR IR -
7. WERBEUR I ARSRCE .
FRRZARE OIS MBN 53 5 N R IR Ao A 2 AR o RS AR W] BE 1E 3 TAE o

ASERE > TIETRINAA ] RER ZEERE DU o (L, AL, BT LU IR 2 B A 4 5, K
PRI T a2 16 5 H 28 P R I 3R R BRER o 7EPCE 2 AR Y (KU AR SO JFAH B3 BEAT BT

o

VM REEE BRI REO A TSR, DT RERE B2 AUA RE I BT AR

et AN A4 TR /R R OTRS AR v I w8 0 1R 22 4 ARt SR VP IS S AR i 15 e % E‘H
K H AT SRR TR oo T IOAE , WARIELE TR A KL RN s IFABRE EIENRIIR L4  EE%
40
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OTRS %1k %%

FEALPEOCHAT 55 RGEN . — o KIS VRIK R AREF (Y o B 4E I R B IRSS » A SEIK AN %
T T R DM TR, KRR RS *OTRS 4 M * K58 R 2 ST A i .

7.1 =%

A8 06 B 5 ) RGN =055 o BRSO T > BT OTRS A AR CRCE M = R5s o “m RS E R
BE%hi T OTRS SRR AL = s it .

a Cloud Service Management

Hint Available Cloud Services

configure available cloud NAME DESCRIPTION
mmunicate securely with O SMS This will allow the system to send text messages via SMS.

10 m RS B G

7.1.1 B EIRS
WA = TR

LAE OTRS AR = s5 » WAUEEIEE o 47 WIS R 2 R4S
1. rh ZE AR P i Bam RS = g5 1
2. HEBIHTB
3. widi PRAFHEHL -
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Configuration

Name: SMS

# Phone field for agent:  UserlMobile

Agent data field from which the mobile phone number for sending messages via SM5
should be taken.

# Phone field for customer:  UserMobile

Customer data field from which the mobile phone number for sending messages via SMS
should be taken.

# Sender string:  Example Company

Will be shown as sender name of the SM5 (Mot longer than 11 characters).

Allowed role members:

If selected, only agents assigned to these roles will be able to receive notifications via SMS
(optional).

Perform URL shortening: v
Perform URL shortening before sending the message.

Phone black list: Add phone number

A blacklist of telephone numbers where it is forbidden to send SMS messages to. Phone
numbers must be added in international format without spaces, e.g. +491791234567, one
number per field.

Comment:
Validity: | walid

C] In order to be able to use the SMS transmission feature of the OTRS
AG, | hereby declare that | have read and understood the Data

Protection Information.

Save or Cancel

2: NNz IR 55 B

230 Chapter 7. OTRS £E[41/[x %%



OTRS Administration Manual, % i 7.0

[

ININEEAE RS, DU RETTH o A 2SI BUE LR .

MR 45 N DA G B % S Tl AR RO B TS R R RS N D B B

RGBS BTl AR AR BT A I B B

RIENFRFR > B s RPN C AT 11 AT .

VERTH s 0t i S £ 7 AR, AT 23 O 45 1 6 A (1A IR 45 N DA A gl o J A B lbod@ 4 o

PAT W HES R 8 R0 A0 T AT R4

HL TG B A% B A 1 R I A IR HL IS D R AL R TR S i b T DL [ B A SRR . AN BEAT S
+491791234567 » TR ANHLIE o

HRE U IR I e AR R o O TRV, AR AR I T BUE TS O R S ) T IR IR A RO R
ok BoRTERE SR

AR B ISR o BT B AR WIS BRI AR OTRS s o Rtk 7 Br i &
h JEARER B JE K A B R A A

A58 b TRE AL OTRS AG S AEMIhAg 75 ZLL U H AR R (5 . o

7.2 SRR RS

WERARGECTEN » WSCFRP R AR 4 T Tl B — 285 o F e I A0k 21 OTRS 411

i L e B 2R IA ) OTRS ALt « SCRFEa AR & e 4 T OTRS MR S5 AL SCHF B i 4k &
B

Support Data Collector

Note 5 Cloud Services

{ to OTRS Group on a reqular Bl Available SMS (50)
Your available SMS messages are getting low. Please contact sales@otrs.com to get more SMS messages.

EE System Registration o
11 Database

Show transmitted data
B El Outdated Tables

El Table Presence

Client Connection Charset (utf3
Server Database Charset (utf2
B SIS Table Charset

InnoDB Log File Size (512 MBE

Invalid Default Values

m

Maximum Query Size (1024 M

Database Size (0.027 GB

4] Generate Support Bundle El Default Storage Engine (InnoDE
El Table Storage Engine

El Database Version (MySQL 5.7.24

3. SRR
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7.2 EHESCFP RS

WER ARG RN, W SCRP R A 4 T Tl B — 288 O 5 U1 Ak 1) OTRS 4R M o 4 EEHME I R 48 :
1. s ZEMIARE R R0 HEH
2. AEIRE MU ERAE
AL A R AEAT AR B -
1. sk ZE MR i B A% R A B 4% L -
2. fEBATIT I bimerh R RGUEM AT SCREE
A BT Bl R SRR A%
1. i ZE R ik g il .
A EA SR
1. R ZE MRS P 28 SR B A
2. MRS
3. WA RAHTITEIF AR -

Support Bundle

The Support Bundle has been Generated

Please choose one of the following options.

Send by Email

The support bundle is too large to send it by email, this option has been disabled.

Download File

[ Download

A file containing the support bundle will be downloaded to the
local system. Please save the file and send it to the OTRS

Group, using an alternate method.

Close this dialog

4: N RECH R TR AE
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7.2.2 WAERIEHE

Bt LAY o BRSSO SEAT ZLAR T I A H . SRR LR AR
« K LED Fonfil, HEon Ml .
o 4kt LED FoRIE® , FHMERL o
« B LED FoRili R, AR E i, (HE AR AR .
o« 2100 LED SRR, BRI it i o 1) e o

payi &g

A o Kk OTRS =4S HfE A .
RS A H B R A A S o WRARAR, LED Ah 2t .

Kot e o3

A4y o AT o OTRS A i $ds e 45 8, o

2R BRI I BEE R o a0 LED FoREA R .
TACAE W B b R AT A TR 2K .

FIUE TR BRI I TR o BRI ut s .

ke 55 2% i B0 P AT SR P R S5 AR I AR o BB ut £8 .
RETHE WoRBIR R o H0E ut£8 .

InnoDB H&ESCAF R/ 7R InnoDB JXENFEFF K H 3G SO KA o Bz /bid 512 MB o
TR ERME SR TR » 20 LED R LR ER I -
HREWRN R B PE A IR R KR/ o b ER /b 1024 MBS
Bl e /N BB R R o XHZE—MEER -

BRI 5 15 Bom s e R B 5 | o B A 202 ITnnoDB
RALMEGE BB R A5 1% o B LU InnoDB .

B PERAS R B PR IRS FEPRROA: o (5 LED RORMUA L8 5 .

SCRR

ASHR ) WA AT RSO R AV AR IE S -

HEER A AR K 44 Bk

HERIZIPIROLTER Bon CAE AR — S8 N A AL R
REATROL BRRSIER -

RO RSP RADN BoREARGIRN .

W RIBAPIRGE B A RS R .
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BAERGH

AR s AT RIEAEIZAT R RGN B 2 i A AL A L o
WETHOE WA RIBE R R .

OTRS Fifit 73X fion 2% OTRS MR/ X

BEER Y AT I DL R RN 23 XK 2 231

FATIAS SWoRBRIE RS BAT AR

WIZIRCA Bt RGN AL IRCA .

RGN WoRBIE AR ARG « R ANEN ARG EATH CPU 2 #illn, fER47 8 4~ CPU [
ARG L, 8 MEUE DI FBEGEIER K D

Perl jliA B Perl Bk .
] RS e 23 18] (%) K o] HAZ e 0] s E 40 b o BNAZA I 60% 0w FHAS e ] o
CH A5 X (MB) L MB 4 54 57~ B H S e T0] o Al 028 e 25 ) AN i ik 200 MB

OTRS 74}

Ao BT 2 OTRS L If5 &

EHERRIRES BRaXORIMEHIER

EAFENEAE R WoR R AN AE RIS 1 Hw .

WAEHE SR ERICRER .

IR H EMKSRAS C Bl 24 /N ) BIREIE 24 /N PEAE H K FORASIEE
HRMFPEAE R DU, SR OSSR R .

IR E s A G A — B[R] Y ds K8 s F P (s AL .

BUEEE Won RAEEE DKL E R W E .

SR Won OTRS sPH b2 IE/RIEAT o

Al PRic sk BoR 3 OTRS XS FIEE A b AR DG ISR AL .
ERIAK RS0 B S5 400 LED 2675 O 5 SSCER A B A 35

LT IR A A A1) S 7 R A S5 AR5 a2k P HL T B A

B4 WoR RGN ERE FQDN ¥ E 5 4 E 4 .

THRGEV G BRI RGEREGE .

IHRR G & 4 268 LED R A #0310 THRRAC & % 0 SCAF

A ZHORE G t8 LED SRR A O IR 2% .

A UHESEIR AR 440 LED Ek# OTRS HEZERRACE H T 2 e 35 AR
BAFORAIPIRE 46t LED £y C 23l 7 OTRS ML
NWERCEBCE BRI N IR RVFIR R 1R .

BRI A 087 2 3 vt (1 F 1 I

A4 D BoRRGHCE W E SystemID B RGARRRT o

THRGIRE BoRAE RGRCE W E Ticket:IndexModule FF#¢ () T ARG R .

234 Chapter 7. OTRS %%


https://doc.otrs.com/doc/manual/config-reference/7.0/en/content/core.html#fqdn
https://doc.otrs.com/doc/manual/config-reference/7.0/en/content/core.html#systemid
https://doc.otrs.com/doc/manual/config-reference/7.0/en/content/core.html#ticket-indexmodule

OTRS Administration Manual, % i 7.0

ABOE I T IERON ) B BB TR H OO e T 588 TR 4 .
ARBR TR SR ARG AL PP TR o AR R ST AT KZ) 60,000 ANAEPL AR T2, A SETIMERE

[T
T RRGIH BRI RSN E ¥E Ticket::Searchindex::ForceUnfilteredStorage H i & i) T B8 R %
FIE .

ticket_index £HAULics% BIRTE ticket_index #H I LRI E -
ticket_lock_index &9 Lic%k W/RTE ticket_lock_index RHIC KL E -
WA E Wos OTRS « HEGHAH P EI R IXAE R o

FHP S - g5 NG B RAE I D0 B os B IR ss N B T B2 OBk o

F P SR - g5 N0 BT I B0 s 7E IRgs A D gt e A8 F i 32

F P S - FRERIGETE o ST A MBS ST E B i FHGEDR « A e SCRBFTPAE
OTRS A W7x OTRS [RAS .

7.3 RGN

IR A S SR 2030, R0k BATHUE AR N , BRAUEMN B RS, S L AERE
M

AR5 7] OTRS EBNEME MRS o WM IF#A2 T OTRS SEHIMSS * 41N * REUE Mt .

Un-registered system

Un-registered period expired

©

This system uses OTRS without registration! Please go to System Registration Management!

To continue using this system please register it.
5: RN R G b s

7.3.1 EHARSGITEM

LB RS -
1. 43— OTRS ID . &2 OTRS 1) kil LyEM M E staers 214K OTRS ID.
. ¥3) OTRS S AL RGUENEEL, SR ALK OTRS ID M
sl AL
PRGN SA .
il EHZHL .
- R A .

o o A WD
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OTRS-ID Login

You need to log in with your OTRS-ID to register your system. Your OTRS-1D is the email address you
used to sign up on the OTRS.com webpage. Data Protection

% OTRS-ID: | balazs.urotrs.com

OTRS-ID yet? Sign up now

d? Retrieve a new one

6: RGN - %I OTRS ID

System Registration

This data will be frequently transferred to OTRS Group when you register this system.

ATTRIBUTE VALUE

FQDN otrs.example.com
OTRS Version 701

Database MySQL 5.7.24
Operating System ubunitu 16.04

Perl Version 5221

* System type: | Production

Description: | Ticket System for my company.

Optional description of this s

Th tem will send additional support data information to OTRS Group.
Support Data Collector

+ Register or Cancel

7 RGGEM - IEF ARG

System Registration

This system is registered with OTRS Group.

System type: Production
cription: TicketSystem for my company.
Unigue [0 8e4828921def3bed7be06ear 22626169

server: 111672018 08:21

Kl 8: LR RS
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A L R G
1. s e MR i gadR e F
2. BERGRIAIE .
3. sl EHrEH .

Systemn Registration

You can modify registration settings here.

# System type: | Test
Description:
Optional description of this system.
The system will send additional support data information to OTRS Group

Support Data Collector

Update or Cancel

Kl 9: Yl R G M B .

A7 AR Hd -
1. i ZE AR i s Ot fan i) Bdfa 4% L
2. DL JSON #% A A K

Overview of Transmitted Data

The following data is sent at minimum every 3 days from your system to cloud.otrs.com. The data will be transferred in JSONM format via a secure
https connection,

System Registration Data

{
‘DatabaseVersion’ == 'MyS0L 5.7.24°,
'FODN' == 'otrs.example.com',
'05Type" == 'Linux',
‘05Version’ == ‘ubuntu 16.84°,
'0TRSVersion' == '7.8.1",
'PerlVersion' == '5.22.1"

+
e
Support Data
[
'DisplayPath' == 'Database’,
'Identifier' ==
‘Kernel: :System: : SupportDataCollector: :Plugin: :Database: :DatabaseChecks: :Kernel System: :DB: :Check: :OutdatedTables’,
'Label' == 'Outdated Tables',
'ShortIdentifier' == 'Database::DatabaseChecks::Kernel System::DB::Check: :0utdatedTables’,
'State’ == "O0K',
'Status' == '2',
"Valug' = "' d
. ¥4 HA
K 10: A&AmEdhs e i b
Z .

AT, W5 RO —
BN O R
. WA CPE RS
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2. BF| OTRS [/ M
3. AHECIEMALHIIIE .
A LRGN R GE M -
1. Rl ZE LA ) O R0 E N .

Vefig: W44 () STORM powered by OTRS™ s fifl#5 41 A4 (M 55 2 [l » WGk U FEHE IO R 4L

238 Chapter 7. OTRS £E[41/[x %%


https://portal.otrs.com/external/otrssystems/overview

CHAPTER 8

ARG IR  BOE RGN T — DR LRSS, BE TR MEEH] .
OTRS &4t T Z A BT HRICE. g% WAy & OTRS .

8.1 U

LR IR BRI T R IR IR AT S5 o I LY, fEnT DL Bt L 5

OTRS Jiid H Py S bk o H Py RVFE BT LRGN I TRAI M B o R80T LUK T OB R 55, If Al
Hor gt R B o SLDhREvT HEnEWIE DL RS TN A 5 300 Rk o 1) 25 7 A v AN o] F R BE UL
T BE R A BRI A D BRSO » By OTRS 2 MU H 7 o HIDAE BB AR T R G4 3
A H It .

A Calendar Management
Actions Calendars
g Calendar Overview MAME GROUP VALIDITY CHANGED CREATED EXPORT DOWNLOAD URL
Test 2018-11-06 2018-11-06
- admin  valid L o i
e A0 calendar Calendar 135132 135132 -
X Import Appointments

K1 H D b4

8.1.1 FHHH/,

A LI —ASE H I
1. sk ZE AR i A H Pl .
2. HEMIHTB
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3. miily fRAFRH .
w Add new Calendar
Calendar

# Calendar name:
« Color: |~

% Permission group: = admin

* Validity: | valid

2: NTE I H 3 B

Bl ERNRGHMER AP o BRI AR IR A ek N e ROk AT EATT

AN HD
1. i R —AH D .
2. BB -
3. sl TRAFEL PRAFIF 58 AL

w Edit Calendar
Calendar

# Calendar name; Test Calendar
« Color: [~
* Permission group: = admin

* Validity: | wvalid

K 3: gt H i BEss

HESH A

1. Bt H A i 3 th EFE .

2. I ENHIER— ML E MEAF Export_Calendar_CalendarName.yml X o
FEEFANH T

1. sl ZE AL R % 58

2. EFEAEAT A L yml 3 .

3. WIREARE S D> s 855 0 O 4 H JIEHE .

4. il SAH PR .

s WRRGHRIN T 2, KA ZIRM AR, BT i v Sehe & 8 e H G o
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8.1.2 HIHkH

AN e A UL BRI T DME T DU R o AT A5 T BUR BT BL

AL D s

HDAaRR > BRI SRR o T DL 7 B P A AEATRIL) 77F . 45 R'S PRI o SRR /s 7R
R

B * R AE F RS 5 s i I

LS H it , A ATt bk £ — Rt @ B s o ] DU TS £ B e rh g AT B %, ]
DAL o A E 30 P8 B I (0 B NN R (B SCHAB BN

RUCRRZE * EREMRLEZH 41 nf A el E TS .
WAL 7B, ARGl A ARG R SEVET P BE U7 I (9 H g
o HBE: P ATLAE 2IANG H H DG A s .
« BB I ATLUMESCH DD R IRZT , (HAREIE SOE R H DI .
o QU J AT LB ER H D T
« BH: AP ATBAEEED .
A BEE LB AT o W R BOs BN AT AR SRR RT AT AAE OTRS ] « H5uhy Brist
BN JCARER i O AR L E BRI A

THTRZ H i
SE XAEIXAS F D3 3 it A 3h QU TR (U o IR UL » 3 el AR %L o

w Ticket Appointments

Rulel 3@

First response time

E af +5 minutes

#x Queues:

Attachment Name

E3 Add Rule

K4 HIDBE - TRz

TG H ] 8 Ty T 46 H Y .
SR H e TR AR I .
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BAF * e #E A e AN B LA N Gl A sh R TR FRg el .
RV WIS L, ARSI R Jm v DL T D .

8.1.3 F ALY

WR RG22 DWN T —AH P WA DR SN H i .
D N S (A

1. A Ze AR i) SN .

2. A% iCal CFIFEREH DT o

3. il FATHLLH .

Import Appointments

* Upload: Tallézas... Nincs kijelolve Fajl.

* Calendar:

Import appointments or Cancel

Kl 5: AL b4

A Gl DS AL, JFIERE MR iCal (L dics) oK B .
FID > A K HE D .

MR WEARBAERIN PR R H I s RS R0 SR .

BORrCAT A e W H P BAHIE uniqueID HIPTA B TRZHCR B o

8.2 Wil-KAiiiE

REfs e P SR AL T BV VF 2 AH A 26 251 o AR e )7 BRI SR A B AL A 2 5 A 201 e i X
RUREAT DA

OTRS e it #- e v B AT AN RSB ) 22 AN IIIRIIE » T & wT DAk i S ) 5 [ 2 R S AR 2 7 4
PEAFE IR AGE

A e 5 e ] DA ] R GRS NI R0« BROAKEOUT > B OTRS 2 AN S AR AT I R AU o IR AE 7 2
BRFOL T * R BL * AL * WERUE * Bt .

8.2.1 4 PR ANIA

A LI — AN IR E -
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« Manage Chat Channels
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Actions

[+] Add Chat Channel

1. ks ZE A R i S DR R A 42

2. HEMIHTB
3. sl PRAFFEHL -

Add Chat Channel

*MName:

* Group:

*Valid: | valid

List
NAME GROUP COMMENT
Test This is a test
users
Channel channel.
[l 6: WK AE

Save or Cancel

B ARG BRI AGE o A
A LG NI RE -

L v
s~ He

7: ST ATE i

CUSTOMER

no

A

frien

E}

BLIpIT S

PUBLIC VALIDITY CHANGED CREATED
. 2018-11-07 2018-11-07
no valid
08:09:30 08:09:30

1. R IR AGE 5138 I AGE .
2. BB -

RS AR I A ek I N B ROk A R EATT -

3. sl PRAFEL PRAT IS8 pedac ol

8.2.2 Il ¥

S
g1+ PRS2 TT LY [ IR A0 .

8.2. MiAiE

AN L BRI, ATDME I U B o b R S I T BOR AT B .

YRR BEBEIE AR o AT LAE T BT A AT R B AT B RS T REA R o SRR R FERE N
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Edit Chat Channel

« Mame; |Test Channel

»Group: | users

#Valid: | valid

This is a test channel.

Save or Save and Finish or Cancel

8: GBI A IIE JF

PRI R B e T R IORMUE 5 1 IE R A .
NIRRT AR A IR ORI RIE 5 53 o2 SR IEAE .

%% BCEILTEIATRNE o AR BOR EY ARG MRS BRI ET I AE OTRS Rl o Fsub v B
TR B W I JE R AR L MBI A LT

VR BRI e o T, UG 2R I BOETE O A Se B R I BERA . DR
W oRfERE R .

8.2.3 Jri FHIR S HF

VEMR: BN R IR ZhRE -

A A IR DI RE -
1. ¥3) RERCEFR .
2. fE MM P42 Core — Chat .
3. JAfIW® ChatEngine: :Active o
AR D e > WERAEAEBRIIE , W2 B shE) BROASHE .
BTG PTAA IR E -
1. ¥3) RGERCEFEH .
2. (EHEMEP IR chatEngine —id .
3. BEWHE -
Z
M55 N B3 G ZERAE LU N W E R BEE A D BAT roC HEE ) BUKR
* ChatEngine: :PermissionGroup: :ChatReceivingAgents

* ChatEngine::PermissionGroup: :ChatStartingAgents
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8.3 FAQ 7

i e i o] A B FAQ SRS AT IS0« BRIAE LT » BT OTRS 22k L& 200 o 2K BB REAL T &R

G AP ) FAQ 2R B .

_ FAQ Category Management

Actions List

[+] Add category NAME
Misc

8.3.1 &I FAQ £

AR SS H o
1. mh ZE AR B AL
2. HEMIHTB
3. mily $RATHH .

Add Category

* Name:

#* Permission;

valid

* Comment:

VALIDITY
valid

9: FAQ 2%/ B 5t 5

Submit or Cancel

A G IRSS H ok

1. miiIRgs HogBIZR i — Mg H %

2. BB -

3. sy AT .
AR — AR S5 H ok

1. /b FR T b AR B AR .

2. Huliifil i B A

DELETE

Kl 10: I nikSs H s b ss

8.3. FAQ
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Edit Category
« Name: Misc
#* Permission: | admin USETS
valid
» Comment:  Misc Comment
Submit or Cancel
Bl 11 gadE R SS H Sk bEAE
List
NAME VALIDITY DELETE
Misc valid

B 12: MHER IS5 B % B

8.3.2 FAQ )% &

ARG AL DRPRINS T LME T UM CE o AT AT [P BUZ T BL

YRR BEBEIE AR o AT LAZE BT BOT A AMEAT R B AT B RS T REAI RS o SRR R FERE N
S

RIGE W AEBUAT H Sk R ESIEr H o0 5 H 3% o R B SCH > T H .
B > eV ] IR SCE (1 Ak 55 N b 4

ARNE WCE BRI o R T BORCE N AR AR BHERT AT AE OTRS AR o Kt 7 BLst &
N TR i I TE B A LRI BRI A AE AT .

VERE * [ SRR IRAS I AS R o D T SR, DUA ORI BRSO AT S R T I BEE . DR E
B okt Wos ML R

8.4 FAQ iE =

P BB T B FAQ SCERIIE = o BRAEOU T OBy OTRS e s 2855 o i 5 F bR
T RGE PR FAQ B S B .

8.41 HH FAQIEH

HEBI—NE S
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_ FAQ Language Management
Actions List
[+] Add language NAME DELETE

de
en

Kl 13: FAQ &5 & %

1. ki ZE R AR N 5 4% 4L
2. HEMIHTB
3. mili $AZHHL .

Add Language

* Name:

Submit or Cancel

Pl 14 UIniE 5 b A

BN
1. AR ESIR T — N .
2. TR .
3. il $EATHLAL

Edit Language

* Name: en

Submit or Cancel

Kl 15: gwtHis 5 bt 4

A EMER—MES
1. w5 2R IR A E A
2. Huliifil B R AL

8.4.2 FAQ 5 5 &

NS PR, ATDMER LR R E o B RS T BOR IH B .
SR * AZIE SISO 639-1 4LH .
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List

MAME | DELETE
de
en

16: MIBRIE = b

8.5 MU E 2%

A LE S ) HE RS N HA P RO FE ST HAL R ET o A B D B D R B O R A e e T REE T RE Y
WEASRRAS > IFERORBEAS N HUBTATIER AL

OTRS i FH At B A5 B TR S AT 3 AT 5 A AR SR RS 30

VEf: ABIAGE N T On-Premise 5 * (OTRS)) #hIXhit * o 47 2AH U BRI HI 3K, B v LAY E 2
SRACE S g

s

AU HI G 7 A v] L2 e AN B e OTRS DRE A o B0 AE BB DR 0 T RS BRAL Y AR Q0 L%
B

_ Package Manager
Actions Online Repository
Tallozas... Nincs kijeldlve Fajl. NAME VERSION VENDOR DESCRIPTION ACTION

Mo data found.

X Install Package

OTRS:ITSM 7 Master Local Repository

< Update repository information NAME VERSION VENDOR DESCRIPTION STATUS ACTION
No data found.

Features for OTRS customers with service package only + sales@otrs.com

With a service package, you can benefit from the following optional features. Please make contact with sales@ofrs.com if you need
more information.

MNAME DESCRIFTION

With this Feature Add-on, time periods specified in a ticket are displayed as calendar entries. This allows
Customer Event appointments to appear in the customer interface in such a way that customers can easily see
Ticket Calendar information about availability or scheduling, such as when they want to find the date of a WebEx

meeting. The post Customer Event Ticket Calendar first appeared on OTRS.

Typically, an inbound ticket is first assigned to an edit group/team, known as a queue, by an agent. This
Service agent usually has no knowledge of which employee on the respective team should handle the request.
Responsible The ticket is then reopened by the team that manages the queue, and it is assigned to the person who [...]

The post Service Responsible first appeared on OTRS.

17: B S B e

8.5.1 It 4

W BOAREOLR » ek kg OTRS RHKAE A .
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Z L

T n] DUFE R GRS BB TP IOE LR AR A BRI AU Package::AllowNotVerifiedPackages »

LA

A7 B NAEL A 2R R
1. WZEMEARER R R R g8 MESRIT O .
sl B A AR S URDET o] R A a1 .
M AL NI IE S DN RAER, SRR B e — U ) 2
LI LRI ERAE
LR AR Bos A A 2R N

A

Online Repository

MAME VERSION VENDOR DESCRIPTION ACTION
- OTRS Thi k bl
OTRSAdvancedEditor 2 T.0.1 s package e.na & . . Install
AG TemplateToolkit code snippetsii...
, . L - OTRS This package provides
OTRSClAssignmentAttributeDynamicFieldMap = [§ = 7.01 ) Install
AG add/remove of service and SLA ...
. OTRS Adds an additional Configltem
OTRSCICustomSearch [ 7.0.1 . Install
AG search screen, where...
- OTRS Thi k dds th ibili
OTRSCIReferences g i 701 = pac ag?a s the possibility Install
AG to add additional ...
18: fEL A
Z
A ATE RGEIC & e s 3 4B 5138 Package::RepositoryList .
AN 2R AL
1. s ZE AL N 50
2. WNAHBSCAF R GE i sE—A> . opm CAF o
3. rlili B .
4. MBI ERAE o
5. 2h), BAFRE BondE ARG NI .
Local Repository
MAME VERSION VENDOR DESCRIPTION STATUS ACTION
v’ OTRSverify T . OTRS This package enables . .
. ] | T01 stalled = Uninstall
OTRSAdvancedEditor B AG TemplateToolkit code snippets i... nsa finsta

19: A A /N AT
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SO

A NAEL AT DR MR
1. Wk BRI RAT BB, S AE AELR B RN B R A AT Y AR
2. widhr BB .
3. MBI ERAE
4. PR AR BoRAE AR AN R
AT S B DR
Rl 2 AR P A
MAISAE R Gk H— DB LA . opm ST .
st LRAT AL
- AZR UL WIRAE .
5. HOHE » BAFR Won e AMBAE N
A ORI AT A
1. w22 R SR BT AT C s e R R e
2. E T NIERAT .
3. HHE » BATEAG WoRAE AMEAT G AN

VR DI RESEIUITAT R S HATF B PEIE S BAE R R 2RI A2 A A AEBT A » IS5 B 2l
XA S ILBTAT MR AL C RIAEEUAT A PRI RO 75 2 1 R 2R AE R e P IR O IR IE R

P e

VEMR: WRZE T B AE R G 8 SRR A R AR AN BERE I B D RE BT > JF HoREBEARIC A 2k
WO i TR

OB e A

WERAEA MBS L T AR DA SO, M PGS SoR A AR IC ) TR, A B 220
A EHOPT AN

1. M ASHUBAT A BN R e F b e o BB 2 e R R AF A

2. wiali BAEZI P BRSO

3. M LR Ui IR

EIA

A7 BN
1. N A IAT G N P P AT
2. wili BAESI Y EEBER
3. HLMREN U HIRAE
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Local Repository

MAME VERSIOM | VENDOR | DESCRIPTION STATUS | ACTION
. OTRS This package enables , )
. | 1.01 P B . . . installed = Uninstall
OTRSAdvancedEditor AG TemplateToolkit code snippets ...

20: AHLHFG 1
8.6 PEfEH &

PEREAR AR HE T Web 9N FIRE 7 I SCHE T8 o A5 BE O3 A1 n] BE 7 S 07 B I 8] A HERS IR L83 s o il 22 20
IS T) A S T AE G, IR RIBOE K I o

OTRS i PEfE H &SP ESR o W > PERE H ST LS Sis 3 s & Alas sh F M R I fi /M KAy
Wi SIS T 5 DA S AEAN ] IR ) g (4335 SR B

eI &% OTRS MIMEREH & o HAGBLE RO T ARG BLALY PERE H GBI .

VEf#: AT RENSAE OTRS A A MERE N &, B aie st | 3 e .
Hint
This feature is disabled!

Just use this feature if you want to log
each request

Activating this feature might affect your
system performance

5| Enable it here!

21: Ji IPERE H S SCFy

AR TYERE S OTRS RE£E— ML SR AT ST SRANM Y (K P A (5 S
AN H S BRI TEAE R .

8.7 ~uiEH

Het Web (¥ 0 FHFE 7 (K6 B B3 A SERENE V) MR BRI R JFAE TR ZEN I ER AT 22100

OTRS 2t il = B, W] LUPRIEEARIUIR 55 A SR 7 B2 il « 2408 Sk A e 05 N B A2 7 R mE— 2% H K 8
o BB — U b i i BT 28 1 2 3 Y g

RS DRR BRSO Bk M P 1 o« AR BB RAL T RV BN il e B R
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Overview

Range (last 5 m)

INTERFACE REQUESTS MIN RESPONSE MAX RESPONSE AVERAGE RESPONSE
Agent 4 Os 1s 0.755
Admin 2 Os 1s 0.55
AdminSystemConfiguration&AJAXNavigati.. 1 Is Is Is
AdminSystemConfiguration;ChallengeTok... 1 1s Is Is
Range (last 30 m)
INTERFACE REQUESTS MIN RESPONSE MAX RESPONSE AVERAGE RESPOMSE
Agent 4 Os 15 0.755
Adrmin 2 Os 1s 0.55
AdminSysternConfiguration&AJAXNavigat.. 1 1s 1s Is
AdminSystemConfiguration;ChallengeTok... 1 Is Is Is
Range (last 1 h 0 m)
INTERFACE REQUESTS MIN RESPONSE MAX RESPONSE AVERAGE RESPONSE
Agent 4 Os 1s 0.755
Admin 2 0s 1s 0.5s
AdminsysternConfiguration&AJAXNavigaty.. 1 1s 1s Is
AdminsystemConfiguration;ChallengeTok... 1 1s 1s Is
Range (last2h 0 m)
INTERFACE REQUESTS MIN RESPONSE MAX RESPONSE AVERAGE RESPONSE
Agent 4 Os 15 0.755
Adrmin 2 os 1s 0.55
AdminSystemConfiguration&AJAXNavigati.. 1 15 15 1s
AdminSystemConfiguration;ChallengeTok... 1 15 1s Is
Range (last1d0h)
INTERFACE REQUESTS MIN RESPONSE MAX RESPONSE AVERAGE RESPOMSE
Agent 4 Os 1s 0.755
Admin 2 0s 1s 0.55
AdminSysternConfiguration&AJAXNavigati... 1 15 1s Is
AdminSystemConfiguration;ChallengeTok... 1 15 1s Is
Range (last2d0h)
INTERFACE REQUESTS MIN RESPONSE MAX RESPONSE AVERAGE RESPONSE
Agent 4 Os 1s 0.755
Adrmin 2 Os 1s 0.55
AdminSystemConfiguration&AJAXNavigati.. 1 Is Is Is
AdminSystemConfiguration;ChallengeTok... 1 Is Is Is

22: VEREH & hi%E
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Range (last 5 m)

Interface: Agent, Module: -, Period: 1 minutes

DATE REQUESTS MIM MAX AVERAGE
11/08/2018 09:17 7 0s 0s 0s
11/08/2018 08:17 0 0s 0s 0s
11/08/2018 0717 0 0s 0s 0s
11/08/2018 06:17 0 0s 0s 0s
11/08/2018 05:17 0 0s 0s 0s

23: Phfg H &P i

a« Session Management
Actions List
All sessions SESSION  TOKEN TYPE USER KILL
Agent sessions BplomfwrIDBVtazX PglwT4ERmMditTYPx Agent Admin OTRS Kill this session
Customer sessions 15wVIuSFeWEIni4NUuih44nUVithx8Te Agent Admin OTRS Kill this session

Unique agents
Unique customers

(=2 -

W Kill all sessions

Filter for Sessions

Just start typing to filter...

24: LBHTLRH
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8.7.1 HFHIoiL

PEBE DN CE W S A1
1. NS RPIEFE AN OB .
2. miA M .
3. BEVEN .

Detail Session View for: umdlJrcSsmVwEYcLwiQaJ3fUen2j0TM - Admin OTRS

KEY VALUE
AdminCommunicationLogPageShown 25
AdminDynamicFieldsOverviewPageShown 25

AgentDocumentSearchPageShown 10

ChangeTime 2018-09-18 15:17:44

CreateTime 20158-09-18 15:17:44

Session|D umdlrcSsmVwEYcLwiQaJl3fUen2j0TM
SessionSource Agentinterface

UserChallengeToken FAKfWQsnOTzHNKrnUmoLDbnHEVPUCGIS
UserEmail root@localhost
UserFAQJournalOverviewSmallPageShown 25

UserFAQOverviewSmallPageShown 25

25: U P bRt
ARG A
1. W TRFIRPIES A CERM ) .
2. il ZAlHI) bzt .

List
SESSION | TOKEN TYPE USER KILL
umdlJrcSsmVwEYcLwiQaJJ3fUen2jiTM Agent Admin OTRS Kill this session

26: & L4l iR

B piil Kbz IR ST I R S A T AN AT REAFII T TARRE R %

BT b
1. s MR ) 2T 2l .

B ml Bk P SRR SL AV R S 1 AN REAT A . R ERAEI T AR 2R

VEMR: WRAT 2RSSR BIRSE VAT AT v S B N S DR A AL FROR A R E 2
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8.8 SQL i ifi i I

FE—ANTHRRGH, WA LUE R Gevh 5 AR EE 2os T BT S A o (H A I S 3 Uy )
o P AARAS B 2 (R SR SRVRANER e T H AR S A s SO — A T HAT N AR AT -

L ) B 2R R ) ] B R AT - BT Ui R TR BRI P A R C AR
HEHRIRAL D 2 Ab s TSR P 7 A2 A o X SRS T g 2 BE A B O3 AE ] K e AT 5 A R 4
KRR .

OTRS W HIFE R4 2 G it 1 IR St i T i) SQL A& 1 o & SLVFXS Bl PR B2 s i) » BT 45 S AT L
PR F it A 21 5 5 ) 21 CSV/Excel SCAF .

AR A R ST 1 SQL 1EA) - SQL Al A H e ROV AL SQL At DBk .

) SQL Box

Hint Options

# SQL: SELECT * FROM

t 40

HTML

Run Query

Kl 27: SQL &l % H 54

8.8.1 #rifj SQL i)

VEf#: BEACAANR SQL AR L ACIE BN R R B o BOAE DL, BIE SR, AR
SELECT #&ifi .

Z:

LI SQL i E L s N HERE S E. ik, B OBEHRSE ® % E AdminSelect-
Box::AllowDatabaseModification « ¥3% T34 [ 4T A HH XU !

A EPAT— % SQL 1HA) :
1. #£ SQL A#KEH A SQL ifif) .
2. BEFEL R
3. iy 4T EWALH .

8.8.2 SQL W

ARG AL DEUAIS T LME I DU CE o AT AL S (0P BUR U BL
SQL * & EAMI1 SQL KA
BB AN — A E 7 LUK 85 R R fe 22 AT o K b7 BB 22 A BT B
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Options

% SQL: SELECT * FROM

40

HTML

Run Query

28: SQL i el /i

W AZAE SQL BRI LIMIT, WHZAE b Bk BRI 45 AR

g s SQL B A Al R s .
HTML i SR SoR7ER R /NS SQL HE R .
CSV g4 BT 5o F M Al SOARK LI R4 .
Excel 4t 4448 1 Microsoft Excel 1A%tk i UL R .

8.8.3 SQL /=14l

B RS N BUA SR — 2845 B 45 R i o HTML

SELECT id, login , first_name, last_name, valid_id FROM users

2 Results
1D LOGIN FIRST_MAME LAST_MAME VALID_ID
1 root@localhost Admin OTRS 1
2 53 Super Admin 1

29: SQL g f
FEYIHITE R, BT R EBE IS LN A

SHOW TABLES

HHEWIR users RINEH, BT ERERREI 1 I T UM &l C IS SIINESL x

SELECT * FROM users

8.9 R4LA

DR ARG A VL TERBCEMNINAT A o« — S8 A 4T GBI &S0 rF , — e IR i ¢ JFfE)n
AN B ORAE BIIC B SO D 1T 5 —Le U R s e o PR B SR VAT I T B2 — N ), RO IR R 2
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T RMEMCE T2 TR SOFE R TAT . MR .

OTRS i JH &3 [ ST A TR BL B AR SE o AR R GEIE B 1T S it A B et O Hon DLBEAT di vt
CUELERIIT S T 8 BEFTHME AT 4 ) IFFERC BRSO N R BE TR .

I IR I RE A DL L R R BT TR R .
Z L

A ARG E ) AR, T DURRA M [BTR Br OR SE S - KR sales@otrs.com LUK T fiE
MEER RS .

e ] B R GG E CE - OTRS ik 7 K4y 2200 M E W E « REHCE S Bl T R Al
M) RGRCERR .

8.9.1 HH ALNE

A W T, JoVk AR R GEIC E  EIE R ST B o R e R R R G B R . 1K B A
Kernel/Config.pm HFHNEE .

BRRARELE, BFESAT LN DT « LRI EoR T &4 B BN EE RGN E First-

nameLastnameOrder .
1, WA REF A R lastname REFK AR E -

MW AR AT T A BB LA DAY o AR AR R IR BRI K
AR RHR T XAFEMEAFIE AR, Al DR RBEEA U .

4 Q v

Navigate through the available settings Find certain settings by usingthe Find out how to use the system
by usingthe tree in the navigation box search field below or from search icon configuration by reading the online

on the leftside. from the top navigation. administrator documentation.

lastname] Q

FirstnameLastnameOrder

30: RGMLE - WRBE

2. MNARRERAPELFBE .

3. /N (b DL B I

4. Bl br e N B AR B LA g BUE ] .

5. mili G XN E AL DL A A o AEM BRI S AN B LR 2 I SRAT RS (LA .
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FirstnameLastnameOrder
Firstname Lastname Specifies the order inwhich the

firstmame and the lastname of agents

will be displayed.

31: RGME - RFIBE

FirstnameLastnameOrder -
@ History (OTRSSystemConfigurationHistory| ‘D Reset setting | | % Copydirect link | | £z Add to favourites [# Edit this setting
Firstname Lastname Specifies the order inwhich the

firstmame and the lastname of agents

will be displayed.

Default: O

32: RGME. - RITBE

VM WA BEE i b oM B e, AR D) — MR e AR Z AT, TEi R
(KIZ B

6. SHCCBUE AU o SRt MR RO F A s B A K Esc BEATIBON nlt o IO GRS, s 23 i
SR A BT AT SR

7. il RAFHEHEL o WERGRAE THES W CNEREAE A IBRAS 2 (I HE
8. R Rl ZEMALAE ) B LA o ROE AR AN R A, 5 B R R
9. HF LUK -

10. LU B ST HFLE A e 7

1. mily ME PR SR o RS T 2 ABCE W] DG e B .
12, IR » oA B D3 AR S A A LU DAL o AR AR A S8 ) 1

13. R[FDFFHAERATE 1lastname ERBSUSINUE o B D/NEIFAEZLMAT — DK EILHE , Ros bt
OB .

14, WEERE, WA /MBS LLE G o K5 il TERCEIGH .

FirstnameLastnameOrder

[# Edit this setting

K 33: RGRLE - BIF/EwE L
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FirstnamelLastnameOrder

Firstmame Lastname

FirstnamelastnameOrder

Lastname Firstname

Default: O

FirstnamelLastnameOrder

Lastname Firstname

Default: O

Changes Overview

@ History (OTRSSystemConfigurationHistory)

@ History (OTRSSystemConfigurationHistory)

Framework.xml Frentend::Base &5

Specifies the order inwhichthe v x
firstname and the lastname of

agents will be displayed.

K 34: REMLE - Ml E

Frameworkxml Frontend::Base @ =

) Reset setting | | % Copydirect link | | <= Add to favourites v Save || % Cancel

Specifies the order inwhichthe
firstname and the lastname of

agents will be displayed.

35: RGME. - BB E

Framework.xml Frontend:Base @ =

D Reset setting | | % Copydirect link | | 1 Add to favourites [# Edit this setting
Specifies the order in which the
firstname and the lastname of agents

will be displayed.

36: RGMLE - RAFIEE

You have 1 changed settings which will be deployed in this run. Switch to advanced mode to deploy settings changed by other users,

FirstnameLastnameQrder

Lastname Firstname

too.

Frontend::Base

Kl 37: RGERCHE - BOE H UG

8.9. RLNLE
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Changes Overview

You have 1 changed settings which will be deployed in this run. Switch to advanced mode to deploy settings changed by other users,

too.
FirstnamelLastnameQrder oW FirstnameLastnameOrder HEW
User modification: disabled User modification: disabled
Setting state: enabled Setting state: enabled
Firstmame Lastname Lastmame Firstname
Default: O Default: 0

Kl 38: RGRCHE - BEEZAIEI

Deploy

Modified the display of agent name.

Deploynow or Cancel

39: RLME - MEKE

FirstnamelastnameQOrder
Lastname Firstname Specifies the order in which the

firstmame and the lastname of agents
will be displayed.

40: RGNE - CHERE
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Reset setting

FirstnameLastnameOrder

Do you really want to reset this setting to it's default value?

Confirm Cancel
41: RGACE - EEWRE

15. S BiATRA o
16. MFWRE -

8.9.2 i/ FATH

FEANICE W B AL INA G 228 o SRR TSR A 0E g R b — NS MA H R SR
OIBCLE PR ALI T A B o WURBAT R, FONIEFE RSy A B, HR B2 Ty B Qi BB E
C Biltn ITSM e sl B b O IERPFEL s it as Won RIE SR o LERESRMIAL T2 ST DU 7R &8 T Tk 25 (1
T .

BRI —AIus s R eSS IIE Sk o 55 Z MY RN 2o m A 2 DN RE o IR R R
o WP THEIGZIN, BERARE, NI .

A AU IR 45 R SR BB o WOREAREE DB R TN, I o /N S (AR AR T
.

B, FirstnameLastnameOrder A] LAYE Frontend — Base W 4k%) o

8.9.3 FAMFHARSAE

T ZE LA AR SN AL L LT ) S N2 BES
HEFM RSB
1. iy S HNEPER 3 TR E AL
2. ¥ Export_Current_System_Configuration.yml XIFRGERIAM RS .
3. M CMFHE iy 44 o S E AR AR
HHEFARGRE -
1. i SN P8 24
2. EF AT L yml SO
3. miili FARGRCEALHL -
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w Navigation

* CloudService (1)
* Admin
ModuleRegistration (1)
¥ Core(T)
* Daemon (1)
Log (4)
ModuleRegistration (5)

P SchedulerCronTaskManager
SchedulerGenericAgentTaskManager (2)
SchedulerGenericinterfaceTaskManager (.
SchedulerTaskWorker (2)

P Frontend
* Genericlnterface (1)
» WebApp (3)

K 42: RGUHCE ST

FirstnameLastnameOrder Frameworkxml Frontend:Base ' =
@ History (OTRSSystemConfigurationHistory) | | "D Reset setting | | % Copy direct link | | t¥ Add to favourites [# Edit this setting
Firstname Lastname Specifies the order inwhich the

firstmame and the lastname of agents
will be displayed.

Default: O
43: RGE - EITIE
Impaort Export
Upload a file to be imported to your system (.yml format as Download current configuration settings of your system in a
exported from the System Configuration module). yml file.
Tallézés... Nincs kijelolve Fajl. e
X Import syskem configuration X Export current configuration

K 44: RGRCE - AT H
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8 10 N JLE)L;\

TN ARG S B LKA — A B AN H SO DL A PR G AT e e B BRAE PR 200 | TR R Sirh
ERIDIETAE

FEBRAE R G BT JON AR AN REMI T 00 T > W TR P B O o i A X 2 HA

OTRS AN AR FEH A4 AR ER G RGHE, mIEHV RS2 shell . &P 502
YUE T ERAN O H e sk s AR AN S AR b BRI 78 H &S0k .

LB R &% OTRS M HE&H o HAABRBRAL T REE AL R g HEHET .

_ System Log
Filter for Log Entries Recent Log Entries
Just start typing to filter... TIME PRIORITY | FACILITY MESSAGE
Tue
" ove OTRS-otrs.Console.p Kernel: nsole:Cor
Hint 16:38:10 error - L I - . -
N Maint:Email:MailQueue-13842 = 522105 2018
Find 7 information about T ;‘J:‘.
Here you w 1d log information about you uTC
tem. -
[x] Hide this message )
OTRS-otrs.Console.pl- CommunicationLog(ID:58719 AccountType: ountlD:-,Direction:Outg
error ) o .
Maint:Email:MailQueue-13842 = Permanent sending problem or v h d h sending attempt limit. M

Kl 45: R4 H & BikE
HAG PR AT M S I 8 . HEMed « REAMMHERAAS .

VMR R HE PSR 2 HEAH U PR A i S S v i A Mok Ak € HAE 4 H o

8.10.1 H4¢ H &N H 1L

Core — Log

8.11 RGYkY"

RO L T R GUE PRI AR TS RS ) o YRS T 05 T SR A, AERXA BN, 3D
M SR S AT, DLE A AT AR B

OTRS itfiif RELUEY PR ILIIRE , MR FRVFAY B AP A 2 HE LR 0 1, I 38 I 8 Sl RN %7 1-&
YEY A AT R o BeAh s FETHRIR YD B DI, RV B B R A

ML R N RO L ARG o RAUES B RRAL T ROV ALY RAYEy Biet .

8.11.1 ZH ARG 44

A B IR ARG
1. rh ZE LA i) A IORT ) R S e 4L
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« System Maintenance Management
Actions List
Schedule New System Maintenance START DATE STOPDATE COMMENT VALIDITY DELETE

2018-11-09 20:00:00 2018-11-09 21:30:00 Systern Update valid

Filter for System Maintenances

Just start typing to filter...

Hint

Schedule a system maintenance period for
announcing the Agents and Customers the
system is down for a time period.

Some time b

e this system maintenance
starts the users will r tion on
each screen announcing about this fact.

K 46: RGUEY T BB RE

3. widi fRAFFEHL -
B E G IR G -
- R RS H PRI DR 5 H B8 G T BSIHT 0 R SLE 5 B 4T E ) B AL
2. BHTBL.
3. wili TRAFEL PRAFIF5E et
A EMIER— IRAR G -
- TSR IR A — S BRI R
2. wili #IAEHL .

VEMR: WERMRGEAIN T 2D RGYEY 4 H o WAL 08 s HEE 1L B\ L IR (0 4 PR R B Pk 58 (1 R S
.

8.11.2 R&i4iHrinE

THGH W LB R GG TR E
SN TR) JERER SR TR AN T

VERE * MBI AR o W] DAFE M7 BE P M AR TR 1 4 AR K P RER SR, o JEREAS s AE L BE
Fo

BRI R ARG TIA, I T F I %A BRI
ZL:
REGRETH - BEOAN RGP HERE . AREZELE, ESHUT RGN E K
» SystemMaintenance::IsActiveDefaultLoginErrorMessage
» SystemMaintenance::IsActiveDefaultLoginMessage

+ SystemMaintenance::IsActiveDefaultNotification
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Schedule New System Maintenance
* Start date:
* Stop date:

* Comment:

Login message:

Show login message:

Motify message:

* Validity:

w Edit System Maintenance Information

Start date:

Stop date:

+ Comment:

Login message:

Show login message:

Motify message:

* Validity:

M~ || 07 v || 2018 v B. 15v : 34v
1M1~ | 07 v || 2018 v M. 15v ; 34w
y
r.
valid

Save or Save and Finish or Cancel

47: RPN R G UEY b

M~ 09w | 2018 v B- 20v:o00v
1Mv Jo9v | 2018v B. 21v 30v
System Update

.

There will be a system update at

Friday.

valid

Save or Save and Finish or Cancel

48: Yt RO YEYE B
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List
START DATE STOP DATE COMMENT VALIDITY DELETE
2018-11-09 20:00:00 2018-11-09 21:30:00 System Update valid

49: Mk R4t bt

BRI E Wik, WS S R OTRS KIS kbt .

THAEE WRGH T HSOAR, WAETFFG R YEY 2 10 2 SCARGAEARSS N D3 ST b Wi s .
Z: .
TE RGN E B E U W BIDR 21K (1) 22 G 447 A 1R 36 5001 1) 93 0 2

» SystemMaintenance::TimeNotifyUpcomingMaintenance

ARE* BEE IR o R BOR EON AR WA BRI R AAE OTRS FRAE ] o by Brist

BN TCRE W SR R B BRI A

EELSUN XA/ N R IR TSR A B LL$$ A BT T DL RN 1 o ARIE R LU

R il 2 ERA S TRANA T S T R 2R BR ORI 2 18 USRI BT A 231

* Manage Sessions

51
= 1
0
Agent Sessions
SESSION TYPE USER KILL
umdlreSsmVwEYcLwiQaJJ3fUen2j0TM Agent Admin OTRS Kill this session
Customer Sessions
SESSION TYPE USER KILL
Mo data found.
IC] Kill all Sessions, except for your own

€ 50: i FALED - IR
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